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10 facts about adapting to the digital world

Today’s Topics

Latest technology



The way you do business 

needs to change

Fact 1:

Digital 

customers 

are different

Who are they?



Generation C



Generation Z



Fact 2:

Biggest barriers to 

change are internal

Are you holding your 

organisation back?

Are there sceptics that need 

to be brought on-board?

We are talking about digital transformation



Digital Transformation



Fact 3:

The IT crowd 

are your new 

best friends

Find ways to collaborate and 

make decisions together



The IT Crowd



Fact 4:

You need to understand where 

your customer is coming from

Map your customer  journey

Understand the touch-points 

across multiple devices



Customer Journey Maps



Customer Journey Maps



Fact 5:

Digital 

customers 

are for life

Not just a campaign



The Circle of Life



The Circle of Customer Life



Fact 6:

You need 

to think 

digital 

first

Redesign processes and structure

Think video



Think Video



Fact 7:

Digital is 

Omni-channel

Not multi-channel



Multi-channel vs 

Omni-channel



Fact 8:

The Digital 

Cornerstones

Digital Asset Management

Customer Relationship Management

Analytics



Digital Asset Management



CRM questions

What identifies the persona of our customers?

What is different about their customer journey?

What touchpoints do they use and when?

What are their expectations?

How are they influenced and by whom?



Analytics

It’s the small details that count



Sherlock Holmes



Fact 9:

You must involve customers 

at every stage

Speak to your customers

Invite them in for workshops

Talk about your products and processes



Fact 10:

It’s not easy



Dominoes World Record



Latest technology

2015 predictions

Growth in pervasive connectivity

The Internet of things

Analytics brings context & personalisation

Autonomous machines

Wearables become accepted

Cloud computing continues to roll out



Latest technology

Wearables

Autonomous machines



Watches Apple Watch



Alternative Video



Google Glass



Google Glass



Autonomous 

Technology

Cars – Self Parking and Driving

Robots



Driverless Cars



Robots



Asimo



Google Robots



SmartSeats
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Thanks for listening


