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Welcome to a new 
era of business 
where your brand is 
defined by those 
who experience it.



What are the moments that 
define your experience…
your brand?



Generation-C

Generation-C is not about 
Millennials, Centennials, 
or any other demographic. 

It is a “connected” 
Generation united by 
shared behaviors, 
interests, expectations 
and technology.

They challenge the very 
convention of traditional 
shopping journeys. 



Digital Darwinism
The evolution of society 
and technology and its
impact on behavior, 
expectations and customs.



The Growing Endemic of 
“Out of Touchness”
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“We don’t see the 
world as it is, we see 
the world as we are.” 



#LEARN to
#UNLEARN



The State of CX in 1 Picture



Change 
begins here 
and here 
and here



Business “as usual” is an outdated experience. Modern 
customers are connected and empowered. They want 
things NOW in the moments that matter in the ways 
they communicate, discover & connect.

NORMAL
THE 

NEW



Meet Generation-C
People look at their phones 1,500x each week.

They spend 177 minutes on their phone per day.



The Law of Accelerated 
Societal and Selfie Disruption
As technology continues exponential growth, so does its 
impact on societal norms and cultural beliefs.













The line between reality 
and virtual reality is 
blurring. Customers want 
to feel like digital in  
physical experiences…
it’s just how they live life.





Consumers 
expect more

They're over-
informed

Make critical 
decisions 

using mobile

They rely on 
social and 
reviews

They expect 
answers + 

transparency

Generation-C 
(Connected)



YouTube autoplays and suggests videos within 
seconds, robbing you of time.

Snapchat turns conversations into moments, stripping away 
depth from interactions that define relationships.

Instagram glorifies the picture-perfect life and affects our self-
esteem and happiness.

Facebook is polarizing relationships, turning communities into echo 
chambers and isolating relationships.



Technology has hijacked our minds and society.

Harder to Disconnect

Increased stress

More anxiety

Less sleep

Lower self-esteem

Reduced empathy

Diminished thinking

Reduced inputs



Once you’ve felt a truly 
personalized experience, it 
becomes the new standard for  
engagement. You, and 
other customers like you, don’t 
go back. Every business now 
needs to recognize the Ubers 
of the world as disruptive 
competitors in 
experience design
-@briansolis

The Experience When
Business Meets Design
Get the book – Xthebook.com



You are designing CX strategies for people who 
vomit rainbows. Think about that.



Ladies and gentlemen, 
The Cluster Funnel



“I love shopping and 
visiting product pages 
that don’t load fast, 
don’t work on my 
phone, don’t provide 
instant information, or 
help me get to my 
next step…my way!”
- Said no one ever









Are you being served?
Why UX is now as or more important 
than marketing or customer service

People are 100 times more 
impatient online. Than they 

are in physical reality.”

“



71% of customers say that inconsistent 
cross-channel messaging negatively 
affects the experience. 
(Forrester)



The 90s
called…
They want their web back.







51%
look poorly on brands with 
underperforming or difficult mobile sites.



Why people don’t convert on mobile devices
1. Loads slowly (51%)
2. Difficult to navigate (50%)
3. Difficult to find what I’m looking for (47%)



If you’re waiting for someone to tell you what to do,
you’re on the wrong side of innovation.



Innovation is all the work you do to 
conform to expectations and 
aspirations of people as they evolve 
instead of making them conform to 
legacy perspectives, assumptions, 
processes, policies and metrics 
of success.



CX|UXCX + UX
User experience is directly linked to customer experience 

and they are the keys to engagement and loyalty.



What is Experience.



Experience is something 
you feel, something you 
sense and interpret…it’s 
measured by how you react.



CXThe sum of all engagements a 
customer has with you during the 
customer lifecycle.



UXAll aspects of the end-user's 
interaction with the company, its 
services, and its products.



Design experiences that meet the needs of accidental narcissists

“Know Me”

Modern Customer Experience Lifecycle



The Rise of Advisor Brands



Decision-making is tiring.
We have limited mental energy to make choices.
Decision-making is fraught with biases that cloud judgment.
The most important decision is who you listen to and trust.
Peer-to-peer engagement is the foundation of Influence 2.0





Trend 1: Every item can be researched.

Trend 2: Consumers have high expectations. 

Trend 3: Consumers are impatient.



90%
of smartphone users are not absolutely certain of the 
specific brand they want to buy when they begin 
looking for information online.

73%
say getting useful information from a business is the 
most important attribute when selecting a brand.









Develop 
assistive
content

Connect in key 
moments of truth

Connect the dots 
“their way”

Become part of the 
extended community –
deliver value

Integrate 
“everywhere”
commerce as 
part of the 
experience

Make Customer Journeys Assistive

Discover what 
people value



with us.
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