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The Prolalem is aeHina tHhis..

.1+o do this..



RAISE YOUR HAND IF THIS
SOVMNDS LIKE SOMETHING
YOV'RE DEALING WITH



SO... HOW WOVLD YOV bO IT?



"Blah, blah, blah experimentation
blah, blah blah custower-focus.”

?/47/
R R

Change dgents

222
RRR||RR%

orgamsaﬁoma\ decision-wakers







YOV HAVE ONE WEEK TO
DEMONSTRATE A COMPELLING
EXAMPLE OF RAPID, ON-SITE,

CUSTOMER-FOCVSED,
EXPERIMENTATION



GonL EXPERIMENT

Provide a more convenient ghoPPng Build a basic selﬁ—ecanninﬂ mobile app
experience for customers to see i customers Find the shopping
Faster and easier

HYPOTHESIS

The IoiﬁaeeJr Prolo\em with grocery
shopping is time wasted in checkout

RESULTS

IF we improve eelﬁ-ecanninﬁ to
shorten checkout time

THEN customers wil Find the shopping
experience more convenient





http://www.youtube.com/watch?v=UpIeEXacgOw

6oaL

Provide a more convenient shopping
experience for customers

HYPOTHESIS

The biﬂaeer Pr'ololem with grocery
shopping is time wasted in checkout

IF we improve eeH:—ecanninﬂ to
shorten checkout time

THEN customers wil Find the shopping
experience more convenient

EXPERIMENT

Build a basic c;el?—ecannina mobile app
to see iF customers find the shopping
Foster and easier

RESULTS

e Not useful For a smal store
o Di-P-Fia.ll++oqsewl-|encar'ryr|g' a
basket



6oaL
Provide a better mead experience For

customers

HYPOTHESIS

Urban would like quick meadls
Maredsohed-thy

IF we provide recipes and an easy
way-l-oga-li'er-ﬂ-ehgreaienb
THEN customers wil e-Per-thlsover

packaged medls and Hi
experience superior

EXPERIMENT

Buidabaslc app and an

shell to see i
cuﬁmrswilﬁdﬂisbeﬂ'er
RESULTS





http://www.youtube.com/watch?v=o9MgiDdiVYE

6oaL

Provide a better meal experience For
customers

HYPOTHESIS

Urban shoppers would like quick meals
that are also heath

IF we Provicle recipes ond an easy
way to gather the inarealienJrcs

THEN customers wil Pref—er this over
Packaaed meals and Find the shopping
experience super'ior'

EXPERIMENT

Build a basic recipe app and an
associated inaredierﬁ-s shelf to see if
customers will find this better

RESULTS

o Cu9+omer'9r'ealylke+l-\econcep+
o Nocudmrsachadyconveﬁed



WHAT DID WE LEARN?



VURBAN SHOPPERS ARE NOT
SVBURBS SHOPPERS

X X

urban shopyer Suburbs shopper
- Not driving, wo - Driving, too far to walk
where to park - Trollies, not baskets

- Baskets wot trollieS - Families

- Singles and couples - Bulk buying
- Typicdlly buying Sor

that day



THE JOB IS THE MEAL, NOT
THE INGREDIENTS

A X

urban shopper Suburbs shopper

‘What do | want +o ‘What do | need +o
eat tonight?" restock?"



WE HAVE MORE TO LEARN...
BUT THIS APPROACH
ACCELERATES THE LEARNING




THE PLAN



DO YOV REALLY TMINK ITS
THIS EASY?



RAISE YOUR HAND IF YOV
KNOW ABOVT VNDERPANTS
GNOMES






http://vimeo.com/79954057

REALITY



THE 6AP IS MINDSET AND
STRUCTURE

Mindset Structure
Assumptions obout how the  The "body |anﬂuaﬂe"
world works commuhicatin

organic;aﬁonal ac;c;umPJrioncs



DELIVERABLES

U

Pop-up Lab Enterprise

ENE

concrete external Abstract, nterwnal

custowey focused Procedure focused



CUSTOMER INTERACTION
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Direct in-context Medidted out-o§-

$ace-to-5ace context abstract



GOVERNANCE

i

Pop-up Lab Enterprise
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close stakeholdeyr Muddied intent
interaction teawm infrequent Stakeholdeyr

autonowy interdction, order-taking



PREPARING FOR THE FUTURE
i1

Pop-up Lab Enterprise

chedper experiments Better wore expensive
‘;aS‘teY ada?'ba'b‘\.ov\ Qorecast'{hs



DECISION MAaKkING
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Pop-up Lab Enterprise
AN
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Learning based on HIPPO - Highest Paid
actual custoweyr Person's OPInion

respownse



DELIVERY
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Enteryprise
Rapid prototy?Ping, It Sure does take 3
able to switch long time to do

divection quickly anything...



YOV MAY HAVE NOTICED THAT
WE'VE TVST PRESENTED
PROBLEMS... WHAT'S THE
SOLVUTION?




STEP & IS ABOVT BELIEF



INDIVIDVALS BELIEVE GIVEN
THE RIGHT EXPERIENCE
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ORGANISATIONS "BELIEVE”
THROVGH MESSAGING, POLICY,
AND STRUCTURES



A SUCCESSFUL STEP & MVST

ADDRES?Y...
. Individual belief Iay Providina appropriate

exPerier\ces
2. Organisational beliet by adjusﬁna messoging,
policy, aond structures



WHAT IS OUR ACTVAL STEP
y X g



OET DELIVERY TEAMS TO
CREATE ROADMAPS TOWARD A
COLLECTIVE 60AL



SO, WHAT DO YOU THINK?

PO YOV THINK THIS STEP 2
WILL WORK?



ACCEPTANCE CHECK

. Does it address creating experiences to
address individual belief?

2. Does it address orgahisational beliel by
adjusﬁna messaging, policy, ond
structures?



WYy DOES IT END VP LIKE
THIS?



THE KEY LESSON

A one-of-f event, no matter how
successtul, does not in itselk create
6y9+emic chanae BUT rather creates
space For systemic change..

AND even then, it's not easy



