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REACT & RESPOND

Pandemic hits, causes:

• Focus on X-Safety

• Accelerated Reinvention

• Reduction

REOPEN

Various stages of reopening:

• Rescale

• Retire

RENEW

New normal:

• Learnings build the basis 
of resilience

• Behaviours changed

• Sustainable future

PANDEMIC CAUSES CHAOS STOP, START, RESTARTED OF PHASED OPENING POST PANDEMIC ERA

THE PANDEMIC ACCELERATED DIGITAL TRANSFORMATION
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PROCESSES AND TECHNOLOGY IMPACTED DUE TO THESE CHANGES

INNOVATION DIGITAL BUILDS 
RESILIANCE

• Apps launched in record time

• AI powered bots used to scale to 
the move to digital

• Companies launched models like 
curb side pickup

• Ecommerce explosion

• Transparency of the supply chain

• Virtual sales engagements to 
build relationships

2ND OR 3RD WAVE

OF TRANSFORMATION

• Companies didn’t start their 
transformation, rather launched 
new waves

• Realisation that companies need 
to build around their customers 
and not their own processes
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Trends and expectations have led to 
companies rethinking their approach:

• Explosion of channels

• Freedom to choose the channel

• Expectation of always being relevant

• Customers define their own journey

• Transparency and trust are table-stakes

THIS ACCELERATION HAS MOVED US TO AN ERA OF CUSTOMER FREEDOM

Move from Business 
Process Centric

To True Customer 
Centricity

GETTING DATA RIGHT IS A PRIORITY
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CUSTOMER CENTRICITY REQUIRES DEEP CUSTOMER UNDERSTANDING

CUSTOMERS HAVE THE FREEDOM TO …

EXPLORE

INTERACT

CHOOSE

UNDERSTAND

ENGAGE

DELIVER

COMPANIES NEED TO…

Unlock customer understanding to power hyper-
personalization

Accelerate brands’ customer engagement with 
precision to maximize impact, on the customers 

terms

True transparency by connecting
the entire end to end process: 

Enabling brands to deliver the promise

Customer centricity outcomes: Human + Digital become companions
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