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«Affluent People»
o Influenceurs (mini macro)

o ACT THINK IMPACT

_ 1995 : information sur le web
GenX : web et internet 2000 || 2000 : e-commerce

. . 2005 : relation
GenY : mobile 2070 2010 : mobile / smartphone

GenZ: living services 2020 || 2015 living services
2020 : blockchain (use case NFT)
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THE DIGITISATION
OF EVERYTHING

LIQUID EXPECTATIONS

OUR HOMES

OUR BODIES
OUR FAMILIES
OUR EDUCATION
OUR WORK

OUR TRANSPORT
OUR FINANCES
OUR SHOPPING
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Galilei, Drucker...

Mesurer la performance
du parcours client

...les KPI du CX

NPS
Net Promoter Score

LTI

® O o ® 6 6 & 6 o o
Detractors Passives  Promoters
Net Prom (NPS) = % Promoters - % Detractors

NPS : NET PROMOTER SCORE

NPS

Score
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NPS (Net Promoter Score) développé par
Fred Reichfeld (Bain & Co) en 2003 Harvard
Net Promoter Business Review

Ce qu'il faut retenir / Key takeaway

1/ Calcul : (9+10)-(0a 6) (sans 7 et 8)
Z/Q stion décalée : conseillerez-
vvvvv

3/ Fréquence : trimestriell

4/ Toujours inf la moy

CSAT CUSTOMER SATISFACTION SCORE

CES : Plaisir / Effort

Remplace Qualité / Prix

Overall, how easy was it to solve your problem

with [your business) today?

CES (CUSTOMER EFFORT SCORE)

'KANO SATISFACTION MODEL
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~ linya pas de digital,

il n'y a que des
preuves de digital
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PLATFORM

servicisation
disruption
uberisation
tycoonisation
_ plateformisation
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Nouveaux
Business
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o ACT THINK IMPACT
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servicisation |
disruption
uberisation
tycoonisation

_ plateformisation

OIACRACY
DeFi : decentralized finance
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Understanding the Customer Journey
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PROCESS - LOCATION

économie vs. marketing

rationalité des agents

Economie de |'attention

Expectation economy
économie comportementale

THE BLUE ECONOMY
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STRATEGY

“Le futur est déja la —

il n'est simplement pas

réparti équitablement.”
William Gibson

%ﬁ-IE FUTURE IS ALREADY
HERE — IT'S JUST NOT
VERY EVENLY DISTRIBUTED
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Jaime dire que la
transformation
digitale est finie,
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NBIC

Nano (techno, matériaux, graphene, H)
BIO (techno, mimétisme, blob, axolotl)

Informatique (10T, 3Dprint, Additiv,

Blockchain, Quantique, Algorithme)

*’.; COgnitif(los, IA, ML, MOOC, edTech,

\ apprentissage adaptif)
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