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Welcome to a new

era of business
where your brand is

defined by those
who experience it.



EXxperiences
become
memories...

good or bad.

Brian Solis




Hello

my name is

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.”

Evelything you look for
and all that you perceive
has a way of proving
whatever you believe.
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#LEARN to
#UNLEARN






Change

begins here -

and here. AA1L03dSdH3d
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Business “as usual” is an outdated experience.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.



Meet Generation-C

People look at their phones 1,500x each week.

They spend 177 minutes on their phone per day.
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The Four Horsemen of
the Modern Apocalypse

#FirstWorldProblems #ModernAnxiety

@briansolis




Shower curtain with pockets for phones and tablets so you
can stay connected while wet







The line between reality
and virtual reality is

blurring
to feel |i
physica
it's just

. Customers want
Ke digital in
experiences...

now they live life.




Digital Darwinism Has Created a
Market of Digital Narcissists

Brands and Agencies Need a Digital Transformation to Compete in the
Experience Economy




AdAge

Digital Darwinism Has Created a Consumers
Market of Digital Narcissists expect more

Brands and Agencies Need a Digital Transformation to Compete in the
Experience Economy

Brian Solis

They expect They're over-

answers +

transparency informed

Generation-C
(Connected)

They rely on Make critical
social and decisions

reviews using mobile




[ Center for Humane Technology ]

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

l@' 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.

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



Technology has hijacked our minds and society. eececocces

ece+cee Harder to Disconnect

cececccce Increased stress

seeeceeses More anxiety
cecccccee LeSS Sleep

cececeece | ower self-esteem

-++++++++ Reduced empathy
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sececcecce Diminished thinking

cececeees Reduced inputs



Once you've ielt a truly
personalized experience, it

become Qgﬂ for
engageme

other customers like you, don't
go back. Every business now

needs to recogni 2 the Ubers
of the world as disruptive
competitors in

experience design

-@briansolis




You are deS|gn|ng CX strategies for people who
vomlt rainbows. Thlnk about that.
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Ladies and gentlemen,

The Cluster Funnel




‘| 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
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27 Cats That Immediately Regret Their &
Decisions

“What was | even thinking?” —these cats




People are 100 times more
Impatient online. Than they
are in physical reality.”




/1% of customers say that inconsistent

cross-channel messaging negatively
affects the experience.

(Forrester)



©) content

website
sucks

Brian Solis on how to engage with digitally-savvy
consumers

WEBEDITION



1 OUR WER DESIGN MAY
LOOK LIKE A WORK OF ART
| ON DESKTOP, BUTON
MOBILE, ITLOOKS LIKE THIS.

. L:L S TOM
FISH
BURNE

® marketoonist.com



TYPICAL APPLE PRODUCT... A GOOGLE PRODLUCT...

[ |[FIND]

YOUR COMPANY'’S APP...

FIRST NAME: TYyPECD:[_ 1
LAST NAME: | QP STAT:JOI

SSN: | = VER: — v
ID: EF/PT: Yo l
PHONE T: |d| |+ CITY: ] |AA=

PHONE 2: 1@ STATE: [ ]

ADDR 1: S e R
ACCT #: I orD #:€ 007 @ |

| okay| |appLy | [ save] [unpo | [ Hee | [ oeLeTe| [ eDiT |

|SELECT |BROWSE ”ERRORS |

STUFFTHATHAPPENS.COM BY ERIC BURKE




91%

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.



MINDSET IS
EVERYTHING

Innovation is all the work you do to

conform to expectations and
aspirations of people as they evolve

iInstead of making them conform to
legacy perspectives, assumptions,

processes, policies and metrics
of success.



X+ UX

User experience is directly linked to customer experience
and they are the keys to engagement and loyalty.




What is Experience.



v Hey

Experience is something

o7 @ you feel, something you
sense and interpret...it's

& measured by how you react.



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



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



Modern Customer Experience Lifecycle
Great Customer Experience Is the Sum of All Interactions

“Know Me”

Design experiences that meet the needs of accidental narcissists



Goagle

The Age of Assistance
The Rise of Advisor Brands



Decision-making is tiring.
We have limited mental energy-tomake choices.

Decision-making is fraught with biases that cloud judgment.
The most important decision is who you listen to and trust.



UTILITY 1S
THe NeWw

VIRAL.

@briansolis @92pingvoid



Trend 1: Every item can be researched.
Trend 2: Consumers have high expectations.

Trend 3: Consumers are impatient.



0%

of smartphone users are not absolutely certain of the
specific brand they want to buy when they begin

looking for information online.

3%

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



CONTEXT EXPERIENCE

Re-imagining the customer journey based on customer-centered content,
created and distributed by influencers and advocates. @ Brian Solis

CONTENT COMMERCE “HOW TO" VIDEOS
| | |
[ Q&A VIDEOS |
| INFOGRAPHICS | [ USER GENERATED CONTENT

SUPPORT

(PAD.

| CONTEXTUAL INTENT |

SCENARIOS

| DESIRED OUTCOME |

| NEW USE CASES |
| ENGAGEMENT |

MARKETING

PERSONAS W LOYALTY REWARDING

COMMON QUESTIONS | | USER GENERATED REVIEWS




IS ART

OPTIMIZED
TO MEET
| OBJECTIVES.

TOMATO
ISETCHUP

DESIGNING THE PRODUCT DESIGNING THE EXPERIENCE
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Make Customer Journeys Assistive

Discover what Connect in key Become part of the
people value moments of truth extended community —
deliver value
Develop Connect the dots Integrate
assistive “their way” “everywhere”
content commerce as
part of the

experience
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Brian Solis

bsolis@prophet.com

Altimeter, the digital research group at Prophet
briansolis.com

Qbriansolis

inkedin.com/influencer/briansolis

Facebook.com/thebriansolis
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