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Market Leadership
From CX to EX and back again

Survival in the New Normal






The Clash
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Digital is
a nhovelty




N Digital is

a norm

% S ‘.
A
'»,‘_‘-4", g ; |
Al X
e a—

rllumini“mﬂ‘ﬁ"m*ﬁiiiiiiiiiiiiiiim-.... ..

(L

i

}._]l‘i'mlmﬁﬂlu||||||u|||||||l|||uu

W

Digital is
a novelty



Digital is
a norm

Digital is
a novelty
S:



Software
is eating the
world.
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Mobile
Cloud
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2018

of executives predict

significant indusiry
disruption in the next 3
years
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of execuhves predict
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on in the next 3
years



SIGNIFICANT INDUSTRY

DISRUPTION

COMPETITION EXPECTATIONS
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Massive splits
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3 LEVEL

OF INNOVATION

_NEXT _~

~~
~----—_—’

BEYOND



Improve the NOW Create the NEXT Imagine the BEYOND




overcome the
resistance to change
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Technology
has changed
companies

S










¢Informed
¢Individualistic
()mpatient
{nfluenced
ntuitive




nformed




"N DIGITAL AROUND THE WORLD IN 2019

THE ESSENTIAL HEADLINE DATA YOU NEED TO UNDERSTAND GLOBAL MOBILE, INTERNET, AND SOCIAL MEDIA USE

TOTAL UNIQUE INTERNET ACTIVE SOCIAL
MEDIA USERS

POPULATION MOBILE USERS USERS

Of

7676 5 112

a
BILLION B“-UON
URBANISATION PENETRATION BILLION
o)
569, 679 PENETRATION
45%

MOBILE SOCIAL
MEDIA USERS

Bl LLION
PENETRATION.

42%

Hootsuite- are
Sociq




Connectivity to the next billion users -







N DIGITAL AROUND THE WORLD IN 2019

~ THEESSENTIAL HEADLINE DATA YOU NEED TO UNDERSTAND GLOBAL MOBILE, INTERNET, AND SOCIAL MEDIA USE

TOTAL UNIQUE INTERNET ACTIVE SOCIAL
POPULATION MOBILE USERS USERS

7.676 |5.112

MOBILE SOCIAL
MEDIA USERS MEDIA USERS

B“.“ON B“-“ON
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Changing times

THEN

NOW
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Changing times

3 biggest fears
of our generaion



ACHTUNG!
SMOMBIE !













A single room
with a single
book




" ndividualistic



Customers are the center of
their very own universe




We put ourselves in the
center of the picture







Multiple ME’s
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amazongo _

Welcome to Amazon Go and the

world’s most advanced shopping
technology. No lines, no checkout—
just grab and go!




Do not steal time




nfluenced




MOBILE SOCIAL MEDIA USERS OVER TIME

NUMBER OF MOBILE SOCIAL MEDIA USERS (IN MILLIONS), WITH YEAR-ON-YEAR CHANGE




DO NOT BELIEVE
COMPANIES
TELL THE TRUTH

IN ADS




Trust peer
recommendations




PERPETUAL CHANGE OF INFLUENCE

\.




Traditional
mass media
campaigns
are losing
impact




" ntuitive
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THE NEW YORK TIMES BEST

THINKING,

FAST .o SLOW

DANIEL
KAHNEMAN

WINNER OF THE NOBEL PRIZE IN ECONOMICS

+«+ This is one of the greatest a tions of

insights into the human mind [ have read.” —wirLiasm nasvexey, Financial Times




WE CAN MAKE OR

TR A DELTA

DONT'T EXPECT LUGGAGE TO ARRIVE

It’s probably broken

)y

PIZZ“

We have a salad bar for some reason



{)nformed
¢Individualistic
¢()mpatient
{nfluenced
(ntuitive
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OLATILE

NCERTAIN






“The rate of change is not going to slow

down anytime soon” \b
John Koftter

“The only constant is change. @

And the rate of change is increasing” b

Peter Diamandis

“We live In an age where the
rate of change is colossal”

Salman Rushdie




INn The new normal
Agility
1S

CRUCIAL




Strateqgy becomes

Fluid



WHAT CAN WE LEARN FROM

DISRUPTORS?

&

airbnb

Uber

lyRt NETFLIX T

& srotify COUrsera



DON'T START WITH THE
PRODUCT.

START WITH THE

Customer



We're not competitor
obsessed, we're customer
obsessed. We start with the
customer and we work
backwards.
17

Jeff Bezos, CEO Amazon






From Products 1o

__
Platforms



i WORKER SUPPORT LEARNING WELLNESS & BEAUTY .

PLATFORMS

MUNICIPAL

CITY SPONSORED BIKES

EMPOWERED PEOPLE

PERSONAL SPACE MAKERS, CO-CREATORS,

CROWDFUNDERS,
PEERS, CUSTOMERS

) Yy vV

TELECOMMUNICATIONS PERSONAL

UTILITIES SERVICES

LOANER VEHICLES

VEHICLE SHARING

LOANER BOATS
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Workspace that Rocks PERSONAL SPACE

Instantly Find and Book Better Places to Meet and Work =~ e e
. ,.\ . -~
= & OURSTORY e m

WORK SPACE




coursera gibbon
Sirrplileam %mmucnblu

Learn on your T Himnacsoeny Maverk
2 E | Tj" THINKFUL g%’ SKILLSHARE

schedule

Study any topic, anytime. Explore Udemy OTest

thousands of courses starting at €10.99 - .
each I l A - @

SHARING
ACADEMY

100,000 online courses Expert instructio”
mlore a variety of fresh Find the right inst”



CUSTOMMADE

Et.SL\/ ROCKSBOX

Oheq.t\eohboﬂ
BRIT+CO  shapeways
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How it works

We're not a bank. Instead, we connect borrowers with investors through our online marketplace.

Investors LendingClub Borrowers

In exchange for solid returns, LendingClub screens borrowers, Borrowers use loans to consolidate]
investors purchase Notes, which facilitates the transaction, and debt, improve their homes, finance
correspond to fractions of loans. services the loans. major purchases, and more.




Cut out the
middle man




Valve-add .Curatoroof Xxx-qs-a-
information Service
& I




|
How
industry
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www 000 000000 OO OPOOPOOOOOOOOOS

Internet
seccee
Cloud
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ecosystems martphones




Platform vs Ecosystem

“l sell books”

“l sell whatever | want”



Enabling retailers to create a personalized experience for each

individual consumer across the globe

Wholesale Wholesale
Buyers Retail marketplaces Retail sellers  marketplaces sellers

L

Chinese
consumers

R Vol -

Small sellers ’

Chinese wholesalers
and
manuiacturers

, -~

Global

consumenrs

e

L
Globa!
wholesale bayers

Global wholesalers
and
manufaciurers




If you want 10,000 new

customers, you have to

build a new warehouse, hire
people... for me? 2 servers ’ ’

l.,m..

Jack Ma



DIDI becoming
a fintech giant




ecosystem

customer needs

red ocean

scale

action &
implementation

THINK LESS
DO MORE

< ndustries

< company needs
< blue ocean

< branding

< talk of focus & strategy

< THINK MORE
DO LESS



Revenue

STARTUP LIFECYCLE

Search for Repeato
& Prof';’roble G
Incumbent’s

innovation time
Search f{ZON& ct/Market Fit

Time







THE BATILE FOR THE
CUSTOMER

( X COMES FIRST.




Customer

EXPERIENCE

a customer’s PERCEPTION of
his interaction with any part

of an organization

Influences BEHAVIOUR
Builds MEMORIES




Interactions = Touchpoints

Perception = Reality
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Design @ with the
Cuwstomer

N MiNAa







@of the CX
Involves EMOTIONS
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Take a look at

ALL of the

customer behaviour
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Big data
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If you don’t have an Al strategy,
you are going to die in the world
that’s coming. ’ ’

- Devin Wenig, CEO eBay



“Data is cheap
but it's dumb.”

-Peter Sondergaard

SVP, Research, Gartner



"Companies will be valued not just
on their big data, but on the
algorithms that turn that data into
actions and impact customers.”

- The Arrival of Algorithmic Business, 2015



Algorithms already influence

e 6o 9 - i

Who we talk What we Where we What we Who we vote
And listen to Listen to Drive Watch For

Analytica



Algorithms already influence

)
W\

)
W\

l

Who we date What we read Where we eat How much we pay

tinder amazoncom Google Booking.com



Analytics vs. Algorithms
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Analytics vs. Algorithms

s~ Algorithms bring
@ PREDICTIONS

Level of Intelligence

G~ Analytics bring
INSIGHTS

Past Present Future



Process
optimization

Diagnostics

Forecasting

ADVILE - 50“

GOOD ADVIOE *2 o0 '
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Customer
Service
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Belt will fail
in 10 days
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Even more
Sales

Happier
Customers

More data

oy

\ Smarter
) Algorithms

\
\
1
|
1
I
I

/

Smarter
Products & Services
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Even more
Sales

Happier
Customers

More data
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Even more
Sales

Happier
Customers

More data

Smarter
Algorithms
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Even more
Sales

Happier
Customers

e
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More data
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Smarter
Products & Services



“Al's Virtuous Cycle”

More data

—_-_--

Even more

; | Smarter
Sales ’,’ \‘ Algorithms
; '.
1
! I
1 I
\ !
\ /
\ /
Happier N R ¢ Smarter
Customers S o s Products & Services
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As little as 1% of industrial
data is being used today

Source: mckinsey & company
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iPhone of the
hext decade




USE OF VOICE SEARCH & VOICE COMMANDS

PERCENTAGE OF INTERNET USERS IN TOP ECONOMIES WHO REPORT USING VOICE-CONTROLLED FUNCTIONALITY (ANY DEVICE)
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A shift of trust




Voice assistant vs smartphone users (worldwide)

Source: Voicelabs, eMarketer

Digital Voice Assistants
2,000

1,500

1,000

Years after introduction (start dates: 2007 iPhone launch vs 2014 Amazon Echo / hands-free Siri)

Outpacing

smartphones



a Hey Siri
A

Google Assistant amazon alexa




ALEXA SKILL MILESTONES
Updated March 2018

3/22/18 | | : | 30,006

12/15/17 25,018

9/3/17
7/2/17

3/2117

n/iné

0 5000 10000 15000 20000 25000 30000

§ voicebot.ai

Source: Voicebot.al

Opportunity
knocks!

S
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If you think “going forward” it will move forward.
If you want it to move to the right or to the left,
it will move from the left or right.

B ~\ S




virtual reality




augmented reality







opportunities
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The C l/(./é(t

expects exireme

Transparency J Personalization







Security




Security
Privacy

Dad says
you’re

spying us
online

He’s not
your dad|







Blockchain

I THINK WE SHOULD { DOES HE UNDERSTAND
BUILD A BLOCKCHAIN WHAT HE SAID OR
IS IT SOMETHING
HE SAW IN A TRADE
MAGATINE AD7?

GWHAT COLOR DO YOU WANT
THAT BLOCKCHAINT

I THINK
MAUVE HAS
THE MOST

nited Feature Syndicate, lne (NYC)
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Blockchain
will establish
TRUST



Blockchain’s
current state

AIRBNB

FACEBOOK

NETSCAPE

TCP/IP, HTTP, FTP WE ARE HERE

INTERNET BLOCKCHAIN



Security
Privacy
Pricing







N
N
N

IN business
IN sales

nealth
nospitality

manufacturing

INn education...



Personalized Shoes




Personalized Food

34%

PROTEIN

VEGGIES

64%

Your
HERO FOODS

CAULIFLOWER, MUSHROOMS,
BROCCOLINI

AGQw W

I,

5
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Precision Medicine
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Precision ——
Marketing




THE VALUE OF
PERSONALIZATION

Relevance x Timeliness x Integrity

Personal Information x Effori



CONVENIENCE
IS THE NEW

Loyadly



Convenience
augmented

(Prictionless
2N ccessible

¢ &Y ubscription
" §) echnology



D

-

&

\:.

= =
(,15{ St <
»

A




rictionless




rictionless

Email

Entertainment

Most Used APIs

®

Find and Connect to the World’s Top APls. See How

Pinterest

Add pins, follow an

For Developers

d display options to your app

® Healthy dhdimas Tr4

YelpAPI
Access local bus

® Healthy

i the Yelp database.
gosipchuk 75

Random Famous Quotes

random quote i

® Healthy # andruxnet Yr4

ISOMN format. Current catego: ‘amous

Free Natural Language Pro...

100% free s
an..

® Healthy

including sentiment analy:

antent extraction,

# loudelement  ¥¥ 3

For AP| Providers

All Time |

~API-based selling -

LAYE

LANgL.

buide Aviatd info -
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Add your API

+ Add your API

to our marketplace

Featured API

‘World Cup 2018 Live S...
Paid

#® Healthy a4 h

Skyscanner Flight Sear...
Free

® Healthy @ skys

SendGrid

Freemium

eIDrise
L La%e
k . E

.
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Customer Service ~ Available 24/7 at (800) 927-7671  Join Zappos Rewards & Get Expedited Shipping + Earn Points on Every Order! i?ﬁ
e —

Zap.@ Q_ Search for shoes, clothes, etc. © MY CART

POWEREDbySERVICE®

Women Men Kids Departments Brands Sale Sign In / Register

Bravo, Boot Season!

Cheers to sublime textures
and bold hues.

SHOP NEW ARRIVALS
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Prime Membe - A
O

Save 20/° """ - =

on Diapers Subscnptlons = s § i

»Shop now ¢ )

ubscription




The Bundles subscriptions

Tumble dryer Dishwasher Coffee

—a

o)




02.04.19

Would vou rent Ikea furniture?
Subscription plans are coming

lkea is testing a new model in Switzerland: Renting out furniture rather than just selling it.
Think of it as Netflix for chairs.




echnology
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augmented
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McDonald's

 pedonefs

Speed of delivery




LOW EFFORT

LIKELY TO CONTINUE
BEING A CUSTOMER

HIGH EFFORT
4%
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Emotion






The C W

expects exireme

The most The most The most On-demand

Trustworthy Personal Ultimate Services and
Relationship Experiences Simplicity Products

Transparency  Personalization Convenience Speed



Revenue Increases From A Moderate Improvement in
Customer Experience
Additional revenues over 3 years for a typical company
with $1 billion in annual revenues ($ million)
B Retain Sales BAdditional Sales OWord of Mouth BNew Products BForgiven Mistakes
TOTAL
Software companies |G | [ B 51,011
Computer makers | NG [ [ N $927
Fastfood chains [ NG | [ $909
Rental cars & transport | NG [ [ $874
Wireless carriers [ | | $847
TVs & appliances | NG I [ W $844
Supemarkets | NEGN [ N $836
Banks [N [ Tl $816
Parcel delivery |GGG | [N $816
Hotels & rooms |G | [ $814
Credit cardissuers [ NG [ [ $809
Airlines NG [ [ 1 $794
Streaming media services [N | B $777
Retailers |G | N | $774
Auto dealers |G | [ $761
Investment firms [N [ ' $668
TV/intemet service [N I [ $633
Insurance carriers [ ENENEGN | B $616
Healthplans NN | [ W $491
utiites | NG T0 $476
Average |G [ I $775 Source: Temkin Group




3 LEVEL

OF INNOVATION

_NEXT _~
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BEYOND



THE CUSTOMER
SHOULD BE IN ALL

BEYOND



Sam Walton, Founder WALMART

‘ ‘ There Is only one boss.
The customer.
And he can fire everybody In
the company from the
chairman on down,
simply by spending his money
somewhere else! ’ ,
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Man WITH
machine
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Starts with
CULTURE

Atlitudes
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JAIEEE W[ Behaviours & Decisions




“Culture is what “Culture eats strategy
people do when no for breakfast.”
one is IOOking." Peter Drucker

Herb Kelleher, Southwest Airlines
(A s The waq
A Think | At and
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“Culture is the
character of an
organization.”

\ﬁ Ethan Bernstein, Harvard Business School Tony Shieh, Zappos

“Culture is the glue that either
keeps us doing things well or
keeps us doing things poorly.”



CULTURE

EX

CX



BLENDING!

cex



Culture building is
HR responsibility

Culture myths

o

It's all about Culture grows
parties & perks organically

Culture can be
imposed
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Core values

Employee AND
Customer engagement



value alignment




Lead CULTURE

Culture does
not just happen




Lead CULTURE = communication

7 ot i

Speaking Listening Doing
Ongoing Connected WALK (29%)+

Accessible the
Relevant TALK (83%)-



Culture needs to be
organization-wide
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“If you want your
company to operate with
wisdom, with care, then
women are the best”

Jack Ma



THISISAN
AD FOR MEN """

Hire more women in leadership roles. We're all worth it. >

Revenve
with female
leaders

B o e e e e e e e e e e e

Quota of women 0% 10% 20% 30%

LOREAL

PARIS
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POOR
results

value-aligned behaviour

actions don’t align
with values

PROMOTE

GOOD
results



Design YOUR
organization




TRADITIONAL HIERARCHIES RESPONSIVE NETWORKS

information moves slowly information travels fast
siloed teams global talent pool
command and control learn and adapt




Connect your
network with the
networks out there



IMPROVE @
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Physical Workplace Tools & Technology Leadership &

Communication
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Best Places to Work: 11.5x |

World's Most Innovative Companies: 28x T

In-Demand Employers: 4.4x 1

4 fimes the average profit

25% smaller (higher level of
productivity/innovation)
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Twice the average revenue

v=| “EXPERIENTAL
=] ORGANIZATIONS”:

CREE WY
™

Source: Jacob Morgan =



MARRIAGE

CXjs @

Experience impacts

engagement



Employee
Engagement

Employee
Experience

Customer
Engagement

Customer
Experience



.,
& i b
X . i
il
Il
! L
).
3 R :
____ Ej _____ .., . e e
F
@& 1 W =
..______
I : ,

e —— —



“You must
unlearn what you
have learned”







Have the guis to
get rid of your
old mental models




“The electric light did not
come from the continuous
improvement of candles”

Oren Harari



STRATEGIC SHIFTS




p

“It's not an experiment
If you know it's going
to work”



overcome
the fear of failure




| haven't failled.
've Just found

10,000 ways that
won't work. 1,

Thomas Edison



new trajectory
for growth ~

decline

startup

_ -

Tl me - Mark Leslie, Stanford Graduate School for Business






Think in opportunities

Never think in
boundaries or limits
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It's all
about the




I've learned that

People will forget what you
said

People will forget what you
did

but people will never forget how

you made them feeb

\Eig Maya Angelou




THANK YOU

S

Nancy Rademaker
Internatlonal Keynote Speaker




would love to have your
feedback!

International Keynote Speaker




