MER effekt i kommunikationen i en
digitaliserad varld

Charlotte Svensson,
Communcation Services
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Innovation postnord

Affarsutveckling
Vinnarna blir de som forstar hur tekniken kan anvdndas som méjliggérare.
Vi maste hantera tva utmaningar parallellt:

- Ateruppfinna var nuvarande verksamhet, genom att anvénda teknik for att forbattra det
dagliga arbetet

« Innovera med nya affarer, genom att anvanda tekniken fér att skapa nya produkter och
tjdnster med mervarde fér vara kunder
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Gartner's Digital Disruption Scale it

Notable Digital Disruptions Historical Disruption Secondary
Magnitude — Circa 2017 Equivalents Disruptions

World War Il
The Industnal Revolufion

LYl Revolutionize Massive RIS

The Web + Internet

Semiconductors

Smartphones Television
Reinvent High 4
4 IBM Mainframes g 10
The Sharing Economy Radio Overall
. Digital Television
Virtual Personal Assistants AT
<3l Transform U.S. Federal Highway System Moderate JEIIE

Aut Vehicl
onomous VEmieEs US. Civil Rights Movement

Conversational UX
Algorithms
Augmented Reality

Personal Computers

2 Extend T Radio Broadeasts Low to moderate = 102
Subscription Biz Models Assembly Line Manufacturing
Digital Twin Production Smeriphions Navigeion
Enhance ST Client/Server Computing Low BRI
E-Books

LED Lighting Direct Access Storage

Kélla: Gartner, Willful Disruption and Seven Disruptions You Might Not See Coming, 2017



Top 10 Strategic Predictions for 2018 and Beyond

30% 50of7 1Billion 50% Real or

Visual and Voice ~ Digital - Cryptocurrency Consuming More Fake?
Search Drive Giants Self-Disrupt Value Created False Information . i .
Commerce Revenue in Banking Than True Counterfeit Reality

2021 2020 | 2020 | 22 | 2020
50% 40% 2.3M 95% Half

Bot Develqpment IT Versatility W_ith Net New Jobs New Product loT Security.Spend
Over Mobile App People-Centric Versus 1.8M ew Froducts on Remediation
Development Roles Eliminated Contain loT

2021 2021 2020 2020 2022
Al Talent Al IOT Security

Kélla: Gartner's Top Predictions: Pace Yourself for Sanity's Sake, 2017
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Hajpkurva for digital marknadsforing och postnord
reklam

expectations

Predictive B2B Marketing Analytics
Pooni i MaMe!h Veoice of the Customer
Mo mm_ Data-Driven M:::mg
Multidimensional Campaign Segmentation Bluetooth Beacons
Marketing Talent Communities Multitouch Astribution
Customer Joumney Analytics Tag Management
Augmenlieu Reality Marketing Wearables
e : Multichannel Marketing
Progumnlmnc Direct Adventising Event-Triggered Marketing
Virtual Personal Assistants Responsive Design
Cross-Device Identification Advocacy Marketing

Data Management Platforms (Advertising)
Native Advertising

Content Marketing
Social Marketing

Dynamic Creative Optimization
Digital Out-of-Home

Personalization

»I\d Blocking
General-Purpose Machine Online Advertising Data Exchang
Inteligence Real-Time Bidding (Advertising)
In-App Advertising
As of July 2016
Peak of
Innovation Trough of Plateau of
[
Trigger Exp':';m‘m . Disillusionment Slope of Enlightenment Productivity
time <
Plateau will be reached in: obsolete

Olessthan2years © 2toS5years @ 5to10years A morethan 10 years @ before plateau



Kommunikationsutmaning posinord

NIVA 5
NIVA 4 in :
NIVA 3 e Dynamisk
NIVA 2 T — 1-till-1 personifiering

Makro- segmentering

Utsandning segme;ring ';’ :‘. $ (.%
X
o) G "
3



Det finns inga
"genomsnittliga anvandare”.
Att forsoka optimera upplevelsen
for dem ar ett sakert satt att inte
gora ndgon glad.



Reklaminvesteringar

2012: 31 847 MSEK

Internet

26% Kvéllspress
/I 2%

Tidskrifter
ADR .
7%
ODR__N
5%

6%

Kataloger/
i%/
Gratistidningar Out-of-home Bio\Radio
8% 4% 0% 2%

Communication Services
Finance & Strategy-MS

posinord

2017: 37 725 MSEK

Morgonpress Kvallspress
1%

10% /—
Tidskrifter
Ve

3%

Internet

51% .
__Radio
2%

- Bio
0%

Out-of-home
5%
\_Gratistidningar
ODR 5%
4%

Kalla: IRM, Institutet for reklam-och mediestatistik 8



Fysisk reklam ger hog uppmarksamhet

Percentage of participants seen
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Fysisk reklam ger hogre emotionellt engagemang posinord

Normalised neurometric score
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print digital

99/ skillnad
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Cognitive load
]

print digital

7% skillnad

overload

optimal

boredom

* Skillnaden mellan poéngen ar
statistiskt signifikant med

99,99 % sdkerhet. Skalan som
anvdands ar en logaritmisk skala,
vilket innebéar att en mycket
liten observerad skillnad visas
som en mycket stérre skillnad
p& en vanlig linjér skala.



Fysisk reklam starker varumarket & call to action posinord
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Vi har inte rad att f¢
kurﬂr pa grund av
losningar ’




Lat kunden visa vad som paverkar deras postnord
lojalitet

13



2018-04-19

Vaga tinka och gora saker
annorlunda

"You've got to start with
the customer experience
and work back toward
the technology — not the
other way around"”

Steve Jobs

posinord
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Kundens resa posinord

Identifierar alla positiva
och negativa handelser
som dina kunder kan
stota pa under denna resa

Vaga diskuterar
besvarliga
utmaningar ...
Testa l6ésningarna och mat
resultatet

Identifiera och analysera utvald
kundresa

Prioritera dtgarder som
minskar kundens
problem...

Identifiera mdjliga I6sningar

15
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Bygg den

Bygga

F& en idé Lansera den

Forsok igen
(iterera)

Lar it
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Bygga

F& en idé

Bygga en prototyp

Upprepa vid
behov

La I‘ Testa med en forskningslutspurt



Nokia 2013 postnord

"We didn’t do
anything wrong but
somehow we lost”

CEO Stephen Elop ndr han meddelade att Nokias mobiltelefoniverksamhet s8lts till
Microsoft
19/04/2018 19



