


A visual story and perspective on:



The computer, as we know it, has 
disappeared. 

But it has not gone away; it has 
simply merged with our everyday 
surroundings. Bikes, cars, trains, 
buildings, shops in fact the 
whole urban space is the 
actual computer.  Technology 
has become ubiquitous 
and central to growth 
and innovation in 
today’s economy, 
through economic, 
social and political 
factors, impacting 
consumers, citizens, and 
organizations.  
 
It is embedded in a vast 
array of services and 
devices, and has become 
industrialized, accessible 
DQG�DઊRUGDEOH��(QDEOLQJ�
people and businesses to 
FRQWLQXRXVO\�ÀQG�QHZ�DQG�
enhanced uses for technology 
in everyday life and business. To 
do what was previously impossible. 
The explosion of data has allowed 
businesses to view online and in-
person behavior patterns more 
comprehensively. Which has extended 
audience intelligence, and dramatically 
improved segmenting accuracy and 

timeliness. Organizations are enabled 
to capture, aggregate, augment 
DQG�PDQLSXODWH�VLJQLÀFDQW�DPRXQWV�
of information about internal and 

external transactions, which 
can lead to the discovery of 

patterns in behavior, improved 
management of business 

metrics, and a more 
consistent and connected 
customer experience.

Society has become 
increasingly 
technologically 
mediated. The role 
of ubiquity has never 
been more important. 
The design process 
helps mediate the 

relationship between 
practical function and 

how technology works 
within a society. Helping 

imagine and explore 
the implications of new 

capabilities.
 

This visual story provides business 
leaders with insights and true stories 
from the cutting edge across multiple 
industries,  and an approach to help 
rapidly shape and deliver their digital 
strategies to gain a competitive 
advantage from technology.



Here are four trends that illustrate the blurring 
boundary between digital and physical presence.



Businesses are connecting products in the real-world to experiences 
in virtual environments. The streets and places we pass through are 
gradually becoming more augmented by an interactive layer of digital 
content and information. 0RVW�RI�WKH�ZRUOG·V�PXVLF�LV�DYDLODEOH�LQVWDQWO\�DW�\RXU�ÀQJHUWLSV��:H�

have access to many of the movies since the beginning of cinema. 
3OD\LQJ�JDPHV�DQG�ZDWFKLQJ��PRYLHV�RQ�RQOLQH��OHWV�SHRSOH�HQMR\�D�ÀOP�
WRJHWKHU�DQG�LQWHUDFW�RQOLQH�GHVSLWH�JHRJUDSKLF�GLරHUHQFHV��:LWK�WKH�
help of multiplayer gaming, digital media delivery services, and motion 
controllers, it almost seems like your friends are in the same room with 
you as you play. Online photo-sharing which enables people to take 
SLFWXUHV��DSSO\�GLJLWDO�ÀOWHUV�WR�WKHP��DQG�VKDUH�WKHP�RQ�D�YDULHW\�RI�
social networking services. Never has it been easier to be entertained—
yet we’re always seeking more.



The explosive growth of social networking, has had a massive impact 
on how people organize themselves online. Facebook has become part 
of everyday life. YouTube is an endless source of entertainment and 
education. People want to share stories about their real experiences and 
build a personal brand around their passions, beliefs, and activities. In the 
1990s, we in the developed world learned how to use the Internet.  Since 
then, we’ve internalized the Internet and made it part of our social routine. 

These demonstrate just the beginning of a shift from mass media 
WR�PHGLD�E\�WKH�PDVVHV��LQ�ZKLFK�PHGLD�LV�UH�GHÀQHG�DV�FRXQWOHVV�
conversations by non-journalists. 

:KHUH�RQHVHOI�FDQ�RIWHQ�IDOO�VXEMHFW�WR�UHDGLQJ�WKH�VRFLDO�UHYLHZV�DQG�
FRPPHQWDU\��WKDQ�WKH�DFWXDO�VWRU\�LWVHOI��:KLFK�EHJV�WKH�TXHVWLRQ�RI�
who’s in control, who actually is the journalist?



These trends show the continued blurring of the 
boundary between virtual and physical presence. 
How we, as humans, have become increasingly 
driven by our primal need for social recognition 
and celebration. The convergence of device 
functionality. Mobile access to information. Our 
need to be social, curiosity for authentic content 
and insights, and the human need for balance.



8OWLPDWHO\�DOO�FRPPHUFLDO�EXVLQHVVHV�DVSLUH�WR�GR�WKH�VDPH�WKLQJ��0DNH�PRQH\��7KH�GLරHUHQFH�LV�KRZ�WKH\�GR�LW�KRZ�WKH\�
SULRULWL]H��RUJDQL]H�DQG�H[HFXWH��'ULYLQJ�EXVLQHVV�YDOXH�IXQGDPHQWDOO\�UHTXLUHV�WKUHH�actions. Connecting strategy by 
how your company intends to create value with business operations on what your company actually does, and prioritizing 
WKH�ULJKW�LQYHVWPHQWV��LV�OHDGHUVKLS·V�FULWLFDO�WDVN�DQG�DQ�LQFUHDVLQJO\�GLFXOW�WDVN�WR�GR�ZHOO� 



Many businesses are 
enhancing real world 
products by connecting 
them to virtual 
experiences. 

In many countries today, 
people are growing up 
taking for granted the 
permanent digital aesthetic 
embedded in their lives. 

The ability to generate 
demand with the right 
people in the right place 
is key. 

Monetize experiences 
through social commerce 
and advertising services 
and apps. 

Gather and analyze 
customer data to gain 
insight and agility to help 
businesses evolve and 
iterate. 

Delight customers with 
valuable experiences that 
build on the exceptional 
products and services that 
you deliver to customers 
WRGD\��FUHDWLQJ�ÁRZ�DQG�
feedback. 



Businesses face continuous pressures to drive technological innovation and to use technology to:

Delivering services & solutions based on these scenarios means competitive advantage gained, 
improved business performance, accelerated time to market, and/or ability to better deliver on 
customer needs.



8ELTXLWRXV�FRQQHFWLYLW\�DQG�GDWD�VWRUDJH�ZLWK�
attractive economics provide a platform that is driving 
innovation and business transformation.

Enable any device anywhere and embrace diverse 
work styles by supporting devices and building apps 
to support new business models and needs. 

Helping businesses be more competitive by allowing 
people to work in a familiar way, accelerating 
productivity and innovation, whilst using customer 
management tools, search and advertisement solutions 
to help better monetize business opportunities by 
building new business models and win customers

Makes data of any volume, variety, velocity, and 
variability an organizational asset by turning 
information into value streams, enabling Insight 
decisions that drive business impact and create 
business value. 



True stories of businesses and 
organizations who have used 
technology creatively to solve 
business problems, instigate 
market-making change, and 
gain a competitive advantage.



Aging infrastructure, struggling to scale out services, meet 
evolving expectations, whilst coping with economic austerity 
DQG�GZLQGOLQJ�ÀQDQFLDO�UHVRXUFHV��

Providing better online access to services and information, 
UHVSRQGLQJ�IDVWHU�WR�HYHU\WKLQJ�IURP�FLWL]HQ�UHTXHVWV�WR�
natural disasters, better handling burgeoning populations, 
DQG�SURYLGLQJ�HQHUJ\�HFLHQW�VROXWLRQV�WR�LPSURYH�TXDOLW\�
of life as well as save money.

5HGXFLQJ�FRVWV�E\�LPSURYLQJ�LQHFLHQFLHV�WR�VROYH�FULPH�
DQG�SROLFH�RFHU�SURGXFWLYLW\�

Delivering digital services that improved policing and crime 
solution, multi-device applications to support front line 
SROLFLQJ��LPSURYH�SROLFH�RFHU�HරHFWLYHQHVV�DQG�&LWL]HQ�
engagement through faster crime booking process, and 
better access to insightful information and intelligence to 
solve crimes.



,QHරHFWLYH�DELOLW\�WR�OHYHUDJH�H[SHUWLVH�DQG�DGYLVRU�YDOXH�
across all branches and lack of current and consistent 
business insights to help better manage the business.  

Better use of expertise and advisor value across all branches, 
business intelligence for managing the business, lower cost 
commodity technologies that directly supported business 
goals of higher market share, Branch as advice center, and 
best in class customer journey.

A shrinking market, lack of product and service 
GLYHUVLÀFDWLRQ��DQG�GDWHG�WHFKQRORJ\�VROXWLRQV��8QDEOH�WR�
take advantage for new digital technology innovations to 
ÀQG�QHZ�ZD\V�RI�ZLQQLQJ�FXVWRPHUV�

Extending leadership position by innovating on new 
GLරHUHQWLDWHG�DQG�SURÀWDEOH�GLJLWDO�SURGXFWV��VHUYLFHV�DQG�
experiences that resulted in increased subscriptions and 
market share.



A brick and mortar only channel.

Using digital solutions to drive competitive advantage, 
improve business performance, deliver engaging and 
memorable shopper experiences to win shoppers and retain 
their loyalty.

Fragmented collaboration process across three separate 
divisions. 

Streamlined productivity and empowered employees to build 
better cars around the globe.







Every successful business 
needs to continuously 
innovate or it will cease to 
exist over the longer term. 

Incremental innovation is 
small improvements to an 
existing product or service 
that usually helps maintain 
or improve its competitive 
position over time. 

Mature businesses tend 
to innovate “inside the 
sphere” (incrementally). 
Because they tend to know 
their customers well, know 
how to reach them, and 
want to build on their 
current products and 
services. 

Radical innovation is 
often breakthrough 
and disruptive in that it 
provides something new 
to the world that we live 
rejecting convention and 
overturn the current status 

TXR�FRQYHQWLRQV�DQG�E\�
VLJQLÀFDQWO\�FKDQJLQJ�
customer expectations in a 
positive way. 

Most startups are heavily 
biased toward radical 
innovation and innovate 
“outside the sphere”.  
Because they typically have 
D�KLJKHU�ULVN�EXW�RරHUV�
higher returns, target new 
markets and relies on new 
business models, and can 
end up replacing existing 
products and services. 

People tend not to see 
incremental change. They 
see disruptive change that 
is often provocative and 
impactful. That’s not to say 
incremental innovation 
is inferior by any means.  
The key is maintaining a 
balance, and knowing when 
to innovate between radical 
and incremental innovation 
over the long term.



Making money and being 
successful. Doing things 
better and in new ways

Researching, synthesizing and 
FUHDWLQJ�XQLTXH�	�FRPSHOOLQJ�XVHU�
experiences that competitively 
GLරHUHQWLDWH

Optimal impact happens 
at the intersection of 
these competencies

How technology works 
and enables the business 
process & experience

Engaging employees, customers, 
and partners in multi-disciplinary 
research.

Generate ideas and envision the 
SRWHQWLDO��´:KDW�LI���"µ�´+RZ�FRXOG�
ZH��"µ�´:RXOGQ·W�LW�EH�LQFUHGLEOH�LI���"µ

Design the service, the product and the experience.

Prototype the commercially viable 
technologically feasible ideas and 
explore the end to end experience.

Implement, bring solution to 
PDUNHW�HරHFWLYHO\�DQG�SURÀWDEO\�



6LWXDWLRQDO�OHDGHUVKLS�LGHQWLÀHV�
the right leadership style to 
adapt to solve the problem 
at hand, depending on the 
situation.

In-depth examination of context, 
cross-cultural comparisons, 
observation of participants, and 
long-term immersion in the area 
of research. Cultural anthropology 
in particular emphasizes cultural 
relativity, holistic thinking, and the 
XVH�RI�ÀQGLQJV�WR�IUDPH�FXOWXUDO�
FULWLTXHV�

Service design helps you 
design to the needs of your 
customers so that a service is 
people-centric, competitive, 
and relevant to customers 
by helping your business to 
better understand the behavior, 
needs, and motivations of the 
customer. 

Ethnographic studies is based 
on the study of people within 
their own environment through 
WKH�XVH�RI�TXDOLWDWLYH�UHVHDUFK�
and analysis to describe a 
cultural group.

Scenario planning determining 
the target stats and events 
that likely will impact a 
customer, and identifying 
underlying assumptions and 
core underpinnings to develop 
successful solutions. 

Observational analysis to 
gather rich information about a 
customer’s journey, the products 
and services an organization 
provides that go beyond their 
immediate interactions in a 
particular digital or physical 
touch point. 

Competitive analysis involves 
reviewing industry trends, 
ÀQGLQJ�NH\�SHUIRUPDQFH�
benchmarks, analyzing the 
strategies and tactics in 
competing organizations, 
identifying tactics that support 
revenue growth objectives while 
mapping to strategic themes. 

Ideation management involves 
generating, developing, and 
communicating new creative 
ideas an essential part of the 
design process. Ideation is a 
formal method of brainstorming 
that involves all stages of a 
thought cycle, from innovation 
to development to actualization. 



The purpose of organizational development is 
to provide leading-edge thinking practice and 
programs. To foster innovation and creativity, 
drive continuous learning and improvement, 
intelligently balancing innovation with 
governance, and providing people and teams 
ZLWK�WKH�ULJKW�DXWRQRP\�DQG�ÁH[LELOLW\�WR�
deliver. Motivated people inspire customer 
OR\DOW\��DQG�WKDW�OR\DOW\�GULYHV�UHDO�SURÀWDELOLW\�
and sustainable growth. Organizations that 
can think like their customers and deliver 
products, services and experiences from their 
SHUVSHFWLYH��ZLOO�EH�ZHOO�HTXLSSHG�WR�DGGUHVV�
the complexity of delivering iterative and rapid 
increments of business value and outcomes.



In a study carried out by Jeneanne Rae, then co-founder of Peer Insight LLC in 2010, an index was created of the total 
returns for organizations that instill an innovative customer-centric approach, versus the Standard & Poor’s (S&P) 500. 
7KH�PDUNHG�GLරHUHQFH�LQ�WKH�SHUIRUPDQFH�RI�WKHVH�RUJDQL]DWLRQV��SURYLGH�D�GLVWLQFW�SDWWHUQ�DQG�GLUHFW�LPSDFW�LQ�WKHLU�
peer group. Not only are there notable outcomes for their customers and employees, it leads to tangible returns for 
VKDUHKROGHUV��6XFK�DV�LPSURYHG�SURÀW��ORZHU�FRVWV��DFFHOHUDWHG�LQQRYDWLRQ��HQKDQFHG�EUDQG�HTXLW\��DQG�IDVWHU�FKDQJH�µ

At the end of the day, it’s about people and execution. Breaking down decaying organizational silo’s from rigid functional 
and operational structures, to highly skilled, focused and nimble teams, that are dedicated to creating and delivering 
solutions to the problem at hand in a rapid, progressive and optimal way. Recruiting and managing the right skills mix 
blended into the right team system and dynamics.  Getting the right organizational balance comes from having the right 
core values, guiding principles, behaviors, capabilities, skills and capacity to execute.
 
7KH�IXQGDPHQWDO�GLරHUHQFH�LV�DERXW�DWWLWXGH��LPDJLQDWLRQ�DQG�H[HFXWLRQ�ମ

Source: In a study carried out by Jeneanne Rae, 
President & Co-Founder, Peer Insight LLC. 

Note: All performance is based on total returns 
LQFOXGLQJ�VWRFN�SULFH�ÁXFWXDWLRQV�DQG�WKH�SD\PHQW�RI�
GLYLGHQGV��3RUWIROLRV�DUH�HTXDOO\�ZHLJKWHG�





 

The Microsoft Services’ Enterprise Strategy team provide unparalleled technology 
expertise to accelerate business value and outcome-based solutions.
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