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OUR 
HANDS

OUR 
MINDS

OUR 
SELVES



SO, WHAT DOES IT MEAN
TO BE YOU?

IN A WORLD 
DOMINATED BY MACHINES
YOU CAN STAND OUT
BY BEING VERY HUMAN





WHERE DOES CX SIT
IN YOUR ORGANIZATION?
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YOU CAN BUY TECH
BUT YOU CAN’T BUY
A GOOD CX



HOW ALIGNED 
ARE YOU?





HOW ABLE 
ARE YOU?



JOHN HEYMANS 
WENT TO THE 
OLYMPICS THANKS 
TO CHATGPT



30,3%

21,8%

43,2%

25,7%

22,0%

32,0%
33,7%

Increase in share of wallet 
per card member vs non-member

Leenheer et al 2007, Int’l J Res in Marketing

Albert Heijn Super de Boer Edah Integro Konmar COOP Jan Linders

5,7%

3,4%

5,6%

3,0%
2,3%

4,6%
4,1%

Gross Share of Wallet lift 
for loyalty card members 

vs non-members. 
Average increase = 30%

People join because they’re 
already regular shoppers.

True average increase = 4%



HOW SKILLED 
ARE YOU?





THE SHORTEST WAY FROM A TO B
IS THE ROAD YOU KNOW



ALGORITHMS 
PERSONALIZE
HUMANS MAKE IT 
PERSONAL



AUTOMATED BY DESIGN
HUMAN IN THE LOOP
HUMAN IN CONTROL
HUMAN BY DESIGN



HOW WILLING 
ARE YOU?







IF THE SECRET SERVICE 
CAN BE HUMAN
SO CAN YOU



ARE YOU 
ABLE?

ARE YOU 
SKILLED?

ARE YOU 
WILLING?

ARE YOU 
ALIGNED?



Willing & Skilled
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EXPLAIN WHY
THIS MATTERS

GIVE PEOPLE
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