‘Nicholas Webb

Best-selling Author, Futurist, Adjunct Professor,
Technology CEO, awarded over 40 US patents
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THEINNOVATIONMANDATE

INNOVATION
~ IS THE CREATION
OF NEW VALUE

THAT SERVES YOUR

ORGANIZATION'S -~
HISSION AND CUSTONER. /*

PAGE 3
The Governance Institute System Forum — Virtual Event
August 31-September 1, 2020



THE ‘ +19 EcoNnoMy

They deliver
D i @

Exceptional Scalable Actionable
customer profitability innovation
experiences and growth insights
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. disruption in healthcare

enabling technologies,
Al, consumerization

PAGE 5
The Governance Institute System Forum — Virtual Event
August 31-September 1, 2020



85*

of the top brands are winning through
Customer Experience (CX) design

Same Stuff

Economy Economy

The Evolution of the
Experience Economy

© Nicholas J. Webb all rights reserved
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moments of merchandise
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— e Spotify:

__ moments of music —

NETFLIX

—  moments of movies —
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UBER

moments of movement

— moments of machines —
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ESPANOL SIGN UP LOGIN

LIVeHealth ABOUT HOW IT WORKS HEALTH TIPS VIDEOS NEWS AVAILABILITY PSYCHOLOGY

SEE A DOCTOR 24/7 ON YOUR
COMPUTER OR MOBILE DEVIC

Life won't wait for you to feel better.
See a doctor at LiveHealth Online - and keep on going:

PGetsaned”| | (») Playthe Video
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OpTERNAT]VE Why Opternative  Exam Accuracy  About Log in -

Get Y(;'ur Glasses or Contacts
Prescription Online

Vv e.Online Exam is Free, Only Pay for Your Prescriptio
Vith yodP SRS EE B Gantly ptio

cover yOurJefteye I ﬁymrﬁé:-

* test

1SFACT,
> 9,

99.6% Opternative is as accurate as an in-person refractive eye exam. View our clinical study »
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Your medication,
made easy

PillPack is a full-service pharmacy
designed around your life.

° Introducing PillPack (0:35)

Sign In
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EARGO OurProducts Eargo Difference Shop v Store Locator 1-800-615-9000 !
- - - -
Hearing is Believing

We're Eargo, and we're on a mission: to change the way you think about hearing aids, and we won't stop until we do. Well...we might take a coffee break,
but after that, it's full steam ahead. Why? Because Eargos aren't your ordinary hearing aid. They're small, invisible, rechargeable, and super comfy. It's the
hearing aid you have to hear to believe.

Designed with You
in Mind

We believe people shouldn't feel that they need a

hearing aid. They should feel that they want one.

LEARN MORE
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What Customer
Crave

Design exceptional and uninterrupted touch points across the patients journey

: 4 Customer '/
Customer Typing AR cxperience SR Blend It

Create blended experiences
in both Digital and Non-digital
touch points

Identify Patients Personas based on what
they LOVE and HATE, not demographics

Copyright Nicholas J. Webb 2017

Innovation Across The Patient Journey

£7 core- Last- In-

Pre- First- p !
Touch Touch > o Touch | Touch Touch
Micro Mobile Se“g;%';igﬁja‘:“;mw h Reinventing “ ¥ ] Making the Al::cﬁ.gﬂ:;‘:y
and Digital Experience the Core /A= Last Touch Cor::iglucus
alue

Moments

% Experience 4 Memorable

(CX)
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Succeeding in

the C19 Economy
is shockingly easy

What the best organizations in
healthcare are doing

Future ready Transitioning from  Making innovation an
strategicplans  PXtoCXinnovation  enterprise mandate
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The future of
healthcare is

'”A*MAZING'
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