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A QUEST FOR PURPOSE IN A DIGITAL WORLD
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Retail customer satisfaction in the UK

From 78% in 2013...

... t0 33% in 2014
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Customer experience DOES matter

49%

of execs believe
customers wil
switch brands

due to poor CX1

But ...

89%

of customers say
they have switched
because of poor
Cx2



Multicanal

Security Trust Reliability
Efficiency Competitiveness Operational excellence
Speed

P tivit Seamless, simple processes
roactivi
Y rlexibiliey Customized offerings

Collaborative experience :
Intimacy

Empowerment

|nspiration Identiﬁcation Purpose
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Purpose driven

Daniel H. Pink

4 Whole New Mind

47 %

Purpose of business is
to “improve society/

S ORET s T #2: “Meaning is the new money”
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New management practices

Increased openness

z Ecosystems



AM HERE TO
#INNOVATE

Total Gas, Renewables and Power Innovathon - April 27t 2017
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