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Executives have a hard time appreciating what Executives have a hard time appreciating what 
needs to change because they don’t live their brand needs to change because they don’t live their brand 
the way customers do.the way customers do.

If they don’t live it, they can’t understand why If they don’t live it, they can’t understand why 
adapting to evolving audience expectations is so adapting to evolving audience expectations is so 
important.important.
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Digital 
DarwinismThe evolution of society and 
technology and its impact on 
behavior, expectations and 
customs.
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In 1997, Kodak was 
valued at $28 billion. 15 
years later, Kodak filed 
for bankruptcy
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“When we think about ourselves, we think about constantly 
innovating and staying ahead of the curve,” says Bridget Dolan, vice 
president, Sephora Innovation Lab. 

“The mission is to make sure we are listening to our clients’ needs, 
our internal employees and the ideas they have, and keeping a finger 
on the pulse of trends, all the while competing with ourselves to 
make sure we’re always innovating.”



Innovation lies in closing the loop 
between knowledge and action



The re-alignment of, or new investment 
in, technology, business models and 
processes to more effectively compete 
in an ever-changing digital economy.



Digital transformation's purpose is much bigger and 
broader than just technology adoption.
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Source: 201 3 Digital Transformation Global Executive Study and Research Project, MIT Sloan 
Management Review

63%
said the pace of technology change 

in their organization is too slow.
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The most frequently cited obstacles to 
digital transformation were:

“a lack of urgency.”

“culture.”

“commitments to existing roadmap.”
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99% 
Cited poor CX, such as having to repeat 
themselves, lengthy wait times – would be 
enough to switch brands entirely. 
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86% of buyers will pay more 
for a better customer 
experience, but only 1 % of 
customers feel that vendors 
consistently meet their 
expectations
- CEI
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7%
Companies identified as 
“customer-centric” organizations
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CX =  Customer 
experience is the sum of 
all engagements a 
customer has with you 
during the customer 
lifecycle.  
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67%
Percentage of buyer’s journey is 
now done digitally
Sirius Decisions



Customers consult 11 information sources on 
average before making a purchase. 



Customer expectations are influenced by 
experiences engaging with other industries. 



They want more personal, natural and 
immediate interactions via digital channels via 
social, chat, txt video and mobile. 



Innovation begins with us 



Innovation begins with an idea on how to improve 
something that may or may not be broken.  

It’s driven by a higher purpose. 



 

Digital transformation 
represents the quest 
to understand how 
disruptive technology 
affects the digital 
customer experience.
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You are now trying to connect with customers who now 
have their own audience with an audience of audiences.

MEET GENERATION-CMEET GENERATION-C



Connected customers see 
the world differently. They’re 
“always on.”

THINK.LIKE.THE.
CUSTOMER
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I Wonder How Many New Likes I Got on My Selfie? Hmmm



#linc…or what this thing is.



Why is Turning on the TV Still So Hard?
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The Millennial Divide
87% of Millennials only contact customer service when they 
can’t find an answer online. 



Think Like a Customer.
Think Like an Employee. 

Act Like a Startup.



“IT and digital is pervasive in 
people’s lives now. So the 
advice I would give somebody 
starting it now is, think of 
yourself like a consumer 
technology company.”
- Starbucks

Source: 2013 Digital Transformation Global Executive Study and Research Project, MIT Sloan Management Review



 

Born Digital
Information, products, 
services, and supporting 
systems that align with 
expectations and behaviors 
of Generation C…
consistently, seamlessly, 
across every screen in every 
scenario.



The Six Stages Of 
Digital Transformation 
Maturity

These stages are characterized by typical activities 
that are sweeping yet demonstrate important 
advancement milestones. 

1 2 3 4 5 6



The Six Stages Of Digital 
Transformation Maturity

Businesses ignore or are unaware of the risks 
of an opportunities around digital Darwinism 
and continue their course as planned.



The Six Stages Of Digital 
Transformation Maturity

Digital, mobile, social and all disruptive tech 
introduces new opportunities to test and learn 
internally and externally. 

Change agents take action. This creates 
internal buzz and concern around change and 
amplifies the opportunity for chaos as rogue 
experiments occur in isolation without cross-
functional collaboration.



The Six Stages Of Digital 
Transformation Maturity

Digital, mobile, social experiments introduce 
new opportunities.

The organization is getting smarter, with 
change agents seeing the bigger picture and 
starting to work formally toward it. 

IT and marketing form a working or formal 
alliance to expedite investments and a 
supporting infrastructure for transformation.



The Six Stages Of Digital 
Transformation Maturity

Businesses are becoming resilient. 
Efforts in digital transformation become 
intentional with short and long-term 
goals/outcomes supported by investments in 
infrastructure. 

Initiatives are now more ambitious and 
organized formally, moving beyond prioritized 
but focused pilots to official pilots that span 
every category affecting the DCX and beyond. 



The Six Stages Of Digital 
Transformation Maturity

Digital transformation is now in the company's 
DNA and it becomes constant.

Efforts have reshaped the enterprise, creating 
new models and operating standards affecting 
people, process, and technology by function, 
line of business, at scale - locally and also 
enterprise-wide. 

Leadership transcends this movement into the 
establishment of a new agenda around culture, 
purpose and the future.
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Marketing IT

M
IT



The Six Stages Of Digital 
Transformation Maturity

A culture of innovation becomes prevalent. New 
models, roles and investments shift toward 
innovation to accelerate transformation and 
identify new, unconventional opportunities for 
growth. 
 
Workgroup shift focus toward innovation and 
disruption to understand how to identify innovation 
and disruption outside of the organization. 

Innovation centers or teams are formed to recruit 
new talent, identify new technology and 
investment/acquisition opportunities, and learn 
where to focus transformation efforts over the 
short/long term. 
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Digital Transformation
Priorit ies Understand the New 

Customer and 
Employee

Design the Digital 
Customer 

Experience

New Models, 
Processes, Systems 
to Support a Unified 
Digital Customer 
Experience

Vision +
Empowerment
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Brian Solis

brian@altimetergroup.com

briansolis.com

Twitter: @briansolis

For more information & to buy the 

books, please visit: 

http://bit.ly/WTFBook

http://bit.ly/EndofBusiness  

http://bit.ly/engage2
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Customers don’t see departments; 

they see one brand. 



 



74%  

Businesses that 
don't have a plan 
to stay 
competitive in 
the new mobile 
world.



  
Credit: http://hni.com/what-we-do/business-advisory/culture-
strengthening/

To expedite adaptation, 
companies will need to 
create a culture of 
innovation, which is core 
to the future of work and 
competition.
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Asking “why?”
Prompts “what if?”

Which leads to “what’s next.”



1) Have a mission that matters:
Organize the world’s information and make it universally accessible and useful.

2) Think big but start  
small:
Google Books + Adsense 3) Strive for continual innovation, not instant 
perfection:
 Search + AdWords
4)Look for ideas everywhere:
Google Art Project and Microkitchens 



5) Share Everything:
Google Talk + Google Translate

6) Spark with imagination, fuel with 
data:20% time (Driverless cars) + Google Search 
Results 

8) Never Fail to Fail:
Google Video Player, Google Answers
“People remember your hits, not your misses” 

7) Be a platform:
Google Earth, Maps, Android, Chrome
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Innovation is not just 
something you do, it 
must be sustainable. It 
must be in your DNA. 
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Innovation isn't an 
abstract thing that some 
companies have and 
some don't. 
Innovation is a business 
skill that executives and 
employees can develop 
and master. 





 

The goal of digital transformation is to 
make businesses relevant in a digital 
era while growing opportunities and 
profits, as well as scaling efficiently in 
the process.
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