RECOMMENDATIONS FOR ENTERPRISES
RECOMMENDATION #1: Focus on the Customer
Effective digital transformations start with a clear understanding of your customer. We live in the Age of the Customer, so any
digital transformation should start with customer empathy.
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Knowing your customer leads to demonstrated improvements in performance, according to Forrester Research:

Companies with high CXi scores outperform their peers
100%

Forrester’s Customer Experience Index mapped to S&P stock performance over last 7 years

80%

78%

60%
40%
20%

51%

Leaders outperformed
the market by 27% and
laggards by 81%

Overall S&P
performance

Customer experience
index leaders

0%
-20%

-3%
Customer experience
index laggards

Source: Forrester Research, Watermark Consulting
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Beyond

RECOMMENDATION #1: Focus on the Customer (cont.)
The following approaches are critical in your focus on the customer:
• Place the customer at the center of your strategy
• Identify and internalize the customer journey
• Data is important, collect it to get to know your customer
• Personalization comes from knowing your customers
• Design thinking can be used to better meet customer needs/demands

YOU HAVE TO REDEFINE
THE CUSTOMER JOURNEY IN
THE DIGITAL AGE. WE HAVE
TO DESIGN THE DIGITAL
CUSTOMER JOURNEY MUCH
EARLIER IN THE PROCESS.
– TIM GUDE, VOLKSWAGEN AG

• Social is important for monitoring change

RECOMMENDATION #2:
Focus on Software and Software Thinking

RECOMMENDATION #4:
Continuously Innovate New Business Models
and Manage Multiple Business Models at the
Same Time

The economics are in your favor if you develop software
solutions and apply software thinking to your business
challenges.

Business leaders must continually innovate new business models to
stay ahead. Competitors will emerge with new business models on
an increasing basis, and wise leaders will innovate to stay ahead.
When in doubt, apply Agile to your business, not just software.

• Leverage Open Source Tech/Code
• Design for experience
• Repeat, repeat, repeat

Additionally, because multiple opportunities exist to monetize
components or the entirety of your business, you are now able
to manage multiple business models at the same time. Never
stop creating and evolving your business models!

RECOMMENDATION #3:
Design Around Experience
Focus on customer experiences, not physical products.
Designing for customer experience will build durable
relationships and free your business from constraints
anchored to product-centric thinking.

EVERYTHING IN YOUR ORGANIZATION
NEEDS TO BE AGILE.
– ROLAND PAANAKKER, LEVI STRAUSS & CO.
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RECOMMENDATION #5:
Develop a Platform/Ecosystem Strategy

WE HAVE TO REACT FASTER ON CHANGES
IN DESIGNS. TAKING FEEDBACK FROM
MARKETS AND BE FASTER WITH NEW
PRODUCTS ENTERING THE MARKET.

When developing digital strategies and innovating on your business
model, consider a platform strategy. Identifying solutions that not only
support your business, but enable the businesses of others will pay off
in much larger ways. Ask yourself, can you provide other businesses
with a solution? If yes, consider creating a platform business.

– MAX BRAUN, SWAROVSKI

RECOMMENDATION #6:
Consider Strategic Partners
You are not alone on an island. Your business already exists within
an ecosystem connected to a network of customers, partners and
other related businesses. Partnerships are a great way to deepen your
customer relationships within that ecosystem.

RECOMMENDATION #7:
Build Out Data and Analytics Capabilities

MATCHING ALL THE DATA IS
STILL VERY COMPLICATED.

Data is a significant component of digital business models and
can provide strategic advantages as well as be its own business.
Key questions to ask yourself when thinking about how data
can support your digital business transformation include:

– CARLY ROSENBERG T’05, BLUEFLY

• What does your company know about its customers?
• What gaps exist in your data operations?
• What other sources of data can you tap into?
• Do you have the talent needed to collect, analyze and 		
operationalize data?
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RECOMMENDATION #8:
Embrace Emerging Technologies

THE TECHNOLOGY IS MUCH EASIER, IT’S
CULTURAL THAT’S HARD. YOU HAVE TO
CREATE AN OPERATING MODEL THAT
CLEARS THE BLOCKAGES.

Emerging technologies will impact your business and
change customer behavior. Wise executives review emerging
technologies and consider future applications and business
models aligned to those technologies and the changes in
customer behavior they will cause.

– DONNA VINCI, BANK OF QUEENSLAND

The World Economic Forum survey results outline when
emerging technologies should be mainstream, which can help
executives plan for their inclusion in business models:
2018
• Storage
for All

2021
• Robot and
Services

2022

2023

2024

• The Internet
• Implantable
• Ubiquitous
of and for
Technologies
Computing
Things
• Big Data for
• 3D Printing
Decisions
and Human
• Wearable
Health
Internet
• Vision as the
New Interface
• The Connected
• 3D
Home
Printing and 			
• Our Digital
Manufacturing
Presence
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2025
• 3D Printing
and Consumer
Products
• Al and
White-Collar
Jobs
• The Sharing
Economy

2026
• Driverless
Cars
• Al and
DecisionMaking
• Smart Cities

2027
• Bitcoin
and the
Blockchain

RECOMMENDATION #9:
Organize for Success
A critical component of operationalizing your digital strategies
is the human capital required to execute those strategies.
Identifying talent requirements and organizational design
limitations is a key to success. Several considerations for
organizing for success:

• Consider creating a separate business unit to design, build
and manage new business models/units
• Unburden teams from your company’s legacy
• Allow employees and teams to operate more independently
• Avoid cannibalizing existing profits with new ventures and
business units
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