
Karen Boswell
Chief Experience Officer
VMLY&R
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Designing for 
the pace of life
Karen Boswell. CXO EMEA, VMLY&R
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CHANGE IS 
INEVITABLE. 
GROWTH IS 
OPTIONAL. 

V M L Y & R
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We are connected.
V M L Y & R

CUSTOMER JOURNEYS 
START, STOP AND 

CHANGE CONSTANTLY, 
ONLINE AND OFFLINE

all. the. damn. time.



V M L Y & R
L

IF
E

 IN
 T

H
E

 D
IG

IT
A

L
 F

A
S

T
 L

A
N

E
M

A
Y

  2
0

2
2
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CX
CONNECTED 
CUSTOMER 
EXPERIENCE

BX
CONNECTED 
BRAND 
COMMS

WHEREVER. WHENEVER.

BRANDS MUST BE CONNECTED

+

Which means…
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V M L Y & R

And yet…

BRAND 
EXPERIENCE
More than 80% of 
marketing budget 
spent

>2 HOURS OF 
CUSTOMER 
TIME SPENT 

Size of marketing investment

Customer time spent

100+ HOURS OF 
CUSTOMER TIME 
SPENT

CUSTOMER EXPERIENCE
Less than 20% of 

marketing budget spent

87% 
companies believe 
they are providing 
great CX

8% 
Customers feel that 

they receive a 
great experience 

3% 
CX laggards 
growth

17% 
CX leaders growth

Source of Insight; 
Forrester
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Without insight you 
have no truth, 
without truth you 
have no trust.
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1 4 7

V M L Y & R

P A G E

T O

An infinite game of service 

Customer as the primary beneficiary

Feeling part of something bigger

A noble purpose

F R OM

A finite game of sales

Stakeholder as the primary beneficiary 

Compensation model

Objectives driven

TRUST WILL MOVE YOUR BRAND FORWARD

Adapted from: Simon Sinek’s Just 
Cause
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P A G E 1 4 8

V M L Y & R

People don’t buy 
what you do they 
buy why you do it

”
“Simon Sinek
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VALUE 
HUMAN 
VALUE

L I F E  I N  T H E  D I G I T A L  F A S T  L A N E

V M L Y & R

VALUE 
HUMAN 
VALUE
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VALUE 
BUSINESS 
VALUE
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PA G E 1 5 2

Know me
Understand me 

Serve me

Remember m
e

The economics of emotion



KNOW ME

To Serve Me
PEOPLE SAY 
A BRAND PERCEIVED 
TO PUT PROFIT OVER 
PEOPLE, WILL LOSE THEIR 
TRUST FOREVER

71%

153
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Be honestly critical
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V M L Y & R

DIV
ERGE

DIV
ERGE

CO
NVERGE

CO
NVERGE

DISCOVER DEFINE DEVELOP DELIVER

Design thinking 

Design the right thing Design the thing right
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V M L Y & R

Human 
Centred
Design
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P A G E

A DISCIPLINED PROCESS

1 5 8

V M L Y & R
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A DISCIPLINED PROCESS LOOKS LIKE

1 5 9

V M L Y & R
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A DISCIPLINED PROCESS LOOKS LIKE WORKS LIKE

1 6 0

V M L Y & R
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Feels like …
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A Simple Equation Drives Change

HUMAN NEED

TECHNOLOGY

BUSINESS
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164WHAT ARE YOU 
EMPOWERING 
YOUR PEOPLE TO 
DO THAT THEY 
COULDN’T DO 
BEFORE?

So ask yourselves…
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If you can’t 
measure it, you 
can’t change it
Peter Drucker
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V M L Y & R

P A G E

E T H O S   |   P O W E R E D  B Y  W P P  O P E N

A P P L I C AT I O N S  I N  U S E

Adobe Audience Manager Adobe Analytics Adobe Experience Manager

Start with 
what you 
don’t know
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You’re always one 
insight away from 
a totally different 
path
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DESIRABLE VIABLEMakes life better

MEANINGFUL VALUE 
FOR PEOPLE

MEANINGFUL VALUE 
FOR BUSINESS

Advances purpose and profit

Can be adopted Can be accomplished
FEASIBLE 

Seek shared value
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1 6 9
P A G E

Uncover deep rooted truths

Strategy & 
Intelligence

Advisory 
Services

Brand 
Planning

Consumer 
Research

Channel 
Insights

Data & 
Analytics

Brand 
Analytics
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1 7 0
P A G E

Spotlight human stories

Content & 
Campaigns

Integrated 
Campaigns

Media
Services

Social
Strategy

Digital 
Marketing

Commerce
& CRM

Public 
Relations
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P A G E

Shape fluid environments

Platforms & 
Experiences

Lead
Generation

Technology 
Development

Experience
Strategy

Mobility
Product

Development
Content 

Platforms
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1 7 2
P A G E

Earn permission to be wherever, whenever. 

UNCOVERING 
DEEP-ROOTED TRUTHS

Strategy & 
Intelligence

Advisory 
Services

Brand 
Planning

Consumer 
Research

Channel 
Insights

Data & 
Analytics

Brand 
Analytics

SPOTLIGHTING
HUMAN STORIES

Content & 
Campaigns

Integrated 
Campaigns

Media
Services

Social
Strategy

Digital 
Marketing

Commerce
& CRM

Public 
Relations

SHAPING FLUID
ENVIRONMENTS

Platforms & 
Experiences

Lead
Generation

Technology 
Development

Experience
Strategy

Mobility
Product

Development
Content 

Platforms
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P A G E

V M L Y & R

CONTENT

TECHNOLOGY

DESIGN

INSIGHTS & DATA

Enable holistic 
understanding of through 
data-driven customer 
initiatives

Enable connective 
brand storytelling 

throughout journeys 
using personalisation

at scale 

Enable design 
thinking to enhance 
and extend your 
connected digital 
ecosystem

Extend and enhance 
applications services 

and infrastructure 
that will power the 

ecosystem

Placing your customers firmly at your centre
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“WTF! Where did this 
shit come from?”

Dan Weiden on what defines a Titanium Lion
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1 7 5
P A G E

Measure your creativity and connectedness 
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Sub title

V M L Y & R

NEW MEDIA PLATFORMS NEW LEGISLATIONNEW BUSINESS MODELS

NEW  FORMATSNEW  TECHNOLOGY NEW  SOCIAL NORMS
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Spotlight 
on Ford



Transforming a car company into a 
mobility provider



JIM

For me, the connected car, software, 
charging infrastructure, onboard 
technology — all of that is going to result in 
a very different business and a very 
different customer experience.”

Global CEO, Ford Motor Company

“



EDISON

FORDPASS

CX

OWNER

ECOMMERCE

FORDPASS 
REWARDS

PRODUCT 
DEVELOPMENT

GDI&A

RETAIL

ACCESSORIES

FCSD

GOTD



/ COMMERCE





THE PHARM

Try the Tech

Painless 
Purchase

Rocket Setup

Effortless 
Maintenance
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Spotlight on 
Wendy’s



End-to-end Impact Inspiration:
Socially Led Brand Building
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I N T R O D U C T I O N  T O  V M L Y & R E U R O P E

F O R D  E U R O P E

P A G E
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1 8 7
P A G E

#NUGGSFORCARTE
R

SBXII

PRETZEL BACON 
LOVE SONGS

PARTNERSHIP 
WITH VMLY&R

BEGINS

FORTNITE

COVID
RESPONSE

A  C L E A R  I M P A C T  O N  S H A R E  V A L U E
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THANK 
YOU!

2022


