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Rethinking Customer Expectations for 2022 and Beyond
George Westerman and Ally MacDonald  May 12, 2022
To compete in the post-pandemic era, companies and managers must evolve their customer strategy.
After two years of uncertainty and rapid change, managers must rethink fundamental assumptions about how they do business — and especially about how they serve their customers. What has changed in what customers want? And what does that mean for the way you design customer experience?
Related Reading
G. Westerman, Why Digital Transformation Needs a Heart, MIT Sloan Management Review, Sept. 12, 2016.
G. Westerman, Rethinking Assumptions About How Employees Work, MIT Sloan Management Review, Oct. 28, 2021.
G. Westerman, Developing Strategy for New Customer Expectations, MIT Sloan Management Review, Dec. 06, 2021.
G. Westerman, The Questions Leaders Should Ask in the New Era of Digital Transformation, MIT Sloan Management Review, March 07, 2022.

In this webinar, MIT Sloan School senior lecturer George Westerman, author of “Developing Strategy for New Customer Expectations,” will look at ways companies and managers can rethink standard practices around customer experience and create strategies for effective decision-making in the post-pandemic era. He’ll share new research-driven insights on:

· The five assumptions companies often make about what customers want.
· The key questions to consider to evolve your leadership mindset for customers.
· Examples from companies that have transformed their approach to operations and customer experience.
· How companies can combine physical, virtual, and hybrid approaches for the future.
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SG COMMENT
MOORE’S LAW—TECHNOLOGY DOUBLES EVERY 18-20 MONTHS…….WHERE WILL WE BE? INTERESTING POLL OF VIEWERS ON WORKING DIGITALLY.
ABOUT THE AUTHORS
George Westerman (@gwesterman) is a senior lecturer with the MIT Sloan School of Management, principal research scientist for workforce learning in the MIT Jameel World Education Laboratory, and coauthor of the award-winning book Leading Digital: Turning Technology Into Business Transformation, published by Harvard Business Review Press. Ally MacDonald (@allymacdonald) is senior editor of MIT Sloan Management Review. She moderated the session.

https://sloanreview.mit.edu/video/bringing-customers-along-on-the-digital-journey/ 
Bringing Customers Along on the Digital Journey

Mohan Subramaniam and Elizabeth Heichler September 22, 2022
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Advocating With Authenticity — Brands Getting It Right
Latia Curry and Elizabeth Heichler 
January 08, 2021
Communicating a brand’s values to customers starts with internalizing them.
Today’s consumers expect more from brands. With more companies taking stances on political and social issues, it appears that sitting on the sidelines is no longer an option. But how can brands navigate the waters of brand advocacy in authentic ways that resonate with their customers?
Related Reading
L. Servodio and L. Curry, “Three Elements of Successful Corporate Social Justice Initiatives,” MIT Sloan Management Review, Dec. 1, 2020.

Please join Rally’s Latia Curry as she presents a “Brand Advocacy Map” to help guide companies through potentially fraught cultural and social terrain and to help brands “get it right” in their communications.
In this webinar, you’ll learn:
· The two most important levers for truly authentic brand advocacy.
· About case studies of brands doing advocacy across the spectrum — from missing the mark to successfully living their values.
· How to effectively measure advocacy success.
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How Digital Transformation Disrupts Legacy Leaders
Michael Schrage, Benjamin Pring, and Allison Ryder
Future of Leadership in the Digital Economy
February 12, 2021
Hear the key findings from the MIT SMR-Cognizant 2021 Future of Leadership Global Executive Survey and Research Report.
Digitalization has won, but has leadership lost? Our research strongly suggests that ongoing digital transformation fundamentally challenges how leaders are seen, experienced, and understood by their workforce. Effective leadership must be better balanced with affective leadership that openly embraces greater purpose, transparency, and authenticity.
Related Reading
M. Schrage, B. Pring, D. Kiron, and D. Dickerson, “Leadership’s Digital Transformation: Leading Purposefully in an Era of Context Collapse,” MIT Sloan Management Review and Cognizant, January 2021.

Watch this webinar, which is based on the recent report, “Leadership’s Digital Transformation: Leading Purposefully in an Era of Context Collapse,” to learn:
· Leadership best practices from companies including Starbucks, Anheuser-Busch InBev, Best Buy, and Delta Air Lines.
· How leaders can — and should — credibly and authentically make purpose an organizing principle for engaging colleagues and associates. The speakers introduce an NPS-like metric as a simple, fast, and powerful conversation starter.
· How data-driven leaders can invest in greater self- and situational awareness using an “affective” digital dashboard.
· How leaders can visualize their networks, which offers powerful insight into leadership style and substance — not to mention a demonstrable reality check on DEI issues.
SG comment:
They take you through some of their recent reports…..saves you reading them??
Context collapse? References to history of technology disruption. Leading by example? Are you digitally ready?
Reversal leadership……technically adept team members mentoring their superiors???? Who are the leaders???
Sentiment- analysis………….????
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ABOUT THE AUTHORS
Michael Schrage is a research fellow at the MIT Sloan School of Management’s Initiative on the Digital Economy, where he does research and advisory work on how digital media transforms agency, human capital, and innovation. Benjamin Pring cofounded and leads Cognizant’s Center for the Future of Work. He is a coauthor of a number of bestselling and award-winning books on how new technologies are changing the future of work. Allison Ryder is the senior project editor of MIT Sloan Management Review. She moderated the session.

https://learn.nes.nhs.scot/60481
NHS digital leadership
Digital Health and Care
Supporting development of a digitally skilled workforce


[image: Diagram

Description automatically generated]

https://emeritus.org/blog/webinar-digital-transformation-and-leadership/

[image: A picture containing text, electronics, screenshot, screen

Description automatically generated]
image1.png
M New Transformat: X \ B How Orgar X \ Resources and th X \ ¥ Signintoyourac X \ & New Tab X \ B How Effective Le Ret! B Webinar: Advocz X \ +
<« C @ sloanreviewmited /rethinking-customer-expectations-for-2022-and-beyond/ B x O

STORE | 2 HiStevev

M |TS|OaI‘I Topics Our Research Spotlight Magazine Webinars & Podcasts Q SEARCH

Management Review

Expectatins for 2022
and Beyond

George Westerman and Ally MacDonald +
May 12,2022

RUNTIME 0:58:39

=
N

and they weren't gonna
go beyond an assumption,

@SUBSCRIBE

To compete in the post-pandemic era, companies and What to Read Next
managers must evolve their customer strategy. 0





image2.png
and they weren't gonna
go beyond an assumption,





image3.png
M New Transformat. X | [B How Organizatio X | @ Resourcesandth X | [ Signintoyourac X | & NewTab X | B HowEffectivele: X [B WebinarRet « x B Webinar: Advoce X | + v = o X
« C @ sloanreview.mit.edu/video/rethinking-customer-expectations-for-2022-and-beyond/ B x O
W oSToRe | 2 HiStvev

Oall Topics Our Research Spotlight Magazine Webinars & Podcasts Q SEARCH
Management Review

o - y <
Expectations for 2022
and Beyond

Our customers really . In person is better

value the human touch. ) . George Westerman and Ally MacDonald =
/ i than digital. ) Moy 12,2022

RUNTIME 0:58:39

'E’eople won'tpay full — o~ —
price for a digital version ) ( The old way was the

of our product / service. right way.

Pandemic-era MiTSiean
service restrictions are J Developing Strategy for

New Customer

only temporary. - Expectations

© 2022 George Westerman. All Rights Reserved.
@SUBSCRIBE
to his or her children over time,

Topics To compete in the post-pandemic era, companies and What to Read Next

managers must evolve their customer strategy.
Marketing Strategy 01





image4.png
M NewTransformat. X | [B How Organizatio: X | Resourcesand tt X | M Signintoyourac X | @& NewTab X | B HowEffectiveLe: X [B WebinarRet @ X

« C @ sloanreviewmitedu/video/rethinking-customer-expectations-for-2022-and-beyond/

M |TS|OaII Topics Our Research Spotlight Magazine Webinars & Podcasts
Management Review

If people aren't in the office, The same rules should apply
they're not productive. / to everybody.

 Weneedtolocate < e When they’re working for rﬁe,
where the talent is. ' they’re not working for
| anyone else.

Employees will work the MiISican
way we tell them to. Rethinking Assumptions

About How Employees Work

© 2022 George Westerman. All Rights Reserved.

But as long as it's kind of close enough

Topics To compete in the post-pandemic era, companies and
managers must evolve their customer strategy.

After two years of uncertainty and rapid change, managers must rethink

https://sloanreview.mit.edu/topic/strategy/ P S S S S S AT

B Webinar: Advocz X |+ v =

George Westerman and Ally MacDonald -
May 12,2022

RUNTIME 0:58:39

@SUBSCRIBE 3 SHARE

What to Read Next

Intentionally Orchestrating
Workforce Ecosystems




image5.png
Sur Bringing Customers Along on the Digital Journey

The Four Tiers of Digital
Transformation

PRODUCTION CONSUMPTION
ECOSYSTEMS ECOSYSTEMS

<—Interactive > | < Interactive data from
data from products/users
assets

Data Data
Operational Advanced driven driven
gl x operational services services
o efficiencies 0 ! e o
efficiencies from value from digital

e.g., Reducing chains platforms

Defects e.g., Improving
R&D/Product e.g., Annuity-driven
Development Outcome-Based e.g., Connecting
Productivity Sales product users to third

party entities

full scope possible?

P o) 506/57:36 @ £ VYoulube NJ




image6.png
M NewTransformat. X | [B How Organizatio: X | Resourcesand tt X | M Signintoyourac X | @& NewTab X | [ HowEffective Le- X Vebinar: A B Webinar: Advocz X |+

C @ sloanreviewmitedu/video/advocating-with-authenticity-brands-getting-it-right/ 2 % o0 :

STORE | 2 HiStevev  ~

M |TS|OaI‘I Topics Our Research Spotlight Magazine Webinars & Podcasts Q SEARCH

Management Review

WEBINAR

RUNTIME 0:59:03
76% of recent survey respondents said they have purchased

76% or would consider purchasing a brand/product to show
support for the issues a brand supported.

67% of recent survey respondents stopped purchasing or
would consider doing so if a company stood for something
that didn’t align with their values.

@SUBSCRIBE 3 SHARE

P o) 3:32/5903 - Research @ & Youlube ] I3




image7.png
M NewTransformat. X | [B How Organizatio: X | Resourcesand tt X | M Signintoyourac X | @& NewTab X | [ HowEffective Le- X B Webinar: Advocz X |+

B ¥ o :

sToRe | A Hi, Steve v

C @ sloanreview.mitedu/video/advocating-with-authenticity-brands-getting-it-right/

M |TS|OaII Topics Our Research Spotlight Magazine Webinars & Podcasts Q SEARCH

Management Review

WEBINAR

Edelman surveyed 2,000 people from June 5-7, and researchers found
that the majority of consumers want brands to step up
and play a central role in addressing racism, bigotry, and oppression. o

“This is @ mandate for brands to “We’re seeing a shift in society from RUNTIME 0:59:03
act, because consumers will ‘me’ to ‘us’ and brands will need to

exercise brand democracy with channel that moving forward.”

their wallets. We have proven that

brands can no longer dodge
America’s original sin and third rail: June 23, 2020

systemic racism and inequality.”

CEO, Edelman
June 9, 2020
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must contend with groups of people they do not normally bring together, such as
acquaintances, friends, co-workers, and family."

AE.Marwick and d. boyd, “| Tweet Honestly, | Tweet Passionately: Twitter Users, Context Collapse. and the Imagined Audience,” New Media &
Society 13, no. 1 (February 2011): 114-133.
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