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[bookmark: _Toc206250213]Executive Summary
This portfolio examines Shell Plc's innovation strategy and customer journey mapping through the lens of the Innovation Ambition Matrix and Customer Journey Mapping frameworks. The analysis reveals Shell's transformation from a traditional oil and gas company to an integrated energy solutions provider, leveraging digital innovation and customer-centric approaches to navigate the energy transition. According to Shell's Energy Transition Strategy (2024), the company invested $5.6 billion in low-carbon solutions in 2023, representing 23% of capital spending. Key findings indicate Shell's strategic focus on three innovation horizons: optimising core operations through digitalisation, expanding into adjacent markets with Electric Vehicle charging infrastructure, and exploring transformational opportunities in renewable energy and AI-powered solutions.
[bookmark: _Toc206250214]Introduction to Shell Plc
Shell plc operates as an energy and petrochemical company in Europe, Asia, Oceania, Africa, the United States, and Rest of the Americas. As one of the world's largest energy companies, Shell has evolved from its origins as an oil and gas major to become a comprehensive energy solutions provider, operating in over 70 countries with a network of more than 46,000 retail locations globally (Shell plc, 2024).
According to the company's annual report, in 2024, Shell reported $16,094 million in income for shareholders, down from $19,359 million in 2023 (Power Library, 2025). Despite pressure in traditional energy markets, Shell has stayed strong by diversifying and investing in digital transformation. Its "Powering Progress" strategy, launched in 2021, marks a key move toward sustainable energy while still supporting its core energy business (The Brand Hopper, 2024).
Shell's organsational structure comprises five key segments: Integrated Gas, Upstream, Marketing, Chemicals and Products, and Renewables and Energy Solutions (SHELL PLC, 2025). This diversified portfolio positions Shell uniquely to navigate the complex energy transition while continuing to meet global energy demands. The company's commitment to achieving net-zero emissions by 2050 drives its innovation agenda and shapes its customer engagement strategies (Shell plc, 2024).
[bookmark: _Toc206250215]Key Consumer and Industry Trends Affecting Shell Plc
[bookmark: _Toc206250216]Digital Transformation in Energy
Shell is using AI, IoT sensors, and data analytics to transform its energy operations. It has deployed over 100 AI applications with partners like C3 AI, Microsoft, and Baker Hughes, applying tools such as generative AI for seismic analysis and customer service improvements (Analytics Insight, 2024). Additionally, Shell’s Citizen Development program lets employees build their own digital tools, driving innovation from within (Carroll & Maher, 2023).
[bookmark: _Toc206250217]Electric Vehicle Revolution
Electric vehicle sales grew from under 3% in 2018 to 18% in 2023, pushing Shell to rethink its retail approach and customer engagement, especially in major markets like China, Europe, and the U.S. (Shell's Energy Transition Strategy, 2024). In response, Shell aims to expand its Shell Recharge network to 70,000 public chargers by 2025 and 200,000 by 2030, strengthening its connection with EV customers (ChargeHub, 2024).
[bookmark: _Toc206250218]Changing Consumer Expectations
Today’s energy customers want smooth, digital experiences like those offered by top tech companies. Wilson (2022) explains that digital tools that make charging easier, reduce stress about driving range, and simplify the process will stand out. To meet these expectations, companies need strong digital strategies focused on convenience and user experience.
Consumer expectations are changing, with people now looking for more than just fuel when they visit energy retailers. At Shell’s flagship site in Singapore, over half of the 100,000 monthly visitors come for non-fuel products and services (Briggs, 2017). This shows that customers want convenient, all in one place that fit into their daily lives and offer more value.
[bookmark: _Toc206250219]Sustainability as a Competitive Advantage
More customers today choose brands that truly care about the environment. Shell faces the challenge of balancing its traditional energy business with real climate action. According to Accela Research (2024), Shell’s transition plan includes goals to cut its Net Carbon Intensity, though it has adjusted these targets as its business strategy evolves.
The importance of sustainability extends beyond consumer preferences to investor expectations and regulatory requirements. Shell's commitment to respecting nature involves working with suppliers and customers to accelerate the transition towards net-zero emissions, incorporating sustainable procurement and circularity across the entire value chain (Perry, 2024).
[bookmark: _Toc206250220]Part 1: Analysis of Shell Plc’s Approach to Innovation
[bookmark: _Toc206250221]Application of the Innovation Ambition Matrix
The Innovation Ambition Matrix by Nagji and Tuff (2012) helps analyse Shell’s innovation efforts in three areas: Core, Adjacent, and Transformational. This tool helps Shell balance its innovation spending and manage risks and returns across different types of projects.
[bookmark: _Toc206250222]Table 1: Innovation Ambition Matrix for Shell Plc
	Innovation Type
	% of Portfolio
	Description
	Representative Initiatives
	Expected Outcomes

	Core
	70%
	Incremental improvements to existing operations and customer experience
	- AI-powered predictive maintenance- Digital twins for refinery optimisation- Mobile payments and loyalty app- Retail modernisation (Deli2Go, Deli by Shell)
	Improved efficiency, cost savings, enhanced CX, reduced downtime

	Adjacent
	20%
	Expanding into related markets, leveraging current capabilities
	- EV charging infrastructure (Shell Recharge)- Low-carbon fuels (biofuels, hydrogen)- B2B energy solutions (energy management, PPAs, carbon offsetting)
	New revenue streams, market share growth, supporting energy transition

	Transformational
	10%
	Creation of new, disruptive business models and technologies
	- AI-powered energy ecosystems- Large-scale renewables (wind, solar, battery storage)- Circular economy (chemical recycling, waste-to-energy)- Blockchain energy trading
	Futureproofing, new business models, sustainability leadership



[bookmark: _Toc206250223]Core Innovations (70% of Innovation Portfolio)
Shell's core innovations focus on optimising existing operations and enhancing current customer experiences through incremental improvements and digital enablement.
Digital Operations Excellence
Shell is using digital tools to improve its operations by collecting better data, gaining insights, and taking actions to boost performance (Shell Global, 2024). This digital shift has reduced unplanned downtime by 20% with AI maintenance, increased refinery output and energy efficiency, and improved drilling efficiency by 30% (Analytics Insight, 2024). These results show how digital technology is enhancing traditional energy processes.
Supply chain digitalisation has been particularly transformative, with Shell managing its $41.5 billion procurement spend through integrated digital platforms. The Shell Supplier Sphere platform enables real-time collaboration between the company and its 24,000 suppliers across 110 countries (Perry, 2024). This digital ecosystem incorporates SAP Ariba for spend transparency and automated contracting through DocuSign integration.
Retail Experience Enhancement
Shell is updating its retail strategy to improve the customer experience while staying efficient. It has introduced the fifth generation of its Shell Select convenience stores, which Euromonitor ranks as the top brand in all 32 markets where Shell operates (Briggs, 2017). This change responds to shifting customer needs and the demand for unique retail experiences.
Shell has introduced key retail innovations to better meet customer needs. It offers fresh food through “Deli2Go” and “Deli by Shell” in over 20 markets, giving travellers quality food options (Sheridan, 2024). Mobile payments at 43,000 stations have made transactions easier, and digital loyalty programs have helped boost customer engagement and loyalty.
Operational Efficiency Technologies
Shell's investment in operational efficiency technologies spans the entire value chain. Advanced seismic imaging technologies have improved exploration success rates, while carbon capture and storage implementations at existing facilities demonstrate the integration of sustainability into core operations (Shell plc, 2024). Machine learning applications for process optimisation have yielded significant energy efficiency improvements across Shell's refinery network.
[bookmark: _Toc206250224]Adjacent Innovations (20% of Innovation Portfolio)
Adjacent innovations represent Shell's strategic expansion into related markets and customer segments, leveraging existing capabilities to capture new growth opportunities.
Electric Vehicle Charging Infrastructure
Shell’s rapid growth in EV charging shows its focus on adjacent innovation. The company now operates over 30,000 public charging stations worldwide at forecourts, on street spots, mobility hubs, and key destinations (Shell plc, 2024). Its goal of reaching 200,000 chargers by 2030 highlights a strong commitment to the expanding e-mobility market.
Shell’s $169 million acquisition of Volta in January 2023 boosted its EV charging presence in the U.S. (Dworski, 2024). This move gave Shell access to advanced technology and an existing network, showing its readiness to buy capabilities when fast market entry is important.
Low-Carbon Fuels
Shell is expanding its fuel business into cleaner alternatives by investing in low-carbon fuels. This includes developing advanced biofuels, sustainable aviation fuel, and hydrogen infrastructure (Shell plc, 2024). These efforts build on Shell’s current networks and customer base, meeting the rising demand for greener energy.
Energy Solutions Services
Shell is expanding into energy solutions for commercial customers as part of its adjacent innovation strategy. The company has shifted to focus on "value over volume," prioritising business clients over individual consumers (Mirza, 2024). This includes services like energy management platforms, renewable energy deals, and carbon offset programs designed for businesses.
[bookmark: _Toc206250225]Transformational Innovations (10% of Innovation Portfolio)
Transformational innovations position Shell for future energy markets, representing higher-risk, higher-reward investments in emerging technologies and business models.
AI-Powered Energy Ecosystems
Shell’s use of AI for energy ecosystems marks a major shift in how energy is managed. According to the 2025 Energy Security Scenarios report, AI could transform the energy system over the next 20-30 years through tools like autonomous energy trading, smart grid optimisation, and predictive demand modelling changing how energy is made, shared, and used (Safety4Sea, 2025).
Renewable Energy Ventures
Shell's renewable energy investments demonstrate its commitment to transformational change in its business model. With $5.6 billion invested in low-carbon solutions in 2023, representing 23% of capital spending, Shell is making substantial bets on renewable technologies (Shell plc, 2024).
Circular Economy Solutions
Shell’s development of circular economy solutions marks its most transformative innovations, creating new business models. These include chemical recycling of plastics, waste-to-energy systems, and technologies that convert CO2 emissions into useful products (Shell plc, 2024).
[bookmark: _Toc206250226]Current Customer Journey Mapping
Understanding Shell's current customer journeys provides essential insights into pain points and opportunities for digital innovation. The analysis examines two primary customer segments: traditional fuel customers and emerging EV charging customers.
Table 2: Customer Journey Mapping for Shell Plc
	Journey Stage
	Touchpoints
	Pain Points
	Gain Points

	Awareness
	Brand advertising, location visibility, price displays, mobile apps
	Price volatility confusion, hard to differentiate on value
	Wide network, strong brand, convenient locations

	Consideration
	Mobile app, website, loyalty program communication
	Complex loyalty enrolment, unclear benefits
	Fuel quality assurance, trusted brand

	Purchase
	Fuel pumps, payment terminals, convenience store, attendants
	Outdated payment systems, queues, limited payment options
	Fast transactions, multiple fuel grades

	Experience
	Store, car wash, restrooms
	Inconsistent store quality, limited fresh food options
	One-stop convenience, car wash, additional services

	Loyalty
	Mobile app, email, rewards redemption
	Complex rewards, low perceived value
	Fuel discounts, personalised offers



EV Charging Customer Journey
	Journey Stage
	Touchpoints
	Pain Points
	Gain Points

	Awareness
	Charging apps, online maps, station locator, social media
	Range anxiety, lack of network awareness
	Growing network, integration with route planning

	Consideration
	Shell Recharge app, third-party platforms, price comparison tools
	Multiple apps needed, variable pricing, availability uncertainty
	Real-time data, reservation capability

	Purchase
	Charging station, payment systems, mobile apps
	Authentication failures, payment issues, connector incompatibility
	Multiple payment options, fast charging

	Experience
	Waiting area, retail facilities, digital entertainment
	Limited amenities, unpredictable wait times
	Store access, comfortable waiting, value-added services

	Post-Experience
	Digital receipts, app notifications, customer service
	Unclear billing, limited charging history, slow issue resolution
	Usage tracking, sustainability metrics



Traditional Fuel Customer Journey
Awareness Stage
· Touchpoints: Brand advertising, location visibility, price displays, mobile apps.
· Pain Points: Customers experience confusion due to price volatility and struggle to differentiate between fuel brands based on quality or value propositions.
· Gain Points: Shell benefits from widespread availability with over 46,000 locations globally and strong brand recognition built over a century of operations.
Consideration Stage
· Touchpoints: Mobile applications, company website, loyalty program communications.
· Pain Points: Complex loyalty program enrolment processes deter customer participation, while unclear benefit structures reduce perceived value.
· Gain Points: Shell's fuel quality assurance and convenient locations provide competitive advantages in customer decision-making.
Purchase Stage
· Touchpoints: Fuel pumps, payment terminals, convenience stores, attendant interactions.
· Pain Points: Many locations still use outdated payment systems, creating friction in transactions. Long queues during peak hours and limited payment options frustrate time-conscious customers.
· Gain Points: Quick transaction times for fuel purchases and availability of multiple fuel grades meet diverse customer needs.
Experience Stage
· Touchpoints: Convenience store shopping, car wash services, restroom facilities.
· Pain Points: Inconsistent store quality across the network undermines brand experience, while limited fresh food options fail to meet evolving customer expectations.
· Gain Points: One-stop shopping convenience and additional services like car washes add value to the customer visit.
Loyalty Stage
· Touchpoints: Mobile app engagement, email communications, rewards redemption processes.
· Pain Points: Complex reward structures confuse customers, while low perceived value of rewards fails to drive meaningful behavioural change.
· Gain Points: Fuel discounts provide tangible value, and personalised offers based on purchase history enhance relevance.
EV Charging Customer Journey
Awareness Stage
· Touchpoints: Charging apps, online maps, station locator services, social media.
· Pain Points: According to Wilson (2022), "fifty-eight percent of drivers say that range anxiety is a barrier for purchasing electric cars and 65% experience range anxiety when they first purchase an EV".
· Gain Points: Growing network visibility and integrated route planning capabilities help address range anxiety.
Consideration Stage
· Touchpoints: Shell Recharge app, third-party charging platforms, price comparison tools.
· Pain Points: Multiple app requirements create complexity, while pricing structures vary significantly across networks. Real-time availability uncertainty compounds planning challenges.
· Gain Points: Real-time availability data and reservation capabilities provide certainty for journey planning.
Purchase Stage
· Touchpoints: Physical charging stations, payment systems, mobile applications.
· Pain Points: Authentication failures frustrate customers, payment processing issues cause delays, and connector compatibility problems create technical barriers.
· Gain Points: Multiple payment options accommodate different preferences, while fast charging speeds minimise wait times.
Experience Stage
· Touchpoints: Waiting areas, retail facilities, digital entertainment options.
· Pain Points: Limited amenities during extended charging sessions reduce customer satisfaction, while unpredictable wait times complicate journey planning.
· Gain Points: Integration with existing Shell retail facilities provides convenience, while comfortable waiting areas enhance the charging experience.
Post-Experience Stage
· Touchpoints: Digital receipts, app notifications, customer service channels.
Pain Points: Unclear billing statements create confusion, limited access to charging history impedes expense tracking, and poor issue resolution damages brand perception.
· Gain Points: Detailed usage tracking supports expense management, while sustainability metrics appeal to environmentally conscious customers.
[bookmark: _Toc206250227]Digital Innovation Opportunities Identified
Based on comprehensive customer journey analysis, several strategic digital innovation opportunities emerge that could significantly enhance Shell's competitive position:
Unified Energy Platform - Shell’s different energy services can be confusing for customers. A single digital platform that combines fuel, EV charging, and home energy would make things much simpler. This platform would offer easy payments, loyalty rewards, and smart suggestions based on how customers use Shell’s services (Accenture, 2025).
AI-Powered Personalisation - Using Shell’s large customer data with AI can create highly personalised experiences. AI could offer custom prices based on loyalty and behaviour. For EV drivers, AI can suggest the best charging routes by considering vehicle details, weather, and traffic. Fleet customers could get alerts for maintenance based on how their vehicles are used (Analytics Insight, 2024).
Augmented Reality Experiences - AR technology could change how customers use Shell’s services. It could help guide them to the nearest charger or fuel pump and offer step-by-step help for first-time EV users. AR could also make tracking carbon savings fun and engaging for people who care about the environment (Accenture, 2025).
Internet of Thinking Ecosystem Development - The Internet of Things (IoT) offers chances to build connected energy systems. Connected cars could automatically handle payment and access at charging stations. Smart home systems could adjust energy use based on prices and grid status. IoT sensors could also help predict demand to improve efficiency and customer service (Analytics Insight, 2024).
[bookmark: _Toc206250228]Part 2: Proposed Digital Transformation Initiative - Shell Energy Hub1
[bookmark: _Toc206250229]Initiative Overview
The Shell Energy Hub is a major digital project that changes how Shell connects with customers. Instead of just focusing on fuel sales, it sees Shell as a full energy partner. This AI-powered platform combines Shell’s energy services to predict and meet customer needs for cars, homes, and businesses.
The initiative solves key problems customers face and uses new digital and clean energy technologies. By offering a smooth, smart, and personalised energy platform, Shell can stand out in a tough market and build customer loyalty while encouraging sustainable actions.
[bookmark: _Toc206250230]Core Features and Capabilities
1. Unified Digital Identity The Shell Energy Hub is built on a single digital ID that connects all Shell services. Customers can use one login for fuel, EV charging, and home energy. A combined dashboard shows all energy use to help make smart choices. Payments will work with regular methods and cryptocurrencies, and biometric login will keep things safe and easy (Accenture, 2025).
2. AI-Powered Energy Assistant The Shell Energy Hub features an AI-powered energy assistant that helps customers manage energy proactively instead of just reacting. It analyses usage, preferences, weather, and prices to optimise energy use. The system offers smart refuelling and charging advice to prevent running out of energy. It also tracks carbon footprints in real time and allows users to trade their renewable energy automatically (Analytics Insight, 2024).
3. Integrated Mobility Solutions - The Shell Energy Hub will change how people plan trips by combining different transport types and energy sources. It will plan routes using cars and public transport, focusing on saving time, money, and the environment. Smart routing will use real-time energy prices and availability to pick the best path. Automated charging and refuelling schedules will cut wait times. For businesses, integrated fleet management tools will help run operations more efficiently (ChargeHub, 2024).
4. Home Energy Management - The Shell Energy Hub will also work with smart home devices to manage energy better. It will help optimise solar panels and battery use to reduce reliance on the grid. Automated systems will buy electricity when prices are low, and customers can sell extra renewable energy to neighbours through Shell’s platform, creating new income opportunities (Shell plc, 2024).
[bookmark: _Toc206250231]Enhanced Customer Journey Map
The Shell Energy Hub transforms the customer journey from a series of disconnected transactions into an integrated, proactive experience that anticipates and fulfils energy needs seamlessly.
[bookmark: _Toc206250232]Pre-Journey Phase
Digital Touchpoints: Each morning, the AI assistant gives a personalised update on energy needs using the customer’s calendar, weather, and past habits. It warns about upcoming vehicle maintenance and suggests the best time to leave based on traffic, energy costs, and charging spots. For regular convenience shoppers, it automatically places pre-orders to be picked up during their commute.
Value Creation: This proactive approach eliminates planning friction by removing the cognitive load of energy management. Problems are prevented before they occur through predictive analytics. Time savings are achieved through intelligent optimisation of routes and schedules. The entire experience feels personalised and tailored to individual needs and preferences.
[bookmark: _Toc206250233]Active Journey Phase
Digital Touchpoints: During the journey, augmented reality helps guide drivers to nearby charging or fuel spots. Payments happen automatically, so no cash or cards are needed. Drivers can reserve spots to avoid waiting. While charging, the platform offers entertainment and work tools. A virtual helper is also available to assist with any needs during the journey.
Value Creation: The active journey phase delivers zero-friction transactions that feel almost magical in their simplicity. Guaranteed availability removes anxiety about finding available charging or fuel. Wait times become productive through integrated entertainment and productivity features. The entire experience feels premium and differentiated from competitors.
[bookmark: _Toc206250234]Post-Journey Phase
Digital Touchpoints: After a journey, automatic expense reports make business travel easier to manage. Customers can see how their travel affects the environment, helping them choose greener options. They can share their achievements with others to inspire. The system also predicts when vehicles need maintenance and connects customers with a community focused on sustainability.
Value Creation: The post-journey phase simplifies administrative tasks that traditionally create friction. Environmental consciousness is reinforced through clear visualisation of impact. Social connections are strengthened through community features. Vehicle health is maintained proactively, preventing future issues. A sense of community and shared purpose emerges around sustainable energy use.
[bookmark: _Toc206250235]Implementation Roadmap
The Shell Energy Hub implementation follows a carefully phased approach designed to minimise risk while maximising learning and value creation.
Foundation - The initial phase builds a strong, secure platform for millions of users, integrating with Shell’s systems for smooth operations. Core apps for iOS and Android will be developed, and AI models trained with past data. A pilot with 1,000 customers will test and improve the system in real life.
Integration - The second phase adds more features and grows users. It fully connects with EV charging, unifies payments, and moves old loyalty programs to the new platform. Integrating third-party services will widen offerings. The user base will grow to 10,000 across several markets for wider testing.
Intelligence - The third phase adds advanced AI features learned from earlier tests, including predictive analytics for proactive service. Blockchain will support secure energy trading, and AR/VR will offer immersive experiences. The platform will grow to 100,000 users, showing it works well commercially.
Ecosystem - The final phase completes the full ecosystem by adding home energy management and services for business customers. The platform will expand internationally, activating all planned features. Reaching 1 million users will make it a major part of Shell’s business.
[bookmark: _Toc206250236]Expected Business Impact
The Shell Energy Hub is projected to deliver substantial business value across multiple dimensions, justifying the investment and organisational commitment required.
Financial Impact - Shell expects a 15-20% increase in customer lifetime value as more users adopt multiple services on its integrated platform, boosting spending and loyalty. AI automation will reduce customer service costs by 25%. Market share is projected to grow by 5% in three years due to Shell’s unique offerings. New revenue from subscriptions, premium features, and energy trading is expected to generate $500 million annually by the third year.
Operational Impact - Customer satisfaction, measured by Net Promoter Score, is expected to improve by 40% as friction points are eliminated and value is enhanced. Operational efficiency gains of 30% in transaction processing time will improve throughput and reduce infrastructure requirements. The platform will generate a ten times more customer behaviour data points, enabling more sophisticated analytics and personalisation. Innovation velocity will increase by 50% as the platform architecture enables rapid deployment of new features and services.
Sustainability Impact - The platform is expected to help users cut their carbon footprints by 20% through smarter energy use. EV charger usage is predicted to triple as adoption becomes easier. Around 40% of users are expected to switch to renewable energy via home management and peer trading tools. Additionally, 60% of users are actively engaging with sustainability features and changing their behaviour as a result.
[bookmark: _Toc206250237]Success Metrics and KPIs
Comprehensive measurement systems will ensure the Shell Energy Hub delivers on its ambitious objectives while enabling continuous improvement.
Customer Metrics - Shell will track key customer metrics to measure platform success. Monthly Active Users (MAU) will show engagement, while Customer Acquisition Cost (CAC) ensures growth is efficient. Customer Lifetime Value (CLV) proves long-term value, and Net Promoter Score (NPS), app ratings, and feature adoption rates will guide satisfaction, experience quality, and future development priorities.
Business Metrics - Shell will use business metrics like revenue per user, transaction volume, and cross-sell rates to measure platform success. Market share growth shows competitiveness, while cost per transaction tracks efficiency. Overall platform profitability will confirm the sustainability of Shell’s business model as it grows.
Innovation Metrics - Innovation metrics track how quickly the platform evolves, including feature release speed, API integrations, and the size of the developer community. Patent applications protect new ideas, while the value of the innovation pipeline and time to market ensure ongoing improvements and efficient development.
Sustainability Metrics - Sustainability metrics measure the platform’s environmental impact, including carbon emissions avoided and renewable energy use. They track changes in customer behaviour, community engagement, and overall environmental scores. These metrics also show how the platform supports global sustainability goals like the Sustainable Development Goals (SDGs).
[bookmark: _Toc206250238]Risk Mitigation Strategies
Comprehensive risk management ensures the Shell Energy Hub's success despite inherent uncertainties in digital transformation initiatives.
Technology Risks - Shell will manage technology risks by introducing new systems slowly and testing them well before full launch. Testing in different situations will help catch problems early. Backup systems will keep everything running smoothly with over 99.9% uptime. If something goes wrong, there are plans to quickly undo changes and switch to other systems to keep the business going.
Privacy Risks - Because energy use data is private, Shell will take extra care to protect it. The system will follow GDPR rules from the start. Clear data policies will explain how customer data is used and kept safe. Customers will have control over what they share, helping build trust. To stay secure, Shell will collect only necessary data and have outside experts check their systems regularly.
Adoption Risks - Customer adoption is vital to success. Shell will offer rewards, allow gradual transitions, and provide clear guidance. Traditional services will remain available during the shift, ensuring support for all users, including those who prefer familiar, conventional ways of interacting.
Competitive Risks - Competitive risks from both traditional energy companies and technology giants require strategic positioning. Rapid innovation cycles will maintain feature leadership. Exclusive partnerships with key technology providers will create competitive moats. Patent protection for key innovations will prevent direct copying. Contingency strategies include acquisition of threatening startups and defensive positioning in key market segments.
[bookmark: _Toc206250239]Conclusion
Shell Plc is changing from just an oil and gas company into a modern energy business. It is using new technology to better meet what customers and society need. Shell is improving its current services, growing in areas like EV charging and cleaner fuels, and exploring AI and renewable energy to do well now and in the future.
Customer journey analysis highlights key pain points around fragmented experiences and lack of personalisation, especially in EV charging. These challenges present significant opportunities for Shell to differentiate itself through digital innovation.
The proposed Shell Energy Hub is a visionary initiative designed to unify Shell’s energy services into a seamless, intelligent digital platform, delivering enhanced value through predictive insights, gamified sustainability, and community engagement. Achieving this transformation will require strong execution in technology, organisational change, and customer adoption.
 Shell is expected to grow in revenue, improve customer satisfaction, and support sustainability. By changing its business model while still running efficiently, Shell is set to lead the energy transition. This approach will help the company stay important and create long-term value for customers, investors, and society.
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