Nancy Rademaker
Internatlonal Keynote Speaker

S




Extreme Customer Centricity

Survival in the New Normal
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Digital is
a norm

Digital is
a novelty



Software

IS eating the
world.
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SIGNIFICANT INDUSTRY

DISRUPTION

COMPETITION EXPECTATIONS
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Improve the NOW Create the NEXT Imagine the BEYOND




Technology
has changed
companies




Technology

has changed
humans
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Connectivity to the next billion









Changing times

THEN NOW
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Changing times

3 biggest fears
of our generaion







A single room
with a single
book






Customers are the center of
their very own universe




We put ourselves in the
center of the picture



























Do not steal time




nfluenced







DO NOT BELIEVE
COMPANIES

TELL THE TRUTH
IN ADS




Trust peer
recommendations
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We are the
“MURMURATION"”




OLATILE

NCERTAIN






“The rate of change is not going to slow

down anytime soon”
John Kotter

“The only constant is change.

And the rate of change is increasing”
Peter Diamandis

“We live in an age where the

rate of change is colossal”
Salman Rushdie



In the new normal

IS
CRUCIAL



Strategy becomes



WHAT CAN WE LEARN FROM

DISRUPTORS?
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DON'T START WITH THE
PRODUCT.

START WITH THE



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 to

\





















Cut out the
middle man




Revenue

STARTUP LIFECYCLE

Search for Repeata
& Profitable Gy6
Incumbent’s

iInnovation time

Search f&OQ&ict/Market Fit I | | ‘ | [

Time






THE BATTLE FOR THE
CUSTOMER




a customer’s PERCEPTION of
his interaction with any part

of an organization

Influences BEHAVIOUR
Builds MEMORIES

EXPERIENCE



Interactions = Touchpoints

Perception = Reality






Design @with the

IN Mind






@of the CX
INvolves EMOTIONS






—

Take a look at

ALL of the

customer behaviour









Big data

Al
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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

S T 9 - i

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




Algorithms already influence
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Who we date What we read Where we eat How much we pay

Google Booking.com



Analytics vs. Algorithms



Analytics vs. Algorithms

s~ Algorithms bring
@ PREDICTIONS

Level of Intelligence

0=, Analytics bring
INSIGHTS

Past Present Future



P_roges§ Forecasting Custqmer
optimization Service

Diagnostics Sales
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More data
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“Al's Virtuous Cycle”

More data
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As little as 1% of industrial
data Is being used today

Source: mckinsey & company




WISI%?Future’?



IPhone of the
next decade







50% voice Voice 1
by 2020









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



Opportunity

knocks!




Machine Learning




Generative Design



BCI






virtual reality




augmented reality







huge
opportunities
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The

expects extreme

Transparency J Personalization ] Convenience Speed



















IN business

IN sales

INn health

IN hospitality

IN manufacturing
In education...




Personalized Shoes



Personalized FOO




Precision Medicine




Programmable Wood



THE VALUE OF
PERSONALIZATION

Relevance x Timeliness x Integrity

Personal Information x Effort



CONVENIENCE
IS THE NEW

Loyadly



(Prictionless

(2 ccessible
' &Y ubscription

' @) echnology

Convenience
augmented
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ubscription



ubscription



echnology



+ZERQ CLICKS*

' ’echnology
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Convenience
augmented



Speed of delivery




LOW EFFORT

LIKELY TO CONTINUE
BEING A CUSTOMER

HIGH EFFORT

47









Value

Time Money Emotion



The

expects extreme

The most The most The most On-demand

Trustworthy Personal Ultimate Services and
Relationship Experiences Simplicity Products

Transparency Personalization Convenience Speed



Source: Temkin Group
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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! ’ ,



Is everything

going to digitize?







Man WITH

machine







It's all
about the

@/




I've learned that

People will forget what you

People will forget what you

but people will never forget how

you made them

Maya Angelou



THANK YOU
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Would love to have
your feedback!
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