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Linked umwelt

Source of data: Umwelt
customisation is based on data

collected and stored in outside [ ]
linked spaces, be they smart or ' E i S n O n I S
digital '
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beyond a smart building's self
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Temporality of umwelt
customisation: immediate

Source of data: Umwelt
customisation is based on data
collected and stored during a irrespective of data storage

space user's previous interactions Fa~
9 . Shid Spatiality of umwelt
in the building

customisation: is limited to a ‘ ,
Temporality of umwelt smart building’s self-contained _a e rS O I I a O
customisation: over time smart spaces

depending on data storage

[ |
Spatiality of umwelt ,,
customisation: is limited to a e X e rI e | l Ce

smart building’s self-contained
Depending on data from immediate umwelt:

duration, breadth, and depth of storage _ J a kO b VO n U eXkU I I

-
©
=
£
o
o
o
©
c
"
£
-
°
m
@
e
S8
c
°
b=
E
5
©
o
E
£
£
=
@
3
E
5
E
o
2
&
m
8
L}
©
c
©
oo
£
5
c
2
a
L
Q

spaces










1.Perception: What does the customer
notice first?

2.Interpretation: How do they assign
meaning?

3.Action: What do they do next?

4.Feedback: How does the system
respond?




Your Customer's
Experience is Determined
by THEIR View from Their

Umwelt — or Subjective
Reality




This is Water - David Foster Wallace




GETTING YOUR
ORGANIZATION-CX//EX READY

o



ASK “WHAT
IF?”

1

The most interesting
Situations can usually be
expressed as a What-if
question.

- Stephen King , ,




STEPHEN KING
Cujo’s Day atthe .~ -

~“Doggy Park

¥ 4@ 7
T

STEPHEN KING
My Vacation Friend

= |

| Do Not Mean Absurd
What If Questions Like,

“What if Stephen King
Wrote Children’s
Books?”

Not Unanswered...
Unasked




IF WE CAN
UNDERSTAND THE
CUSTOMER REALTIES
AND EXPECTATIONS

BETTER ]
HOW MIGHT WE?




HOW MIGHT WE?
Reduce risk?
Find efficiencies?
Reduce churn?




START WITH THE
CUSTOMER’S TRUTH

“Change your
words into truths
and then change
that truth into
LOVE.”



Eror-M=Ck |  EXPECTATIONS:

(cX/ A)xI=R0OE

The Algebra of
| Experience is
About a
Customer’s
e Truth




We've entered the
swipe left era on
brands, services,
and even people




1
Being heard

Is so close to being loved
that for the average person, they
are almost indistinguishable. yy

- David Augsburger




START AT THE END

1

People have forgotten
how to tell

a story. Stories don't have
a middle or an end
anymore. They usually
have a beginning that
never stops beginning.

— Steven Spielberg
b
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WE PUT A
PERSON ON THE




THINK BIG THEN THINK
BIGGER

“ The most powerful person in
the world is the storyteller.
The storyteller sets the
vision, values, and agenda
of an entire generation that
Is to come. ,,

— Steve Jobs




CX INSIGHTS EXPAND OUR
NARRATIVES IN THE
CONTEXT OF CUSTOMERS




Too Many
Brands

“Enough
About Me,
Let’s Talk
About You.

What Do

You Think

About Me?”
el Y.




Customers Want a Better Version of Themselves



https://www.useronboard.com/The-Elements-of-User-Onboarding-Intro.pdf




THE HERO
OF THE
STORY

WINNING
BRANDS
PUT THE
CAPE ON

THE I
ClICTOMED

CUSTOMER




DON’'T WASTE WORDS OR TIME

1

Just because people
want to eat the burger
doesn't mean

they want to

meet the cow. %9

- Steve Buscemi
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PROFESSIONAL
S

TOO OFTEN
TELL THEIR
LEADERSHIP
ABOUT THE \ M ==

SCORES. el 7Y

SCORES ARE

LEADING
INDICATORS




Customer Lifetime Value (CLV)

Revenue Growth from Existing
Customers

Cost to Serve —

ustomer Acquisition Cost (CAC)
Reduction

Net Revenue Retention (NRR)
FTR — First Touch Resolution




PUT THE CAPE ON THE

CLIENT There is always magic to be

summoned at any point.
That’s the only thing that |
feel | am able to give to
people . They respond to
me because | try to give
them only their own magic...
not mine, but theirs”

A
TO

— Stevie Nicks y
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Complaints Are a Goldmine

Customers Want LESS
Choice

Doctors Want to See Sales

Reps
People Want to Talk to a

e 7 X o
- bt 5 i’
& = f A
\" e i
| e : y
| el
N W o B
55 y i S
\: R :
N fiy N
i
3 %
1o

Human not a Bot . . .Except

When ...

It Is Not ONE Thing By
1,000% -1t ls ONE

THOUSAND THINGS by 1%




No One

Gooe‘
has @\Pﬁzer Tattoo







... Find Me

Mantal.

‘
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C*R*E*A*M
Customers Rule Everything Around
Me




