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Change is Accelerating

Trend 1






On most fronts companies say they have been racing

Over the past 2 years business have been forced to accelerate how they

interact with customers

7 Years Progress 20 — 25x Barriers to Entry
In less than 12 months Companies have reported acting Experience gap is growing as
organisations report 7 years of 20 to 25 times faster than the baseline is raised. Digital
progress expected innovation has happened in

response to crisis. Now it needs
to be planned just to remain
relevant

Customer rewired

Customer haves been rewired for
digital experiences. This shift in
consumer activity is now
bleeding into B2B
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Marketing, | think, has changed forever. Because in many
ways, the intersection between marketing strategy, customer
experience strategy, and business strategy has become very
much intertwined. And so, the insights that we have as
marketers are informing the way we need to build
experiences, and the way that we're building experiences is

actually becoming the business strategy ...

Patrick McLean

SVP & Chief Marketing Officer,
Walgreens
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The customer demands are

Trend 2:
increasing






As today's work is driven by a digital-first mindset, there's an
added urgency for a compelling experience at each step in a
customer's journey.

Susie Emmerling

VP of Marketing Operations,
ServiceNow
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Employees Experience and

Organizational Change

Trend 3






...Digital is a unity of effort. You have to be able to master the
complexity of the technology but even more important, is
that you manage the cultural transformation which is coming
with the digital transformation

Michael Nilles

Chief Digital and Transformation Officer,
Henkel
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Regulatory Changes

Trend 4






There’s a concept of villages now, and across the world, you
can’t come with one monolithic approach, especially about
how you’re going to understand and interact with your
customers and the personalization, whether it’s through
regulation through the government agencies in each country,
or region, or just the expectations of the customers, we have

to be much more adaptable

Shaun Braun

Senior Vice President, Digital Transformation,
3M
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Ecosystem Changes

Trend 5
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Skills Demand is Chang

Trend 6






What is holding your marketing/customer experience organisation back, if

anything? Please check any internal barriers that your organisation is experiencing.

Please check any internal barriers that your organisation is experiencing.

32%

Mo internal barriers

Workflow issues
43%

Poor integration between tech systems

50%

Lack of customer insights

34%

Lack of digital skills/capabilities
S50%

Poor data quality

32%

Lack of innovation
47%

Lack of CX prioritisation

. Leaders . Mainstream . Laggards

Base: Leaders (1,235), Mainstream (2,279), Laggards (287)

26%

Source: Adobe/Econsultancy Digital Trends Survey, Q4 2021

©2022 Adobe. All Rights Reserved. Adobe Confidential.



GGG << < << GGG GGG G
SO GG << GGCG G GG
S Q<999 GGG GGG
C$ GGG << < GGG G GG
G QG Q<9< <GS GG G ¢
$ GGG GG << < <G G < <G G
S G GG CQ Q<99 <S<S GGG <

1on

Collaborati

Trend 7



| PROFITS

“What it we don’t change at all
and something magical just happens?”




If IT can provide the right data then marketing can take that
data and use it in the right way. Being able to do that in real-
time together to understand the customer journey, and end-
to-end customer experience is absolutely key.

Belinda Finch

Chief Information Officer, Three




Reorient around customer experience

Unleash your teams

Think data action before data collection
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