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Macro trends

Internet Emerging o ‘Security &
Of Things Competitors . Privacy




Customers
in control

Massive
generation
of data

Expectations
are higher

Proliferation of
channels & devices

Trust is
the currency

Battle
for skills




New ecosystem

SENSE RESPOND

LISTEN INTERPRET DETERMINE ENGAGE

Detecting significant moments Understanding what makes Choosing the best pathway Personalising conversations
in our customer’s world our customers different and what to meet our customer’s needs to communicate their way
matters to them



New data

SAP” Deutschland 1:0Q Italien
56:04

Philipp Lahm ~ ;efansivu
Spielzeit 56:04 w
Tore 0 36

Chancen 5 Gegner im Deckungsschatten




u

A1

i

OO ND WIS
i
]

T

EH.EIGE

elt learning

A ‘ Saew Chia

Browse

CWERVIEW TR LISTS GENRES & MOODS MEW RELEASES MEWS LESLOYER

Good Moming, Monday! £ B

Remdy fou the Day Feelin Good Om Wheels To Work

Thirk B, uigileial pliasda Fiipaied {p0uin] vt Tl

Tyt Tl " o,

¥ it

T :"' ~4
Foster The
G ouoes ()

S [l P m
OVERVIEW  RILATED ARTISTS  WAGRAPHY
s 4r
=
FOPULAR ELLATED ARTISTS I \
M -,H"_’.- ]
+ Pl o S0 CITTER, e
= = oA W
I 4 Feets Bem T
ﬂ‘f' Then Ky A
P Heslel IEHHLIME =
B LATED MLIHE
Mark Foanr
A b ) e Bkl 6 Tl W TN . [
Bt Friend
@ & e Priend ey f B st ' 8 o
H *= Foster The Pecple
W O - i
-
- 7 . ¥ S 8H BE POl
ALBUNE (2m e
= e
L
Ewnrm POFALAR -
j  Pumped up Kicks

[ b i iy T B el e
[T RNy Ty

all gy et poin v vt iy Rireid Sl
ke Bl e

=N W




Continually sensing
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£ Settings Qantas

ALLOW QANTAS TO ACCESS

Location Always on
Notifications
Background App Refresh

Use Cellular Data




New opportunities

SENSING DATA







Improving outcomes

TESCO
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CGARE, CONNECT, CAMPAIGN.
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Web  Mobile

2-3 Traditional
Channels

Connectivity to value

Contact Centre

Smart Phone

Social

Tablet

10+ Channels
2-3 Core Digital Devices

Proximity Devices

Virtual Reality

Homes

Sensors

Wearables

Social

Cars

Social

20+ Channels
50+ Digital Devices
100S Of Connected Devices



Deloitte.
Digital



	Slide Number 1
	Disney
	Estonia
	Government
	Nike
	Macro trends
	Implications
	New ecosystem
	New data
	Self learning
	Continually sensing
	Continually sensing
	New opportunities
	Optimised decisioning
	Slide Number 15
	Connectivity to value
	Slide Number 17

