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AGE OF THE 
CUSTOMER
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The 4th Industrial Revolution

Age of       
Manufacturing

Age of 
Distribution

Age of 
Information

Age of the 
Customer

1900 1960 1990 2010
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What you
want to say

What the
customer is 
interested in

RELEVANCY
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CASE: FK DISTRIBUTION

CONTINUOUS JOURNEY



.
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Would you like to add catalogues
to your NejTak+ package?

1%



.

Last christmas …
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1% 66%

Would you like to add catalogues
to your NejTak+ package?
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CASE: FK DISTRIBUTION

DATA DRIVEN ACCELERATION
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CHALLENGE
FREQUENT E-MAILS

LARGE BASE OF RECIPIENTS

NEW PLATFORM

…LET’S AIM FOR MORE
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RESULTS
LEARNINGS

ACCUMALATIVE

IMMEDIATE RESULTS
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A PROCESS FOR 
CUSTOMER SUCCES



.
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1. Ignite
CREATE A STORY WORTH TELLING



.

WHAT BUSINESS ARE YOU IN?
WHAT’S THE COMPETITION?

HOW CAN YOU MAKE A CHANGE?

1. Ignite
CREATE A STORY WORTH TELLING
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2. Align
LET COLLEAGUES JOIN THE SUCCES



.

ARE YOU ALIGNED ACROSS SILOS?
WHAT ARE THE ACTUAL GOALS?

HOW DO WE SUPPORT THE USER JOURNEY?

2. Align
LET COLLEAGUES JOIN THE SUCCES
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3. Excite
INDIVIDUALIZE THE EXPERIENCE



.

DO YOU REMEMBER THE CUSTOMER?
DO YOU RESPOND TO CHANGES IN RELEVANCE?

DO YOU MAKE DECISION ON DATA OR GUT?

3. Excite
INDIVIDUALIZE THE EXPERIENCE
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4. Connect
DRIVE THE USER JOURNEY



.

CAN YOU AUTOMATE ON MESSAGE, CHANNEL, TIME?
DO YOU HAVE A CONSISTENT VIEW OF EACH SINGLE CUSTOMER?

ARE YOU DRIVING THE CUSTOMER JOURNEY?

4. Connect
DRIVE THE USER JOURNEY
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MONDAY
MAP
Reveal problem
Define task

Definition

SKETCH
Expand
Create

Ideas

DECIDE
Select
Consolidate

Concept

PROTOTYPE
Build

Prototype

TEST
Try it

Validation

TUESDAY WEDNESDAY THURSDAY FRIDAY

DESIGN SPRINT



.
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WRAP UP 
& TAKE AWAYS



.
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TAKE AWAYS
IGNITE WITH DESIGN SPRINT
NOT JUST TECH
AIM FOR RELEVANCY
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