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The X Factor of
Customer Centricity

Survival in the New Normal






The Clash
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Digital is
a novelty
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e Digital is

a norm
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Digital is
a novelty



Digital is
a norm

Digital is
a novelty
S:



1980

Internet

1990

Mobile

Cloud

2005 2007
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2018

of execuvutives predict

significant industry
disruption in the next 3
years



2019

of execuhves predict
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on in the next 3
years



SIGNIFICANT INDUSTRY

DISRUPTION

COMPETITION EXPECTATIONS
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Improve the NOW Create the NEXT Imagine the BEYOND




Technology
has changed
companies
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"N DIGITAL AROUND THE WORLD IN 2019

THE ESSENTIAL HEADLINE DATA YOU NEED TO UNDERSTAND GLOBAL MOBILE, INTERNET, AND SOCIAL MEDIA USE
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N DIGITAL AROUND THE WORLD IN 2019
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Changing fimes

THEN

NOW

Uep® &




Changing fimes

3 biggest fears of
our generation
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ACHTUNG!'!
SMOMBIE !










" ndividualistic



Customers are the center of
their very own universe




We put ourselves in the
center of the picture
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Welcome to Amazon Goandthe .+ r -
world’s most advanced shopping ’
technology. No lines, no checkout—
just grab and go!




Do not steal time




" ntuitive
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E NEW YORK TIMES BESTSEL

THINKING,

FAST .. SLOW

DANITE L
KAHNEMAN

WINNER OF THE NOBEL PRIZE IN ECONOMICS




WE CAN MAKE OR

TN A DELTA

DONT'T EXPECT LUGGAGE TO ARRIVE

It’s probably broken

)y

/)/ZZ“

We have a salad bar for some reason



nfluenced




MOBILE SOCIAL MEDIA USERS OVER TIME

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

N2



DO NOT BELIEVE
COMPANIES
TELL THE TRUTH

IN ADS




Trust peer
recommendations




Traditional
mass media
campaigns
are losing
impact
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“The rate of change is not going fo slow

down anytime soon” Vo N

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
Agility
1S

CRUCIAL




Strateqgy becomes

Fluid



WHAT CAN WE LEARN FROM

DISRUPTORS?

&

airbnb

Uber

lyRt NETFLIX T

& srotify COUrsera



DON'T START WITH THE
PRODUCIT.

START WITH THE

Customer



‘ ‘ We're not competitor obsessed, we're
customer obsessed. We start with the

customer and we work backwards. ’ ’

\@ - Jeff Bezos, CEO Amazon



THE BATILE FOR THE
CUSTOMER

< X COMES FIRST.




EXPERIENCE

a customer’s PERCEPTION of
his inferaction with any part
of an organization, relative to

his expectations.

Influences BEHAVIOUR
Builds MEMORIES
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__Launches — ;
Press Kifs Public Relations

~ Websites
~ AdS

$92IN0SDY

Source: Denis Lee Yohn
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Design @ with the
Cuwstomer

IN MiNd




@of the CX
Involves EMOTIONS







Take a look at
ALL of the
customer behaviour
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Big data Al
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1980

Internet

1990

Mobile

Cloud

2005 2007

Al & loT

2015



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

- Devin Wenig, CEO eBay



Source: Gartner 2018 CIO
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Data is at the heart of the matier
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"Companies will be valued not just on
their big data, but on the algorithms
that turn that data into actions and
Impact customers.”

- Peter Sondergaard

SVP, Research, Gartner




Algorithms already influence

R b O | i

Who we talk What we Where we What we Who we vote
And listen to Listen to Watch For
n @Spotlfy NETFLIX ...

Analytica



Algorithms already influence

W\

)]

S :

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

tindeﬁ amazon.com 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 - 4567

N ;QOOD ADVIOE 200 )

Customer
Service
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Belt will fail
in 10 days
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PARTLY CLOUDY

PLEASANT VIEW. ur

n 20, 2017 saturday - Jan 21, 2017

Sales Labor Hours Safes Labor Hours

Temperature
affecting sales



Even more
NelleN

Happier
Customers

More data

Smarter
Algorithms
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Smarter
Products & Services
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Even more
Sales

Happier
Customers

More data

Smarter
Algorithms

\
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Smarter
Products & Services



“Al's Virtuous Cycle”

More data

-y,

Even more y Smarter
; :
Sales i v Algorithms
l \
| 1
\ I
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\\ /
Happier Smarter
Customers Seme o e Products & Services



Monetlize
the data
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As little as 1% of industrial
data is being used today

Source: mckinsey & company
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Insights are buried in
silos of data

Quality Score

9.38

¢ -0.1%




WTF?

What's the Future?
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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




ALEXA SKILL MILESTONES
Updated March 2018

3/22/18 : l 30,006

12/15/17 25,018

9/3/17

7/2/17

3/2117

News

1716 | iHeart
0 5000 10000 15000 20000 25000 30000 Y -

Source: Voicebot.al § voicebot.ai @

Opportunity
knocks!

N3
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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

S



augmented reality







opportunities
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THE 5I'S FOR GOOD CX

NFORMED NDIVIDUALISTIC MPATIENT NTUITIVE NFLUENCED
| | | | |
I [ I I I
| | | | |
\/ v \/ v \/
TRANSPARENCY PERSONALISATION CONVENIENCE EVOKE THE RIGHT INSTAGRAMMABLE
& SPEED EMOTION MOMENTS

S



INFORMED INDIVIDUALISTIC IMPATIENT INTUITIVE INFLUENCED

| | | | |
PERSONALISATION  CONVENIENCE EVOKE THE INSTAGRAMMABLE
& SPEED RIGHT EMOTION MOMENTS

TRANSPARENCY




Security
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INFORMED

I
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Security
Privacy

_

Dad says
you're

spying us
online
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Security
Privacy
Pricing




THE 5I'S FOR GOOD CX

“NFORMED "NDIVIDUALISTIC “MPATIENT "NTUITIVE " NFLUENCED
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TRANSPARENCY PERSONALISATION CONVENIENCE EVOKE THE RIGHT INSTAGRAMMABLE
& SPEED EMOTION MOMENTS
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INFORMED INDIVIDUALISTIC IMPATIENT INTUITIVE INFLUENCED

I I I I I
\/ \ \ \ \

TRANSPARENCY CONVENIENCE EVOKE THE INSTAGRAMMARBLE

& SPEED RIGHT EMOTION MOMENTS
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FROM THE MASS TO

IN business
N sales

THE INDIVIDUAL
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women shopping -
men shopping
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Personalized shoes
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Personalized food

I"SC VEGGIES
64%
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Precision
medicine

S
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CONVENIENCE
BINAAEN

Loyadly
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rictionless




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

ccessible
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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.

ubscription
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LOW EFFORT

LIKELY TO CONTINUE
BEING A CUSTOMER

HIGH EFFORT
4%
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Speed of delivery
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INFORMED INDIVIDUALISTIC IMPATIENT INTUITIVE INFLUENCED
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TRANSPARENCY PERSONALISATION CONVENIENCE INSTAGRAMMARBLE
& SPEED MOMENTS




| WE REPAIR
Appliance, | WHAT YOUR
LeogorTeomy) HUSBAND FIXED
407-670-5000 | |




Time

Money

Emotion
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things
people

want



INFLUENCED

I
\4

I

[

Il

o
O
O
-
-
S
mue
O
» O
o

2

"

Create



Gy
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Create
Instagrammable
Experiences
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Coolblue
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L
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Making it
eqasy to review

S




create advocates
through good




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 ®Additional Sales OWord of Mouth B New Products BForgiven Mistakes
TOTAL
Software companies | NG [ | B 31,011
Computer makers | NG | [ B $927
Fastfood chains [ NG | [ $909
Rental cars & transport [ NN [ [ $874
Wireless carriers || NNEGTGIGN | [ B $847
TVs & appliances NG I | $844
Supemarkets |G | | $836
Banks [N [ Tl $816
Parcel delivery | IEGN | [N $816
Hotels & rooms |G | [T $814
Credit cardissuers || EGN [ | $809
Airlines |G [ [ 1 $794
Streaming media services [N | | $777
Retailers | NG | N $774
Auto dealers |G | [ $761
Investment fims [ N [ [ | $668
TV/intemet service [N I [ $633
Insurance carriers || NN | B | $616
Healthplans [T [H $491
utiites | NNEIEGEGC T8 $476
Average |G [ | $775 Source: Temkin Group




“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!”

- Sam Walton, Founder WALMART
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Man WITH
machine







90%




66% NoT engaged or
actively DISENGAGED

\ﬁ‘ Source: “State of the Global Workplace” - Gallup



Starts with
CULTURE

Atitudes
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JAIEEE [l Behaviours & Decisions
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“Culture is what “Culiure eats strategy
people do when no for breakfast.”
one is looking.” Pefer Drucker

Herb Kelleher, Southwest Airlines 5
(e 1s fhe wa
P hink | Aot, nd
o4 ny

“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

1t’s all about Culture grows
parties & perks organically

Culture can be
imposed



Passion & Purpose




Core values

Employee AND
Customer engagement



Lead CULTURE

Culture does
not just happen



Lead CULTURE = communication

7 i i

Speaking Listening Doing
Ongoing Connected WALK (29%)-

Accessible the
Relevant TALK (83%)-



Design YOUR
organization




TRADITIONAL HIERARCHIES RESPONSIVE NETWORKS

information moves slowly information travels fast
siloed teams global talent pool
command and conirol coach and learn




IMPROVE @
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Physical Workplace Tools & Technology Leadership &

Communication






Best Places to Work: 11.5x 1

v=| In-Demand Employers: 4.4x 1
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Twice the average revenue

4 times the average profit o

25% smaller (higher level of
productivity/innovation)

S
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Source: Jacob Morgan &%



Employee
Engagement

Employee
Experience

Customer
Engagement

Customer
Experience



- ~
P 5SS
P ~
”~ RN
y N\
p \
/ \
Y, \
/ \
Y} \

/ \

/ \
) \
) \
I \
I 1
I |
i |
1 ]
1 ]
\ 1
1 1

1 /)

\ V4
1 /
\ /
N V4
\ /

. NEXT .~
~ 7
o PR
\~ ,’

BEYOND



THE CUSTOMER

& THE EMPLOYEE
SHOULD BE IN ALL

NOW
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BEYOND



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 feez/

‘fp Maya Angelou




THANK YOU

S

Nancy Rademaker
Internatlonal Keynote Speaker




Rate This Session In The App

i—0
1. Tap on Agenda icon @

2. Tap on the session you want to rate

Opening Remarks

1:15PM - 1:25PM, Sun Mar 3

3. Rate sessionon scaleof 1 -7
(7 being highest!)

Welcome to Las Vegas, hear about the channels
changing trends and opportunities.

4. Write a comment (if you want)

h O o8
Home My Event Agenda Participants More

5. Hit Submit!

#NGC19




