Y4

THE POWER OF
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IN THE BLINK OF AN EYE (10 MiLJ YEARS)



~ 550 MILJON YEARS



MODERN SOCIETY
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Visual Learners Auditory Learners Kinesthetic Learners

3 TYPES OF LEARNING
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... of information transmitted to the brain is visual!
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Visuals are processed ...

e,

60 000 times
faster

... than text
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EMOTIONS + IMAGES = MEMORIES

Medial

Temporal Lobe



em-pa-thy

noun \'em-pa-thé\

the action of understanding, being aware of, being sensitive
to, and vicariously experiencing the feelings, thoughts, and
experience of another of either the past or present without
having the feelings, thoughts, and experience fully
communicated in an objectively explicit manner
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THE CHALLENGE OF

DESIGNING SERVICES
& IMPEMENTING CHANGE



Understanding the customer

SERVICE / PRODUCT

CUSTOMER




P4 tripadvisor

inspiration om
de och
aktiviteter

Vifick tips fran
vanner om
resmalet

Valutakursen

googlade jag

Pa flygplatsen
brukar jag kopa
enbok och vaxla
till mig lite
kontanter
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ARLANDA

... foday

kontanter till
smautgifter, men
det mesta vil jag
Retala med kor

Om jag blir
ranad ringer jag
mitt

forsakrings-
glag och bar

Det kinns
osakert med
hela reskassan i
kontanter.
JTank om nagot,

Det ir smidigasy

Vagar man
betala med
kort?

Hur mycket

betala dricks?

Jag handlar

flygplatsen

Jag donerade

de dverblivna

pengarna till
rédakorset

Detér nog dyrt
att vaxla till
baka...

Overblivan

kontanter

spararjag i ett

Kuvert ill néista
resa

inspirerar till
att planera
niista resa
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...and tomorrow
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g-Whoever the customer may be

FRODCTS




Communicating qualitative data
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... through key insights

4. OCCUPIED BUT NOT VALUED

CUSTOMER CHALLENGES

e Att komma in i garanti ar inte ett
privilegium

e SoOka jobb for att man maste har
inget varde.

e Otydlig samverkan och inga krav

pA arbetsgivare. “I was just counting the hours
until I could go home”




... through patterns in needs
& behaviours




... through visons of future services

Present an explicit
overview about what

is included, what is not
included and what can
be customised.

\_

Facilitate tools for the
customer to set up,
compare and understand
the best financial solution
for them.

\_

Offer the customer
other values than just
financing.

1. Choose model

MW 318d Gran Turismo

334600 kr

2. Extra equipment

3. Extra services

bmw.se

Loan configurator

4. Define parameters
Input your data and see how it
affects the loan.

1. Deposit (min. 20%) ©
| 78480 |kr

2. Contract term ®

[ 36 |months

—

3. Estimated annual mileage ©
| 2000 |kmjyear

4. Residual value car ®
50 %

5. Insurance (optional) ®

@ 849 kr/month

5. Your loan
kr
334600
300000
250000
200000
150000
100000
50000

0

End of term

I I
12 24 36 48 Months

Interest rate 4,54%
Processing fee 595
Estimated future value (car) 149850
Residual value loan 137080
Final amortization -12770
Total cost 344484 kr
Monthly cost 4664 kr

| want this car

} [ Compare with lea

fa]

Combine numbers
with figures and visual
material.

Be honest and trans-
parent with costs, fees
and surcharges.

J

Facilitate easy comparison
between loan and leasing.

‘ Minimize the thresholds
for the customer to

finance their car.




Formulating visions and strategies

ORGANISATION



Formulating visions and strategies
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... and establish a common understanding

ORGANISATION




... and establish a common understanding

Swedish Social
Insurance Agency

INITIATE THE PROCESS
& BE PROACTIVE




COMMUNICATION



That it can and should be used as a

collaborative tool,

as well as to convey a (one way) message!



COMMUNICATION

Simplify complex or abstract idéas

Transforming emotional and abstract insights into
inspiring and tangible visualizations.

Enhancing customer insights/strategies into visual
concepts to create consensus

Achieve synergy and promote understanding and
alignment.

Optimizing impact and spread of customer empathy
within the organisation.



THANK YOU FOR LISTENING!



