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SIGNIFICANT INDUSTRY

DISRUPTION

NEW
TECHNOLOGIES COMPETITION

NEW
EXPECTATIONS

HIGHER



Massive splits



NEXT

NOW

BEYOND

3 LEVELS 
OF INNOVATION



Create the NEXTImprove the NOW Imagine the BEYOND



Technology 

has changed 

companies



Technology 

has changed

humans
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Changing times

THEN NOW



Changing times

3 biggest fears of 
our generation







Overloaded



ndividualistic



Customers are the center of 

their very own universe



We put ourselves in the

center of the picture
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Do not steal time



ntuitive









WE CAN MAKE OR 

BREAK A BRAND 
D O N T ’ T  E X P E C T  L U G G AG E  T O  A R R I V E
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DO NOT BELIEVE 
COMPANIES

TELL THE TRUTH 
IN ADS

75%



Trust peer 
recommendations

78%



Traditional 

mass media 

campaigns 
are losing

impact
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“The rate of change is not going to slow 
down anytime soon” 

John Kotter

Peter Diamandis

“The only constant is change. 

And the rate of change is increasing”

Salman Rushdie

“We live in an age where the

rate of change is colossal”



In the new normal

is 

CRUCIAL



Strategy becomes



WHAT CAN WE LEARN FROM

DISRUPTORS? 



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. 

- Jeff Bezos, CEO Amazon



THE BATTLE FOR THE 

CUSTOMER

CX COMES FIRST.



EXPERIENCE
a customer’s PERCEPTION of 

his interaction with any part 

of an organization, relative to 

his expectations.

Influences BEHAVIOUR

Builds MEMORIES



Source: Denis Lee Yohn



Design  CX with the

in mind



50% of the CX
involves EMOTIONS



”No””Yes”



Take a look at 

ALL of the

customer behaviour











Big data AI
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“
“

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

- Devin Wenig, CEO eBay



Source: Gartner 2018 CIO Survey



Data is at the heart of the matter



“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



Who we talk 

And listen to
Where we

Drive

Who we vote

For

What we

Listen to

What we

Watch

Algorithms already influence



Algorithms already influence

Who we date Where we eatWhat we read How much we pay



Analytics vs. Algorithms
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Analytics vs. Algorithms

Analytics bring

INSIGHTS

Algorithms bring

PREDICTIONS



Process

optimization

Sales

Forecasting

Diagnostics

Customer 

Service



Machines don’t have to break.



Temperature
affecting sales
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More data 

Smarter

Algorithms

Smarter

Products & Services

Happier

Customers

Even more 

Sales

“AI’s Virtuous Cycle”



Monetize

the data



As little as 1% of industrial 

data is being used today
Source: mckinsey & company



Insights are buried in 

silos of data



WTF?
What’s the Future?



iPhone of the 

next decade





Web

Mobile

Voice

10

3

150% VOICE

by 2020





A shift of trust



Opportunity 

knocks!



BCI





Virtual reality



augmented reality





huge
opportunities
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THE 5I’S FOR GOOD CX
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INFORMED INDIVIDUALISTIC IMPATIENT INTUITIVE

TRANSPARENCY PERSONALISATION CONVENIENCE 

& SPEED

EVOKE THE

RIGHT EMOTION

INFLUENCED

INSTAGRAMMABLE 

MOMENTS

TRANSPARENCY
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Security

Privacy

INFORMED

TRANSPARENCY



Security
Privacy

Pricing

INFORMED

TRANSPARENCY
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PERSONALISATION

INFORMED INDIVIDUALISTIC IMPATIENT INTUITIVE

TRANSPARENCY PERSONALISATION CONVENIENCE 

& SPEED

EVOKE THE

RIGHT EMOTION

INFLUENCED

INSTAGRAMMABLE 

MOMENTS



in business

in sales

in health

in hospitality

in manufacturing

in education…

FROM THE MASS TO 

THE INDIVIDUAL





Personalized shoes

INDIVIDUALISTIC

PERSONALISATION



Personalized food

INDIVIDUALISTIC

PERSONALISATION



Precision 

medicine

INDIVIDUALISTIC

PERSONALISATION
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NDIVIDUALISTIC

PERSONALISATION



CONVENIENCE
DRIVES

Loyalty
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Convenience 

augmented

rictionless

ccessible

echnology

ubscription



LOW EFFORT

HIGH EFFORT

LIKELY TO CONTINUE 
BEING A CUSTOMER



Speed of delivery
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Time Money Emotion

VALUE



THE 5I’S FOR GOOD CX

TRANSPARENCY CONVENIENCE 
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EVOKE THE RIGHT 
EMOTION

NFORMED MPATIENT NFLUENCEDNTUITIVE
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MOMENTS

NDIVIDUALISTIC

PERSONALISATION



make

things

people

want

make

people

want

things

INFORMED INDIVIDUALISTIC IMPATIENT INTUITIVE
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& SPEED

EVOKE THE
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INFLUENCED

INSTAGRAMMABLE

MOMENTS

Create 
Instagrammable 
Places



Create 
Instagrammable 
Experiences

INFLUENCED

INSTAGRAMMABLE

MOMENTS



Making it 

easy to review

INFLUENCED

INSTAGRAMMABLE

MOMENTS



create advocates

through good

CX



Source: Temkin Group

+21% YoY

CX
PAYS



“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



is everything

going to digitize?





Man WITH 

machine

AI IA





of businesses compete on CX

EXN T

90%



66% NOT engaged or 

actively DISENGAGED

Source: “State of the Global Workplace” - Gallup 



Starts withEX CULTURE

Attitudes   +   Actions

Beliefs &  Ideas Behaviours & Decisions







“Culture is what
people do when no 
one is looking.”

Herb Kelleher, Southwest Airlines

“Culture eats strategy
for breakfast.”

Peter Drucker

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

Ethan Bernstein, Harvard Business School 

“Culture is the

character of an

organization.”

Tony Shieh, Zappos



EX CX

CULTURE BRAND



CXEXCEX

BLENDING!



Culture myths

Culture grows 
organically

Culture can be 
imposed

Culture building is 
HR responsibility

It’s all about 
parties & perks



Passion & Purpose

WHY

Brand AND business



Core values

HOW

Employee AND

Customer engagement



Culture does 

not just happen

Lead CULTURE



Speaking Listening Doing

Ongoing

Accessible

Relevant

Connected WALK (29%)*

the

TALK (83%)*

*Source: Gartner

Lead CULTURE = communication



Design YOUR 

organization



information moves slowly

siloed teams 

command and control

information travels fast 

global talent pool

coach and learn

RESPONSIVE NETWORKSTRADITIONAL HIERARCHIES



IMPROVE EX

Physical Workplace Tools & Technology Leadership &

Communication



nabledE

mpoweredE

nergizedE

ngagedE



PAYS
EX

“EXPERIENTAL 
ORGANIZATIONS”:

Source: Jacob Morgan

Best Places to Work: 11.5x

World’s Most Innovative Companies: 28x

25% smaller (higher level of 
productivity/innovation)

4 times the average profit

Twice the average revenue

In-Demand Employers: 4.4x

↑

↑

↑



EX CX

Employee 

Experience

Customer 

Experience

Customer 

Engagement

Employee 

Engagement



NEXT

NOW

BEYOND



NEXT

NOW

BEYOND

THE CUSTOMER

& THE EMPLOYEE 
SHOULD BE IN ALL



It’s all

about the

WOW



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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Rate This Session In The App

1. Tap on Agenda icon

2. Tap on the session you want to rate

3. Rate session on scale of 1 – 7 

(7 being highest!) 

4. Write a comment (if you want) 

5. Hit Submit! 


