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About	Y2S	Consul<ng	

The	future	is	shaped	by	the	choices	we	make	
today.		
	

This	is	where	Y2S	ConsulDng	can	help.		
	

We	bring	clarity	via	market	and	consumer	
insights	on	external	forces	that	are	driving	the	
future.	We	translate	this	knowledge	into	
strategy,	value	proposiDon	&	business	model	
innovaDon,	branding,	markeDng	and	go-to-
market	strategy.		
	

Our	experience	is	global	and	spans	across	
industries.	We	are	thought	leaders	on	
customer	experience,	new	product	innovaDon,	
business	model	innovaDon	and	the	Internet	of	
Things.	
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We	help	our	clients	shape	their	future	



	

Feel	free	to:	
	

#IoTSlam	@y2sconsulDng	@IoTChannel	
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@IoTChannel	
@y2sconsulDng	
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What	is	Customer	Experience?	
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Our	defini<on	for	Customer	Experience	

AUract	and	engage	your	customers	
by	consistently	delighDng	them	
with	“new	benefits”	or	eliminaDng	
“pain	points”	across	the	enDre	
acDvity	system.		
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Word	of	Mouth	

RaDngs	&	Reviews	

Content	MarkeDng	

AdverDsing	
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Six	Drivers	to	design	Customer	Experience	

1. Define	what’s	aspiraDonal	for	the	customer	

2. Determine	their	pain	points	and/or	new	benefits	they	are	seeking	

3. Map	the	customers	behaviors,	inflecDon	points	and	moDvators	

4.  Translate	current	customer	journey	to	future	state	journey	

5. Re-design	your	acDvity	systems	to	support	&	re-enforce	new	behaviors	

6. Act	on	what	you	measure;	so	measure,	measure,	measure	
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What	she’s	thinking	

What	she’s	seeing	

What	she’s	hearing	

What	she’s	doing	

Sounds	obvious….	
	

BUT	
	

Hard	to	do!		
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CUSTOMER	JOBS	
(S)HE’S	WANTING	TO	
GET	DONE	
•  ____	
•  ____	
•  ____	
•  ____	

WHAT	GAINS	IS	(S)HE	
LOOKING	FOR?		

WHAT	PAIN	
POINTS	DOES	(S)HE	
EXPERIENCE?	

AJtudes	&	Behaviors	
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New	proposi<on	design	have	to	be:	

Contextual		
	
AuthenDc	
	
Personalized	
	
ExperienDal	
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B.J.	Fogg	Behavior	Model	

Mo<vators	
•  Pleasure/pain	
•  Hope/fear	
•  Social	acceptance/rejecDon	

Ability	
•  Time	
•  Money	
•  Social	Deviance	
•  Physical	effort	
•  Brain	cycles	
•  Non	rouDne	

Triggers:	Have	to	be	intuiDve	
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BJ	Fogg	Behavior	Model	
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Triggers	succeed	here	

Triggers	fail	here	
AcDvaDon	
threshold	
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How	does	the	Customer	
Experience	Evolve	in	the	age	of	

IoT?	



	

The	future	is	already	
here.	It’s	just	not	evenly	
distributed.	
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Henn	na	Hotel	
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Disrup<ons:	Taxi	industry	
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Driverless	cars	

The	experience?	
	
•  Freedom	to	do	other	acDviDes	
•  Giving	up	control		
•  Risk	?	
•  Insurance	?	
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New	concepts:	play	connected	to	geo-loca<on	
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New	forms	of	entertainment	
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Driving	coach	
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Insurance		
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What	about	passenger	drones?	

Ehang	Inc.	(China)	
	
What’s	the	experience?	
•  Jump	traffic	jams	
•  Learn	new	skills	–	new	

licenses?	
•  Security	
•  Safety	
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Scanadu	
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M&S Endless Aisle 

Homeplus in South 
Korea  
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Value	proposi<on	

Pain	Relievers	

Gain	Creators		

Products		
&	
Services	

Customer	Segment	Framework	for	value	proposiDon	

Jobs	To		
Be	Done	

Gains	

Pains	
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Value	proposi<on	to	concept	design	

Concept	design	
	
1. What’s	the	benefit	for	

me?	

2. Why	should	I	buy	it?	

3.  How	much	do	I	pay?	

Pain	Relievers	

Gain	Creators		

Products		
&	
Services	
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Concept	to	experience	

Concept	Defini<on	
1.  What’s	the	benefit	for	me?	

2.  Why	should	I	buy	it?	

3.  How	much	do	I	pay?	
	

Experience	Defini<on	
1.  Is	it	contextual?	

2.  Is	it	authenDc?	

3.  Is	it	personalized?	

4.  Is	it	experienDal?	
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Y2S	Consul<ng	
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