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The World of ‘Little Q’ no longer exists 
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Quality has been redefined 
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The Power of 
Individualization 



The Birth of the Knowledge Economy 
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Running Businesses through Internet Technology 
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Or even better …..using smart devices 



The Importance of Intangible Assets 
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Business Model Innovators Outperform 
Traditional Innovators Over Time 
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Business Model Innovation Takes 
Many Forms 
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COMPETITION BEING REDEFINED 
ALL THE TIME 



© Zairi, ECBPM, 2013 

We Live in a World of 
Great Possibilities 
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Savvy and Smart Customers 
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Almost half the population of the  
earth now uses mobile  
communications. A billion mobile  
subscribers were  added in the last 
 4 years to leave the total standing  
at 3.2 billion. 
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Is Our Current Understanding of 
Quality Sufficient? 
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Consumerism Addiction 



The Age of Commoditization 
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The Power of 
Individualization 
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The Rise of the Millennials 



©Zairi Institute, 2013 



©Zairi Institute, 2013 



©Zairi Institute, 2013 



©Zairi Institute, 2013 

The Nature of Millennial Customers 
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Millennials  Experiences and Behaviours 



Connected 



Social 



Creative 



Love Indulgence 
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What is happening in the business 
world  

Transformation in economy offerings beyond 
goods and services   

 

Source: Gilmore and Pine, the Experience Economy 
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Products & 
Services are 
out and 
Customer 
Experience is in 
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Customer 
Satisfaction is 
out  
Experience & 
Loyalty are in 



© Zairi, ECBPM, 2013 

 
 

“What actual makes 
customers loyal? 
Simply satisfying 

them certainly isn’t 
enough. 

W. Edwards Deming 
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Quality is out 
value is in 
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Value Innovation 
• In the new rapidly 

changing economy, the 
focus must be on the 
way in which the nature 
of value is changing, 
involving new ways to 
price goods, 
INNOVATION and 
EMOTION 

Source: Kotelnikov, Vadim (2006) 
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Value Innovation 

    
Transfer of power 

from the producer 
to the customer 

  (Customer PLC) 
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© Professor Mohamed Zairi, January 2012 
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The 
Customer 

Experience 
Continuum 

© Professor Mohamed Zairi, January 2012 
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What Will the Future Quality Professional have to deal with? 



Value 
Orientation Data Analytics 

Co-Creation 
And 

 Collaboration 

Customer 
Experience 

Management 

GUTSY 

Leadership 

INSPIRED 
Customer 

DISTINCTIVE 
Capabilities 

SUSTAINABLE 
Business 

Transformational 
Change 
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