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Yesterday:  success = growth

survival

Today: SUCCESS

Tomorrow: success = resilience



Decline of the office



Middle management mayhem



Schools



Digital-first



Innovation & diversification
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Get strategic



Get nimble



Selt-disrupt



Secure customer loyalty



Pivot
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Legacy
(permanence)

Impact
(transformation)

Order
(efficiency)

Profit
(stability)




Understand your customers






Don't rely on NPS



Detractors
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Value vs. loyalty
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Customer loyalty = delivering value




The value tree

Worth What

Quality

Automobile

Brand image

Options

Paid For

Price

Delivery Process

Warranty

Initial contact

Negotiations

Direct Costs

Delivery

Maintenance

Billing

Base price

Indirect

On-road costs

Time to delivery

Costs

Servicing arrangements




1. Get strategic
2. Get nimble
3: Selt-disrupt

4: Secure customer loyalty



Thank you :)
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