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Today’s Agenda 

05’

20’

60’

05’

Introductions

Content Presentation 

Discussions 

Next steps & Close 



Delivering

Ever-evolving

experiences

Deliver 

ever-evolving experiences

32%
81%



Experiences 

Evolving 



All touch points 



Only 8% of customers 
say they have good  

customer experiences

- Gartner Research

Challenge 



After Before



The sea of                

digital sameness 



Evolving expectations

Your previous best 

experience is the baseline 

expectation for your next 

experience 



STAGE

DELIVER

MAKE

EXTRACT

CUSTOMIZATION

CUSTOMIZATION

COMMODITIZATION

COMMODITIZATION

COMMODITIZATION

Joseph Pine 

Commodities

Experience

Goods

Services

Ever evolving 

experiences

Think Community or 

Movement



Running club 

From experience to 

movement



How do we 

do this?



Overperformers 

embrace the 

‘Always Beautifully 

Dissatisfied’



Embrace 

design thinking 



Starting with 

customer journey 



Adecco journey 

mapping

5 storytelling 

circles

13 branch 

immersions

4 focus

Groups

50 branch manager 

and consultant 

interviews

20 ideation 

sessions with 

Start-ups

32 insight 

sessions with 

Gen Z

8 exec 

Team 

Interviews

700 
interactions 

with candidates 

and clients in 

FR and NL



Deep insights

Consultants spend 70% of their time 

on administrative tasks



We 

co-created 

100+ 

solutions…

Each solution 

details the 

business owner, 

timing, branch 

impact, digital 

impact and 

pain/gain

…in collaboration 

with Adecco 

experts, customer 

experience 

experts and start-

ups

Feeding the funnel



Through a clear understanding of customer 

needs and the customer journey, Ubras have 

became the leading Chinese underwear brand 

for women.

Ubras are one-size fits all with no uncomfortable 

underwiring. 

This fits into a trend of women increasingly 

dressing for comfort and to suit themselves but 

the one-size-fits all product is also easy for 

women of all ages and types to purchase 

(especially in DTC channels).

Lower production and inventory costs also 

mean that Ubras are much cheaper than 

competitors despite using high quality material



Be empathetic

and think like a host 



Fight ‘sacred’ 

industry norms 



Fight ‘sacred’ 

industry norms 



Leverage AI



Leverage AR and VR



Leverage AR and VR



https://cdn.cloudflare.steamstatic.com/steam/apps/447270/ss_d167623a61e708c626f0b29207cf8cab49dc344f.
1920x1080.jpg?t=1469103352

https://cdn.cloudflare.steamstatic.com/steam/apps/447270/ss_d167623a61e708c626f0b29207cf8cab49dc344f.1920x1080.jpg?t=1469103352
https://cdn.cloudflare.steamstatic.com/steam/apps/447270/ss_d167623a61e708c626f0b29207cf8cab49dc344f.1920x1080.jpg?t=1469103352


Livestreamed 

shopping events



Alibaba Hema



Limited edition items can draw 

people to stores and make the 

in-store experience more varied 

and interesting

The Starbucks Cat Paw Cup 

became a sensation in China 

with 100’s of consumers turning 

up to stores to try and buy this 

limited-edition item



Your role



Create empowered 

teams in flattened 

organizations



Lead the cross-silo 

discussion 



Start where you have 

influence 



Manage portfolio 

of initiatives 



Ensure humanity at 

key touchpoints



Exercis

e
Individually

Where are we leading and lagging 
with Evolving Experiences ?

Why? What is enabling and 
blocking success?

What can I do more/less to enable 
success?



Exercis

e
In Groups:

Discuss and prioritize 
best practices for 
enabling Evolving 
Experiences success.

45 min



Exercis

e
Individually

Session reflections & 
next steps 



Thank you!
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