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Three innovations for 2020

1. Identifying hidden unmet needs
things Customers don’t know themselves,

2. Humanizing technology

3. More emotionally intelligent agents
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What Patients say they What actually drives
desire business value

Staff listen to me

Care for me as a person
Get to know me as a person
Anticipate my needs
[ trust Hospital XYZ

Doctor spends enough time with me
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What Customers say What drive value

e Products are dependable e Cares for me as a person
e Availability of parts * Empathic to my situation
* Fairness of price * |sresponsive
 Equipment retains its value * Respects me

* Flexible in dealings with me
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Amazon
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H& it's Amazon's messaging
assistant again.

Q So, what can | help you with?

I brought 3 set of knives in
Dec 2017. They had 2 25 year
guarantee. One of the knives
has snapped. How do I get 3
replacement?

Let's see. Could you select the
item you're looking for from
9 your recent orders below?

amazon.-

" prame

Hello Shaw, how may | help
you?

| put this in the chat earlier. |
brought a set of knives that
has 25 year guarantee in Dec
2017. One of the knives has
snapped.

Okay I'm sorry to hear that
allow me 3 moment to take 3
look into thas for you.
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Memories are
structured like
fishing nets.
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We examine our
memories...
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Predictive & proactive,
experiences

Memory Map

Anticipation Proactive
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Emotional Intelligence

Self awareness

Self
management

Social
Awareness

Good social
skills
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Transition

What are the verbal
& nonverbal clues
the Customer is giving
me? | can now
understand
how they are feeling
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