
How do you

In a digital world?





CUSTOMER CENTRICITY 
is on the top of companies priorities

STRONG FOCUSED COMPETITORS 
satisfy the needs of increasingly 
complex customers, challenging 
others to maintain relevance or fail

RETAILERS MUST BECOME 
TRULY CUSTOMER-CENTRIC
in both strategy and execution 

by embedding a strong customer 
dimension within current practices



20TH CENTURY
HOMOGENOUS CUSTOMERS

21ST CENTURY
FRAGMENTED CUSTOMERS

Customer Segments
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EXTREME
SHIFTS IN:

Age

Wealth

Ethnicity/
Culture

Lifestage
patterns 

Household 
composition

Value systems

Customer Markets are 
MORE COMPLEX THAN EVER



CUSTOMERS ARE SEEKING GREATER CONTROL 
over their data and what they allow 

businesses to know about them

5

Blocking Out, 
Shutting Down
Ignoring irrelevant, 
low value messages
Actively blocking 
unsolicited communications 

Taking 
Charge
Emphasizing privacy and 
asserting control over 
use of personal data

Companies will be continually challenged to devise 
ever-more innovative ways of gaining customers’ 
attention and forging lasting relationships with them.



Think of your company not as a 
group of products or services or 

functions or territories, but as 
a portfolio of customers.

– Larry Selden and Geoffrey Colvin  
Angel Customers and Demon Customers



EMPOWERING THE CUSTOMER 
is the last step to establish 
sustained leadership

SOURCES OF COMPETITIVE ADVANTAGE 
are eroding faster than ever

Sustained growth requires companies to 
INNOVATE CONTINUOUSLY AND FASTER 
than the competition

CONVENIENCE

REPLENISHMENT DISCOVERY

SELF-EXPRESSIONSOLUTIONS



CUSTOMERS ARE BECOMING MUCH MORE COMPLEX 
challenging companies to respond to their needs, faster.

SURVIVAL
SOCIAL

ESTEEM

VALUE =

Price  + Quality  + Product Benefits  +

Convenience  + Service  + Entertainment 

+ Ethics  + Security + Politics + ??? 

Value System

Product/Need Category

CONVENIENCE

DISCOVERY

REPLENISHMENT

SELF-EXPRESSION

SOLUTIONS

Shopping 
Occasion



THE 3 NEW REALITIES

Higher 
Expectations

Enabled 
Consumer

Diversity



Out of 
alignment with 

present day 
consumer 

expectations



EXCEEDING 
EXPECTATIONS
is a moving target



We have an
EXECUTION PROBLEM



More 
Effective

Use Simple bots 
and routing

More 
Efficient

Messaging saves 
10-20% versus 

what is done today

TransactionalPremium



Customer
SEGMENT OF 1



How do we get the

back into digital?
HUMAN



Establish a 
Digital Dialogue Shipped today at 3pm!

Oh no! Let me look 
into that for you…

Your claim got 
accepted! 💵

Awesome, thanks! 👍
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.
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. I got charged twice! 🤬

August 19, 10:03 am

Any update on the 
gear I ordered? $

August 16, 5:10 pm

ABC Insurance

ABC Retail



DATA is NOT the answer



is available to serve the time-starved, 
always-on, connected consumer of today

24/7 Technology 



2 SOLUTIONS 
to execute S&D consistently

TechnologyEmpower the 
Consumer



Architecture of 
S & D

Enable 
me

Exceed my
expectations 

Know 
me

Teach 
me

Acknowledge 
me



MESSAGING
is the language of 

brand engagement 
of the future



+1 XXX-XXX-XXXX

+1 XXX-XXX-XXXX

+1 XXX-XXX-XXXX

+1 XXX-XXX-XXXX



We are


