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- WHERE IN OUR CUSTOMER JOURNEY CAN WE IMPROVE ON 
INSTANT? 

- WHAT CAN WE DO TO MAKE THEM ‘FEEL’ THEY ARE NOT 
WAITING FOR ANYTHING?

- HOW CAN WE DO BETTER ON KEEPING THEM INFORMED?

- HOW CAN WE BETTER LEVERAGE DIGITAL TO DELIVER 
‘INSTANT’
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- HOW CAN WE MAKE THEM FEEL IT IS ABOUT THEM AND NOT 
ABOUT THE PROCEDURE/PROCESS? 

- HOW CAN WE LEVERAGE THE DATA WE HAVE TO MAKE THEM 
FEEL SPECIAL AND UNIQUE?

- WHERE WOULD PERSONALIZATION BE MOST EFFECTIVE IN 
TERMS OF ‘FEELING SPECIAL’ FOR A CUSTOMER?

- HOW CAN WE LEVERAGE DIGITAL IN PERSONALIZATION?
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GEN ALPHA

FORTNITE SKINS
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$100 BILLION
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- WHERE ARE YOU ON BEING A ‘DIGITAL FIRST’ OPERATION? 

- IS DIGITAL BUILT AROUND THE CONSUMER OR THE PROCESS?

- WHERE WOULD AN INVESTMENT IN DIGITAL 
TRANSFORMATION MAKE THE MOST DIFFERENCE?

- WHAT ARE THE LEGACY ISSUES OR INVESTMENT REQUIRED TO 
BECOME ‘DIGITAL FIRST’?
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TRANSACTIONAL RELATIONAL
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Adapted from Marty Neumeier Brand Ladder
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- HOW CAN WE BETTER CONNECT WITH OUR CONSUMER? 

- WHERE CAN WE HUMANISE THE PROCESS MORE AND MAKE 
THEM ‘FEEL’ SOMETHING?

- HOW CAN WE SURPRISE/DELIGHT OUR CONSUMER? LITTLE 
THINGS v BIG THINGS?

- HOW TO BALANCE ‘DIGITAL FIRST’ WITH HUMAN 
CONNECTION?
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