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Winning in 
the Turns

Changes and uncertainties are “turns” ... a sudden 

shift from the straightaway. But do you know where 

the next turn will take us. . . What will be our Digital 

Next?? 
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Who is responsible for accelerating your digital 
transformation . . .

Your CIO? Your CEO? COVID-19?
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OR did you even see the turn coming? 

. . . NEVER waste a good crisis!

Regardless of which punchline applies best to you . . .
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As You Define Your 

Digital Next

Prepare for a Journey, 

Not a Walk in the Park
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Winning in the Turns:
Navigating the Digital Next

Digital
Customers



Even in an
uncertain world

Growth 
is Critical 
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The Everything Customer

https://www.edelman.com/sites/g/files/aatuss191/files/2019-02/2019_Edelman_Trust_Barometer_Global_Report.pdf
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Web WatchClothes AssistantPhone Refrigerator



Smartwatch MobileWeb Tablet Lounge
Kiosk

Google
Home

Amazon
Alexa

TwitterVoice Chatbot

10 Ways to Speed 
Your Journey



SmartwatchWeb Smartphone ChatbotVoice ATM

5 Ways to Pay 
Your Bill 



Web SMSIn Person Voice Tablet Facebook
Messenger

AutoSmartwatch Google
Home

Amazon
Alexa

Mobile
Zero Click

Smart TV Twitter SlackTelephone

15 Ways to Get
Your Slice
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Multiexperience

The different modalities 

of user interaction 

across a variety of 

digital touchpoints 

through a user journey

Gesture Emotion Location Voice Eye-trackingTouch Mobile Wearable Shopping Travel Work Home
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Gartner Predicts

33%

Source: Gartner, Magic Quadrant for Mobile App Development Platforms

of enterprises

By 2021, one-third 

of enterprises will have 

deployed a multiexperience 

development platform
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Multiexperience Platform

Variety of 
Touchpoints

Fit-for-
Purpose 

Apps

Consistent 
User 

Experience
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Hybrid Integration Platform

DXP iBPMS xPaaS AI Services MXDP

API and Event Mediation

Mesh

App and
Service
Architecture

Type Touch Chat Gestures Voice

Mobile Apps, PWAs, AR/VR Web, Chatbots Web, Voice AR/VR, Voice Voice

CRM ERP SCM Marketing Commerce

Multiexperience Platform 
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Digital
Customers

Digital
You
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By 2023, 40% of frontline workers will 

use wearables as their primary 

compute devices, which is an 

increase from fewer than 10% in 2019.
Source: Gartner Predicts 2020: Mobile and Endpoint Technologies

Gartner 

Predicts
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By 2024, one-quarter of large 

enterprises will use immersive 

technology to help enable flexible 

working arrangements, up from less 

than 1% in 2020.

Gartner 

Predicts
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In 2020, the majority of net new enterprise 

mobile and endpoint investments will be 

focused on frontline workers

Augmented 

Human

Soure: Gartner Top 10 Technologies That Are Defining the Future of Mobility, 2019 Update



• VR immerses users in a fully artificial 
digital environment

• AR overlays virtual objects and content on 
the real physical-world environment.

• MR is not just AR overlays, but also 
visualizing virtual objects in the real-
world environment using devices 
similar to those used for AR

Augmented 

Human
Immersive Experiences Can be Virtual Reality, 

Augmented Reality of Mixed Reality

Source: Gartner Top 10 Strategic Technology Trends for Manufacturing Industries: Immersive Experience
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Digital
Customers

Digital 
Insights
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Gartner Predicts

60%

Source: Gartner, Magic Quadrant for Mobile App Development Platforms

of oranizations

By 2023, almost two-thirds 
organizations will compose components 
from three or more analytics solutions 
to build business applications infused 
with analytics that connect insights to 
actions.
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Data analytics and AI will be at the forefront of organizational 

efforts to turn crisis into opportunity and recovery.
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Digital strategies built on conditions of yesterday or today won’t necessarily 

be valid in 2030. CIOs must create a roadmap for the future by creating an 

organization that uses data intelligently for digital success through effective 

enablement and application of intelligence.
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Winning in the Turns:
Navigating the Digital Next

Customers
Business 
Insights

What is the Business Saying?
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Gartner 

2020 CEO 

Survey
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Navigating the Digital Next



28 © 2019 Gartner, Inc. and/or its affiliates. All rights reserved.

Gartner 
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Gartner 

2020 CEO 

Survey
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Winning in the Turns:
Navigating the Digital Next

2019 CIO Agenda: Consumer Goods in a Climate of Change
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As You Define Your 

Digital Next . . .

. . . Prepare for a Journey, 

Not a Walk in the Park

. . . And the Direction You 

Will Take, Remember . . .
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Thank you!
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