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WHY A BOOK?



IN THESE EXPONENTIAL TIMES



EVANGELISTS WRITE BOOKS



DREAMERS WRITE BOOKS









Rik Vera 10

c2MXEi
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c2MXEi
STRATEGY FOR THE NEW NORMAL
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Rik Vera 14OLD NORMAL  /  NEW NORMAL
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Rik Vera 16BUY THE SHIRT
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OF THE OLD NORMAL 

IT’S THE END OF THE WORLD AS 

WE KNOW IT



. 

JAMES ‘JAMIE’ DIMON



20THEY ARE EATING MY LUNCH



RADICAL INNOVATION FOR THE AGE OF DISRUPTION www.nexxworks.com

SOFTWARE 

IS EATING 

THE WORLD

MARC ANDREESSEN

A16Z



. THE IMPACT
OF DIGITAL

A NEW
CUSTOMER

THE SPEED
OF CHANGE

LESSONS LEARNED



DIGITAL TSUNAMI





Rik Vera 25POOR KODAK



Rik Vera 26JUST IMAGINE



Rik Vera 27GOOD WAS GOOD ENOUGH
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CUSTOMERS

ARE 

THE BIGGEST

DISRUPTERS

IT IS NOT ABOUT TECHNOLOGY
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FAST EASY

FUN

SIMPLE

IT IS ALL ABOUT THE INTERFACE



Rik Vera 30IT ONLY TOOK 12 YEARS



31GET KODAKED



OR UBERIZE



Rik Vera 33STUPID IDEA



34WE NEED TO UNLEARN



35THE CIA MODEL



36CUSTOMER INTERACTION 1.0



37ONE ON ONE



Rik Vera 38CUSTOMER INTERACTION 1.0
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Ei
LOCKED IN SPACE AND TIME



40SCALE THE BUSINESS



41CUSTOMER INTERACTION 2.0



42ONE TO MANY
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c2M
BROADCASTING



44CUSTOMER INTERACTION 2.0



45THE ONE TO MANY CENTURY 
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THE FAT WERE GETTING FATTERTHE FAT WERE GETTING FATTER
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THE MORE CUSTOMERS

THE LESS THEY WERE HEARD
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c2MOREi
IMPOSSIBLE COMBINATION



SEGMENTATION
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PERSONAS
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52



53



54CUSTOMER JOURNEY
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c2MAND TRY TO Ei
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FRUSTRATED CUSTOMERS

THE CUSTOMER IS NOT ENGAGED



58MAJOR POWER SHIFT



59FINALLYWE WERE GIVEN SUPERPOWERS



Rik Vera 60THE INTERNET IN 1993



Rik Vera 612018: INTERNET IS LIKE AIR



62

iPHONE IS LIKE HAVING YOUR LIFE IN YOUR POCKET 

2007: THE SMARTPHONE



2018: THAT PHONE IS OUR LIFE



Rik Vera 64ONLY THE YOUNG ONES ?
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SMOMBIE

SMARTPHONE ZOMBIE



OUR OWN LIFE IN OUR OWN HANDS



67CUSTOMER INTERACTION 3.0



68

MY PRODUCT

MY SERVICE

RIGHT MOMENT

RIGHT CHANNEL

RIGHT TONE OF VOICE

OR JUST F*CK OFF

THE EMPOWERED CUSTOMER



69WE SHOULD HAVE KNOW



70CUSTOMER INTERACTION 3.0



Rik Vera 71MANY TO ONE



Rik Vera 72SELF-CENTERED



Rik Vera 73CONNECTED



Rik Vera 74THE NETWORK ALWAYS WINS



75CUSTOMER INTERACTION 4.0



76MANY TO MANY



Rik Vera 774 BILLION CONNECTED PEOPLE
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NO MORE MIDDLE MAN
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75%
DO NOT BELIEVE 

COMPANIES
TELL THE TRUTH IN 

ADS

WE DO NOT BELIEVE WHAT YOU TELL MEWE DO NOT BELIEVE YOU
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78%
TRUST PEER

RECOMMENDATIONS

WE BELIEVE OUR PEERS



WE ARE THE SWIPE GENERATION
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MIND FULL



CUSTOMERS NEED HELP
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Rik Vera 91HAVE A HEART



Rik Vera 92ETHICAL



Rik Vera 93RADICAL
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Rik Vera 95MEET THE BOSS



Rik Vera 96YOUR BOSS IS A SERIAL KILLER



97YOUR BOSS IS VUCA
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WE NEED FAST FORWARD 

SLOW ARCHITECTURE



SLOW ARCHITECTURE
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“I am not sure to whom I 
presented a diploma 

today, to a madman or to 
a genius.”



102THE UPSIDE DOWN



UPSIDE DOWN 

SLOW ARCHITECTURE
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2.0

1.0

THE OLD NORMAL
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4.0
3.0

THE NEW NORMAL
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DO NOT LOOK AT THE NEW WORLD

WITH THE OLD MINDSET
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Rik Vera 108DE-COMPOSE YOUR BUILDING BLOCKS
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LOOK AT THE OLD BUSINESS 

WITH THE NEW MINDSET



Rik Vera 110RE-COMPOSE YOUR BUILDING BLOCKS



TODAY

TOMORROW
DAY AFTER
TOMORROW

TIME

VALUE

CREATION

SOY

111DAY AFTER TOMORROW
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2.0

1.0

COMPANIES



113

4.0
3.0

CUSTOMERS
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2.0

1.0

COMPANIES
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4.0
3.0

EMPLOYEES
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2.0

1.0

GOVERNMENTS
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4.0
3.0

CITIZEN



Rik Vera 118STRATEGY FOR THE NEW NORMAL



TheTREE formula

USE THE NEW WORLD TO THE MAX



Rik Vera 120DIVE INTO (YOUR OWN) RED OCEAN
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A RED OCEAN 
IS ALWAYS FULL OF

FRUSTRATED CUSTOMERS

THE CUSTOMER IS ALREADY THERE



TAKE AWAY THOSE FRUSTRATIONS



Rik Vera 123TECHNOLOGY FIRST
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CREATE

O

GO FOR THAT BIG SMILE



Rik Vera 125ENGAGE YOUR CUSTOMERS
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THEY BECOME YOUR SALES AND 

MARKETING DEPARTMENT
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THEY BECOME YOUR 

INFRASTRUCTURE
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(BE A KNOWLEDGE BROKER)

THINK ECOSYSTEM



Rik Vera 129EXPONENTIAL GROWTH



RADICAL INNOVATION FOR THE AGE OF DISRUPTION www.nexxworks.comBE A FAST FISH



DISRUPTION STARTS SLOW
AND THAN HAPPENS

ALL OF A SUDDEN



Rik Vera 132EXPONENTIAL
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NEW NORMAL
SURFING THE 

WAVE

OLD NORMAL
ON THE BEACH
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WHAT THE FUTURE?



Rik Vera 135

THE 

FUTURE
ARE WE ABLE TO PREDICT
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1964 
ARTHUR C. CLARKE
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THE NEXT BIG ONE



Rik Vera 140BIG DATA - AI - ROBOTIZATION



Rik Vera 141TAKE MOBILITY



GOOGLE 2014



300 AUTONOMOUS CARS IN CALIFORNIA 







IN 15 YEARS FROM NOW



my grandchildren
are never going to

need a 
DRIVER LICENCE



my grandchildren
are never going to

drive an
ICE CAR



my grandchildren
are never going to

BUY A CAR



ACES



A DOMINO EFFECT



Rik Vera 152AI WILL BE EVERYWHERE



AI WILL EXPONENTIALLY IMPROVE
ALL COMPLEX PROCESSES OF AN INDUSTRY

Rik Vera 153ALL COMPLEX PROCESSES
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ALGORITHMS ALREADY INFLUENCE

WHO WE TALK 
AND LISTEN TO

WHERE WE
GO

WHAT WE
BUY

WHAT WE
PAY

WHO WE VOTE
FOR



Rik Vera 155IN CUSTOMER INTERACTION TOO



ALGORITHMS ARE THE INTERFACE
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c2MOREi
NO LONGER A CHOICE



Rik Vera 158WE NEED MANY CUSTOMERS



Rik Vera 159TO ENGAGE INDIVIDUALS
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c2MxEi
THE MORE – THE BETTER
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5.0

5.0 = GOOD OLD 1-1 (DIGITAL)
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NO LONGER 
B2B 
B2C

H2H

BUSINESS IS HUMAN TO HUMAN
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NO PRODUCTS, SERVICE OR SOLUTION 

IT IS ABOUT CEX

LESSON LEARNED: CEX SELLS
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CEXPERIENCE

BAD CEX        JUST CEX         GOOD CEX

< CEX               = CEX              >CEX
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KNOW YOUR CUSTOMER BETTER THAN

YOU KNOW YOURSELF 
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ARROGANT? ME? 



168

YOU DON’T EVEN 
RECOGNIZE ME 



169

I HAVE ALREADY GIVEN 
THAT INFORMATION



170

I HAVE ALREADY GIVEN YOU 
A SECOND CHANCE



171

YOU TREAT ME LIKE A NUMBER



172

JUST F*CK OFF



173
KNOW ME



174
HAVE 1 CONVERSATION



175
MAKE IT MATTER
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ARE YOU RIPE FOR

COMPLEX
EXPERIENCES

BROKEN
TRUST

REDUNDANT
MIDDLE MEN

LACK OF
TRANSPARENCY
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IS EVERYTHING GOING TO DIGITIZE?
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PEOPLE WILL HELP ROBOTS
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PEOPLE CAN CREATE JOY
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VALUE-DRIVEN
BEHAVIOUR

EMPOWER PEOPLE TO BRING EMOTION
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5.0

THE 5.0 LAYERS
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5.0

5.0 THE NEW ONE ON ONE
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4.0

4.0 LEVERAGE THE NETWORK



184

3.0
3.0 CUSTOMER IS THE CENTRE
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2.0

2.0 BROADCAST YOUR HEART



186

1.0

1.0 PEOPLE BRING EMOTIONS



Rik Vera 187ACT OUTSIDE-IN



SLOW ARCHITECTURE 
MAKES YOU FAST

FAST ARCHITECTURE
MAKES YOU SLOW
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EXTREME 
CUSTOMER-CENTRIC 

MODEL

START WITH THE CUSTOMER
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EXCITING TIMES



KEVIN KELLY



OPEN MARKET
NO SPECIALISTS YET
LOW HANGING FRUIT

LIMITED ENTRY COSTS

Kevin Kelly



‘SOMETIMES PEOPLE REMEMBER 
WHAT YOU SAY.  

SOMETIMES PEOPLE REMEMBER 
WHAT YOU DO. 

BUT THEY ALWAYS REMEMBER 
HOW YOU MAKE THEM FEEL’.

Maya Angelou
Author, Poet & Playwright

193



Thank you
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Ready for the next step?

WWW.NEXXWORKS.COM

linkedin.com/company/nexxworks

twitter.com/nexxworks

facebook.com/nexxworks

Follow us on
SOCIAL MEDIA

Join one of our mind shifting 
INNOVATION EXPERIENCES

Join our China Innovation 
Tour in September

https://nexxworks.com/innovation-programs/the-nexxworks-innovation-bootcamp-utrecht-may-2018
https://nexxworks.com/
https://www.facebook.com/nexxworks
https://www.linkedin.com/company/nexxworks/
https://twitter.com/nexxworks
https://nexxworks.com/innovation-programs/day-after-tomorrow-tour-china-september-2018

