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L’agenda

II parte III parteI parte

Customer experienceMaturità digitale Store del futuro

Presentazione Tavola rotonda Presentazione Tavola rotondaPresentazione Tavola rotonda

Intervista ai passanti
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L’agenda di dettaglio

 Il Contesto 2017-2018

• I Big Player

• La Velocità

 Il Modello di Analisi

• Il Modello di Innovazione LEADIN’Lab

• Il Focus della Ricerca 2017

 I Risultati:

• The Infinite Customer Journey

• Open Issues & Future Research
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Il contesto 2017-2018
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Il contesto 2017-2018

• Number of locations: 26.696 (October 2017)

• Revenue: US$ 19.16 billion (2015)

• Net Income: US$ 2,6 billion (2015)

• Number of employees: 238.000 (2016)C
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Starbucks: una Innovazione di Significato

Existing Meaning

FROM: 

the filling station

A place to get a fresh pot of coffee: cleanness & safety

1960/1990- Competition

New Meaning of the coffee retail service

TO: 

a third place between home and work 

the italian cafè, my home away from my home

1987/2017- Starbucks
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Innovation of Meaning – WHY

Innovation of Solution

People

Store

Symbolic – Cognitive- Affective

Digital Technology - HOW | Shopping Experience - WHAT

Digital Touch Points + 

Physical/Human Touch Points

The LEADIN’LAB Model: Innovation of Meaning in Retail
Research Focus 2017: Digital Technology as Enabler
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La Ricerca 2017: il Focus dei Retailer Innovativi

C
u
st

o
m

e
r

e
x
p
e
ri

e
n
c
e



Il Retail del futuro: tra tradizione e innovazione #OIR1716.11.17 Digital360 - Events

La Ricerca 2017: Il Visitatore dello Store
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I Risultati della Ricerca 2016
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Fast Collect

Fast Purchase

Getting Support

Full Tour

Exploring & Getting Support

Exploring & Self Service

Exploring and Try On

Pre-Out 

the Store

Welcome Exploring/

Free Trial

Advising/

Try On

Asking/

Evaluating

Good Bye

(Paying/Closing) After 

Sales
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Research Results 2017
The Infinite Customer Journey (LEADIN’LAB, 2017)
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AFTER 

SALES

DELIVERY

Pre-During-After

InThe Store

TOUCH 
POINT 1

TOUCH 
POINT 2 TOUCH 

POINT 3

TOUCH 
POINT 4
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TOUCH 
POINT 6

TOUCH 
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TOUCH 
POINT 8
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POINT 10
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TOUCH
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TOUCH
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TOUCH
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TOUCH
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TOUCH

POINT 11

PURCHASE

SHARING

ADVOCACY

Pre-During-After

Out of the Store

Digital Touch Point

Physical/Human Touch Point

LEADIN’LAB Leadership Design and Innovation Lab  2017
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I casi selezionati
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La Ricerca 2017: le 4 tipologie di Infinite Customer Journey
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