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The Industry (Everyone’s) Holy Grail?

How was the
meal?

Fine thanks.

The lamb
tasted like
boot-leather

Veracity 3,2
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Never Make Predictions...

“The geeks will
inherit the Earth...”

“...they are the least
gualified people for
the job”
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Al. The Ultimate Winner-Takes-All Cycle

The Virfuovs cycle o¢ Data
/ﬂ Betfer data —\
More willingness faster, more Cocused,
{0 share data produj innovVafion
Bet{er customer Better products

enjajement R—/

Learning Algorithm beats ‘domain expert’

after 100K training cases... radiologist to loss-adjuster J“‘*J
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Never Make Predictions...

Al

“The Chinese and
Silicon Valley geeks

5 U P E R_ will inherit the
PUOWERS

Earth...”

CHINA, «__.they are still the

SILICEIN VALLEY least qualified people
for the job”

NEW WEIRLD ORDER

9y
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A New World Order

“mass entrepreneurship and mass innovation”
2014

JJ’*
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CHINA Al TOPRP 50

( )
There are 14 unicorns

worth a combined

$40.5 billion*

o

P—

Cambricon @ AR
$2.5B

*This is based on disclosed and estimated valuations.



China’s Sputnik Moment
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020 - Online To Offline

Q. What is 020?

Simply put, 020 or online-to-offline is
the link between ‘online discovery and
actual commerce in the physical world

ACTUAL
CONSUMPTION

£ ...where they do
(7? the actual purchase
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CONSUMER GOES ONLINE

The online component
helps consumers discover
a product and pay for it.

...after which they are directed
to the offline world...

BRICK & MORTAR

China’s Big
Advantage:

DATA

100Ms of 020
transactions daily

Say-Do Gap gone



Fire Your Banker
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Unsecured loans of up to £30,000

App assesses a person’s trustworthiness
and likelihood of paying based on thousands
of automatically gathered criteria:

- remaining battery-life

- how quickly you typed your date-fo-birth
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Trust? — Social Credit System
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Innovation Performance
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Optimization & Innovation

INNOVATION
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N
/\7. INNOVATION
D
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Innovation:
successful step change

(nothing to do with ‘optimization’)
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Innovation?

US Patent 3,216,423

98% of attempted
‘iInnovations’ fail
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Industry Pulse Rates

INNOVATION
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How frequently are step-changes happening?
- Consumer electronics — 6-8months
- Al/Digital — 6 months
P900¢

() - Fintech (wes) - 2-3 years
- China (digital) — 2-3 months
o J,«‘

_ JJ
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Veracity: Three Strategies

How was 1) Masses of
A '} Jihe meats 020 data
Fine thanks.
2) Read
‘Between

The Lines’

, i 4 3) First
Thelamb ) Principles

tasted like
boot-leather

JJ’"
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For every complex problem there are thousands
of clear, simple, wrong answers.

For every complex problem there is a clear, simple, right one.

If we understand and affect
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* |Ideality Is the over-riding driver for
system evolution

* ldeality Is about increasing the good,
decreasing the bad

* Ideality = ‘Value’ = (Perceived)Benefits
(Cost + Harm)

* IDEAL FINAL RESULT — all the benefits,
none of the cost or harm

* ‘free, perfect & now’

* ‘SELF’ 0960d



The Perfect Insurance?
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Innovation Strategy
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Lawnmowers — The Bigger Picture

Today

‘Something’ (additive?)
stops grass from growing

Garden

‘grass cuts itself’
(or ‘stops growing’)

IFR

Achieve the FUNCTION

with zero cost or harm
Grass-s

>

(Perceived)Benefits
(Cost + Harm)

. )
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Insurance — The Bigger Picture

‘insurance organises
itself, in the moment’

IFR

Achieve the FUNCTION

with zero cost or harm
Al A

>
©2019 DLMann, all rights reserved



Worsening Design Production Supply _ Systems Intangibles
Feature
o = @ = S _ _ a2 = = = g B 3 =|_=|£E Z
ol B i T 5. w | 5. fl-=3 B = E] =1 =2 = 1 Z=2|=5|85 |G | = 25| - B g
g t |PE|E5Scw|22|8s|cBfgs2 2 | 2| £ | EEEE £z s SE|E#|2%|%. -] 2| 2| 5|3
) I E | Z5|5E5 55 |8 |85 | 52|85 & | £ | E | Fs(|FEE -4 255|522 8|2 2E|F | B | E
Improving A 2 2 EESE= (= |= |==S'%F 5| 5| & o g g 3l 8|z = | 2| E =
Feature 1 4 5 3 7 B 3 o § #2151 5] . 22 | 23 [ 24| 25 [ 26 | 27 | 2 | 23 | a0 [ 51 [ s2 | 53 | 54 | 55 ose | 57 | 55 [ sa [ a0 [ a1 | 42 | a5 | a4 | a5
' Fpect 210 (2158 sa4 |15 |estofsras| we| 55 [7ar| 26| 16| 23| 41|26 10]ss 56 15 [1317| 171 |sves|esst|mas a0 es| st |mas|esamas] e[ s 1 |esa|siz|ma| 1s[sesfw|sm|nas|asa
CapabilityMeanz 2415 |10 25| 3 25 24 sofas ea (1310 | a5z |10 15 |es aafes as, 113 |ee | st e ev e 755 | a7 |seof1t0|ees|ese sas [ as|t5 s |ses|ese|oe |1 sa|17es | 1517 [es o6 415 (13 90|35 24| 2 56 |on o7 |24 50f 26 2 [15 23
- B Eefn@en 2 15 61| 2ratmael sefeess[an] e r{masfesn s [mas|n m[wadfasefzsw| e1fzas 1w ras[asv]en|ralovas|eafeseossa] s afesm[11a[mas| sa|arnmfesw malarasas] 1815 5] 22 o1 2440 15] 55 272 e
& Bl = 424 410 2416[1035|1027| 57 |246 |1325|as10) e a4 2435|1015 225 |5813] 127 16 [es5|1310 67 fs021) 241 |2155| 153 | 2s2(sves| 405 251 |s515| 2403515 | 221542 | 9V | 126 1325|4022 195 |25 51| Ted (15 s e m|an| 2| 213
B | = DesignTi 21 35|26 54 taofmesfsas [sar|rto|emfesasl ne s afesofes t{raofenw| vis]sotfesad cofrm[1wferar|as| veleee|1as | wr|sas[eses[asa|wa1ss|wasfecas 11w afesas[zas|s 1] sl es 1aeafee s
2 sian Time 33 23 1 10 10 23| 195 |esz4| 295 |26 5 | 715 |as ea)ea 19 25 23] 713 | 2 24 |24 oo 35 5 [40 26| ec 12| 2 o7 (24 2efe1 50| 513 | 124 | 125 |sves[1a 40|15 19 a5 14|10 o 156 |24 tolssee| s 15 ea| s [1mes|rm4n|sse | 196 | Ta5 [esee| e [sreo|ases| 2w
o |, I s zafart [ 140 efsfaan|sas [sao[nas[ralsas mwal 1w s rfmas] et nr|aa(aose 6 wofseis[1a e as[mas| 1w [soe|ess zanfssaofasafaas] a1|ws|as| 19 nfaacas1[an]salesslsarfwafmalsn
Sl 325 [5710[10 23 1125) 555 (4023|1513 | 753 |1M23]15 26|34 16|35 15| 357 |22 a|ee o4 a5 3 (32 24| 06 7i3|es2e| 57 |75 [ 137 |es 26| 314 |24 5135|125 |s740(2515[ 124 |eaas| 132 |40m 125 |15 31| 612 [1as(1a55 751 | 285) 45 |15 26|12 35
¢ | Designimerfaces | 215 (128|255 6 can[tsas[man] 15 [soefamm e s e ms o] 61 re0]cos|ses 7 s0]a esfemar|en|e |10 ce[mamjzan|si|nfmal e[ tm]sn [eaafeme[sa]refeea|ors| s |nw
coignInterfaces a4 25040 55| 140 |17 25 10|52t [ests] st |sode) 156 10 4| 1mtolasdo) e1a]asetfastsnei|1s0] ees)va0| 132 |esas|aea] ese (o5 es15 a1 401|107 |es1a|aTts| s 4]es es st o5] 415 [2a 17 a6 55| 140|324 [0 esfts e e es (15 eelas 2e| e 2
o | Productionspect |23 a4l szfzes wa|sn 1525 135 [ 613 |sas] 713 15a5| as5| 55 [was|sses(wwfws[ewjsor] 55| 17|era|tes|izs|e s 55| er|asalas]|ass|es(sad0l T e 106 [543 5 2513|2520 aafes 4nf 1 5724 1555 22
c Capablityfleans | 35 15 | 10 14 [35 21 15 23| 107 1035|2115 [2ras[miz)e s5) 32 (15 T (waa|3 s3] 118 |1Wa|eer|2 et ta|sses(13 241040 255 )25 24| 1015 | 710 (50 25[26 24(13 26536 |13 13)13 2|1 4 |se4 2535( 9 & [1324] 12 524 40|15 7] 2e 4las 5|35 2[5 5
= Frodustion Coar | 57 10 (28 55 5 28 40 sl as] s s 1osfectofes 1sso sas|em|eaw|ealwi|sas|es slwas was| v w[wee|ee a1 mfeees|e asfes 2|1 sofes 5] e a1 a0 1fessfares[ s 1] e[ wasla a7 0]s ee |5 av|2 a5
== roduction bos 37 |1e7|ssas|ses|51]3 10 1310 [ 1 a5 (e o7| 17 5 24 2|15 241026 13 7] o5 19| 0 ts 10 ed[s 40 a5 7|1 24|10 1|13 7 |o7 56|54 4 sT e[ 27 T w0 8|7 5 |esw0|es aa|asar] 7 o2 (15 as[ea 197 27 |19 21|12 24|15 40| 24 13|25 2a] 24 5|25 7|24 15 10 34
g & productionTime | 51015107 105 a0l 15 a0] 1 a5] 1 e R B R EE I EE B EEEE BN EE A BRI B I BE EE N EE A I I B R N R
= 624|215 (526 15 4 [2313] 4 211310 6 7 |55 27]0z4)s5 15|25 ts[10ea| 5 7|25 as] 13 5| 4 19|25 2 5 2e|sves[seas| 7 13 |1 23|e3 a5 s ss| a5 15 s0 7|35 15[ 5 155 232 1|0z 3 2|5 27 4 17|28 5|24 1s|essz|asse| 2 s )es s aT 2| 5 15 22 s
o |, Feodutionfish |2 00| T e |5 nen| v s ]e 2z 0] s os|es 55 es|was|see|s0]|sas|sa|asts| 15 P sas| e | s0|esrs|12a] ses|asto|ses 2sn|esa|sor|esa| a1 |ass [seat| 12 Tar 4 asan| 0| e |osnz| s as e |as v | a0
o roduction Ris 51z |25 137 5759 7| watfest|1es |6 3 70|55 9 2st9| 110 |asas|4 as) 15 2 |eses| 14 2 ses| T r0|eatn] a7 | T2t |aves]| s a7 a5 5| 6 a5 sooe|ee s |4nas| 2e v |ati9] ves st sea| a1 | a6 | 191 | 4013 sets|eara] 1 e | 4122554 G0
10 | Production Interfacen | 5 37| 5 25(25 25 73 [28 0] 5 25 26 1[10 45 [5 23 6z 51510 5|2333)5 267 es| 10 sfas 5[0 2 40 6] 7 wfes 2[7 zs[rz a0z 57|z s[5 13 T40 10 2[5 03] 0] as 1] ms|arasfoesaas]r salszsf 0 3] as 1| T e [maa| 4 55 2efae 5
|z |wed) o5 fwes|e ds| i fsTes|saer]| 0T 5710 )0 50|15 55| 5 26 |13 53] 20 1 [es1s) 10 2l 29 wss| 4 2 |95 |a5 7] 15 o6 i a6 on 24| 7 26 17 504 26 (s 0|19 (a6 )2 0f 1 s Wa 46| 16 124 7 40121510 (es se) 2 safes 2a) 10 26| s0 ze)
" Supply Spect caless|1ae ste|lenm|ris|2as [ws|sas|62 713113 | 78 [taof1es|at0]ass|nes 2z 7|5 as[s124] 2 n|mrs|1z 45 as|as 5 13 T(soes|e ar|2 es{ms|re]a a1 40’5 2efos tfsreear amas| e w|was|s et m [ 104
CapabilitytMeans | 2515 | 10 2|23 10|26 13[ 15 14| 5 10 [s0 85| 17 3 |5 10 |40 a7 110 |25 24 |10 25 |40 12)s5 23| 7 15 a5 024 2251010 5|2 10|19 a5|este] 57 7|10 2515 15 1o 17 [40 25|25 3|50 10]es 0] 1 12 40 50| et 15 [t ts (e es| 4 19| T a2 5 |eeea] 4 w1 20| 2 15 [1503
pability
= | e EED ts5[wir|stmzav|sn[nss[s7 52 ases]s a0 s z4|ea 25(1 2s[as eafes w2 1w 2s | 13 25 25|57 2a[ 5 a5[es 5] a5 es0 2 1w [as as[es 20 sfesef1s e s s [aems mas] 1 [z 22fa0 a5 w5 2713 a0 2|13 s[was
= Gy == 15 7|5 3002523 10 34| 7 10|15 35 [10 25 (24 25(5 s2 |0 42] 1 10 3510) 5 8 |6 58] 513 |35 2[s055(12 56 24 1|5525) 17 |2525) 4 1037 5[ 112 (15 40(40 29| 7 19|37 40|25 7|4 55| 0 1[s2 2110 5 24)e516|24 1952 24|38 4|23 2|5 26 (15 2 an)e 12
& 1= Supply T zzfwia|0 7 1|5 e]1es|z es0se]asre]e asfes 15 as 1wt |sa|estofesere w{1wes "as asfas s aeas 2|5 asfes sv|e a1 {as a5 5 1 [se aafes o[ 1 w0 sfises s et sl e[| 18 [ 55 [ 13 1] sefes a2 as|em2as 0
5 PRl Time to 26|35 15 |25 21025 [0 se) 15 7 | 1013 |23 0|12 26| 10 13 ] 15 50, 58 10 15 2| 3 ts|eatal 10 2a[as10|a5 6|7 os)as 1|25 |taes a0 s|e sefes 7|1 28 twar|ts T|sear|mas| s er| 75| a1 7| 515 15 4 |57 52| a6 o110 szfes es 2 s |ed t0|areefen 2|15 an
N | ] IR R EE I EEHEEE BRI s o1 as[13m0]z2 2724 255 s5[as zz[ts 2a[2s afza 2|5 ar|e w5 0w w2 asr 21133 5|7 10[es s2[ 10 3 57 2s[e1 242 237 2alar s [ s ssanse[s w2z 5
GED 3324|132 |2 23 12 8[43 26|24 £ [10 2655 57|35 26 |13 36]10 25| 19 24| 54 13 2557055 24| 5 27|040( 10 7 213|055 117 |25 6| 6 5] 15 6|35 7|13 16 40 25(15 2a (15 2s|ep 0|40 13)1 25| 5 3 (5240 27 (4 22(s 23] 2 1338 3|7 33| 1 26|57 25) 55 51 (25 40)
M e e e FE I EE R EE e B 103|135 5|50 2|5 25 snssf1zes|ss 1z s|an 2| 5 6 [tees|s a5 s 2afes sfes 2a] s w(as |z so|a as[star’ 1 4 [1afes a[was[aras|s sofse 1025 ]2 a0
upplyInterfaces | 3 45| 13 4[24 58| s ot |6 15 s 12 |as 10| 3 15 l40 4 [eetofis 40 6 a5 15 |es ot zass|ectolas vlwse|esto)aazaleoas| o o fzast|ores|a 15| s 15 waslasorfae olas o7 calos elas s[sm(zezel 27 |saos|te1s]ae 7)ot slas 4] o0 1513 a0 caf
B Support Spect 36 2[1 66106 57( 35 5|35 251 10 [ 25|13 35 [40 23] 55 1' 5 55 25 1024 25[ 10 5 225|255 15 4|7 25|2513[ 2 15 @6 13|15 a5 10 4aT 0|40 17 a5 5[5 a5 a5 1313 ae] a5 1|1 10| 9 21|25 405 s5[as as 1z 47 aa 2 135 as|se (e ar|ar a5z a5
Capability!Mean: | 5510 |7 27 |5 35 26 1| 21121 24 [s523(3558 (15 2 | 10 225 2] 2413|2913 3 35|24 5 0355|352 7[5 55 25 2|7 24|10 32| 14 |2336)es5|7 esf0et)s 23[7 0|2 35)55 25|10 2617405 2o (1915 56 27(24 40(1350]9 35|13 a5 | W24 |13 7| 2 17] 40 2|24 40)
+ |« Support Cost o5 110|715 85 7| 6 713102383163 o5 |eswfes 25 asfesev[1amn]s e e c 4 [atas osatfesas| s s (tees|mesfeaafas 112 | was(as as[as mesaa| 1 a5 afes 2l s w1 s 0feee] s e fas 52t s feo ] e e s
o uppert Lo 25 2a|es 6|26 5|2s afss | 1w e ts0|es s |wes| s 1a)e 2a eser| wa|s ev| 1 13| 0as 25 14|35 5|3 26| 5 a7|1mas| sz |1z es|rar|es ae|es 0, 2 7|2 29|13 4f10 2 (20 a5 2a|0 es|ww e se 7|es 40/ eafmse| s |es s e |mes|eeas|as
(<3 S s ses| 1107 262 35(6 a5 s w|ar s[ssas{as e 57 a3 " war|ar [z w a0 as|ez as| 5 4 15 3 (23107 35 (a5 135 405 2415 a5 6 315 25 soesfes s[sves{z wlw sz 2fer afwm 1 T zfesas{ 2 a0 75 e aaar s s sfan s
(=% G T54|25 6|40 1 s2es|10at)astz|t0as| 54 35 2 1012 2655 2f13as|er 5|2 s2) 15 52510 1391 135|es 262 537 10|25 1] 25 5|2 55(15 2 257 |s7 s2|s5 15|40 252 40) 713 |5 245 25 3 15(1356) 3 4 |Ha4|2sss|es a0 4(7 4] 119] 5 8
U:') 1 suppert Fish 15 40[10 2525 24 40 56 5 as| e w10 as[ss 2a| 75 [10esfes 2ej 02|10 as[ae 5] 5 as] m 0]ar as|ea s atf|eo 1| 75 [esas| s ales sles efs a5 1m0 as[war|1safes 1|72 [wasfteee e s 0] 2t afeses|e e s 2 fes efsrar| 21 s s
PRt i 26|21 2576 t5|s0ta)e 355 a5 |rmas |10 5|z ealan o4 v|a5 e[0T [1013]4 as|es 5|1 20 18] 13 55 |55 25 (12 4015 sofar 2a| 2 15 | 1005 40 15| 4 57[ 15 1 (10 24[9 s2|13 25|25 13| 1 4055 23| 13 6 |40 32| 2115 24 o |es sofas 5540 3las 13| 5
20| Sunmart tnveraces | 5 1010 B[ 6 107 2325 sof 6 a0 105513 23] 5 35 [an sl 23 11 0 24 2s 575 a5 [0 sa] 25 s[s7 2s[2a 0|7 23 s525(3 sa[mer| s vfsras[2 57 w0 ea was 2alas 5|10 s [45 a0fas 3]s 235 55 25 s[za 5|z sal e v[as 5[ 1 anszsra an|ae asfas
F2  lzi3| 17 |2 26 e 0]|sssol 17 |7 24|13 7 [s52s(e ea)e esjassafases|e 155 as) 7 a6 2 12| 1 55 (12 24 4017 7 10|57 5525 a1 4|15 25| 2 6 |4 12 (570 10 1]2 24(7 23] 10 7)|s032|1wes 04| 17 [24 5[5z (292512 25) 4 s0ld0 28] 5 0[5 54
e | a1 customerr Tz |ses|vT1eaez| 4| s v fiaer|e | s |0 s )2 as|ams]as 2|mas]s s asas| 7 as |23 40 0 s 1|1 1s|mas]| s av|east]1 40 s0nn|es 4]es 2|2 w010 s0)rsafes afanas’ w0 1|es v e 2 0| 5| s afesar| e s|ae a0
@ ustemer Bevente | 47 35 |30 9|21 5 |25 av[esaofases| 1 a5 |17 4 |2 24 |10 afas 5 aes|as 1| s5 af v asf e 7| a7 sleees| T4 a5 W =5 2|40 0|es1a|es 13| 7 15 a5 28, 15 1|10 7|7 a7[24 ales ee|13 2 |eaas| 1317 |es sefos & 7 2 [s115]es aes o) 1312 o a4 5 7 [a5 24
E o] takeoema |2t 500|725 20w sl 1as[maa] s 1Jwaa]srafos 2 2sa|as o nisfaras]1es|as afasas[ 1055 m]asae 4 55(2 s[am[a5 1355 4 s[5 w]as 1]s2 afza wfrwislss afwiz| 6 t[aa[wa] 3 7 [ se]as 2fes ssfan | was|z 5
o 4 10 (26 222 24 24 56|24 55|13 102 2a|1wea |15 2[5 21] 25 724 af4n22(s015] 5 4 |25 5|4013) 10 52525 36 838 7 2715|353 10|5513 (9 35(15 27| 35 1)1 25 |26 12| 2 12 |5 15|25 5[ 117 |10 26 5 e |3325|3215|3 25| 75 [s 5|28 1|2 25| 54 |22 10
B 23| customer Fecdback | 1 5] 24 1|1 a7 26 sl zafes {5 e| s [woan]e w]iwes es afesas| e w0 s wfessefos wwas]se 1 45 1aes a5 1w 2s 12| a7 s|es afas 1 1e ae|ss as|as e[ a9 12 st st 1610 5] s 17 13 17ae sa[s2 a1|s eses as{s 2ef40 4| e 5|2z 22fr0 s
= = 15 24|27 25| 5 14 [12 40|52 7|12 a5 |57 2|a5 38| 106 |7 es) s 0 t5es| 10 af 1 e[ 7 es|war|es 2|2 15| av|s0 0] T 13 [as 5 15 12 |25 56(13 36|13 25 35 37|57 404 26 [0 ad[ 10 T|es S5 a6 |7 a6 40| s 21| st | a7 [ a7 [s1sz| 17 s |0afas 4|35 e
O L] customer Loyt s 715146 102 3225 s[aa 13| 2 1w [asafse sfs2sof1 23 Tas v a5z s0]s ss] 2 w0 (a5 aslas s 10 515 asfae a5 as T[S R B EN P A B EE N S BN EE I R EEIEE EX RS
i v Jeemel 17 |oiis 1o las 18] w0 1 |esislesss|s 0|50 a5 (e slaailse s 2 sanas) soaleislasoe a5 1)oe Tl1e 47 G2 7 1|55 5)|ao s5)es as|es |0 7 24 1|s el o5 )9 s6les 35 2 o7 24 10|25 32[36 &[0 24) 17 4 |36 40| 15 2|32 24
I N e N R N R EE I I R ER R B EE R EEEEE I EREEHEN F aT|es 0515 |as 40 2 7 [a5 22| 113 15 24fos afee 2l 41 |ss 7|23 4 2 [eeas[tos[awf0sr]s 220
mennt OFinFormation § oc 10| = v |57 25| 25 4 [40 52|15 24|34 3|23 es|s7 02| 4 13| 7 17 57| 2 55|15 96 (a7 o5[4 34| o a7 |ases|es a0 15 v]es as|wes |0 42 ae 7|4 15, 7 14| 1015|2519 |2 24 [es ge[es 1|1 6 (1323w a6 w1090 ea| 21 77 a5 |etes|s 259 36 |2e a9
25 | Communication Flow | 2. 25|37 6] 6 730 625 2] 6 2 [2737(2 o715 385 2] 5 25 a5 6|6 5[ 15[z as|mas[as 56 w531 10 2] 7 so[rmas| 1z 2[sz o] 2 o R R ER S IR R EEENEHERENH EE BRI
2351|1513 (1940 31 4 |6 s5|13 25 |6 24(3s 25|26 0 |s7s2fes ) 127|550 72 [1213)57 5|4 522 25|62 1525|1517 [ 14 [T 24(3 13)4 15 13236 57[4 29[7 24(56 4| 75 Joa14|aa13) 2 10 1930[ 1215 (15 24(7 24 2a 55| 2 15 )en 0| maT|36 5[4 T
o Comeani tsos|as 22 26 sares|e w1 a5 [mels ce|s1afes oja0 efesas[s | s s e s|as 1|5 as|2a ' 1 efasan{ma]1 o5 [ez asla asfas 15 a4f26 12 28 56 tofzoas|es 1[mta|a e w1240 s m[wes|m el el s 1 e
w omenience 2516 |6 40 (19 25 |9 24|15 6| 7 10 |2as0|ss 26| 6 o |es el w5 513 |es 1 wes|estaferir|te e 1s 2|5 5 | s 1 e[ er 1| W 7|2 as| 7 25 |1a 2a 19 56|32 a[1012 24 15| 5 15|23 s 10 7| 1315 | 7 25 |ss a4fes (0 es| s e (a2 13| 1 7[5 |18 54
=3 N e e e T e A B R BN R R R EE: B PR EE I CE RN B ER R I EE R BRI EENEI E EE R R EE R EEARE
2 Frabilit versatitl 43 4 | 115 |55 7 31 23| 40 135 25( 3 55(50 2|55 7 W40 ) 157 [S4 14|10 27|40 515525 24| w5 24 s0) 171 13 sol s | 2|17 7 |2315] 2 13 [T 40[1 16 5 57 (23 5[50 15|14 347 23] 35 |2013 1528) 13 (3115 (251526 4|7 24 )28 2615 28] 22 5[0 24
O |25 speremc N . BN R EE ) B R EE N EE EEEE R R E R BN E I E e asta|12 2fz ea] 7 4 [ee a[nae’s se[r2z)a 24|10 1|2 2e[ 1 w[eo w12 ar) 2 8] 191
== yotem Lompesity | g 4 |55 13 | 2557|1535 |10 5 | 17 [s5es| 2 10|25 2|56 s)as7, 125 |essa|tses| s es| 18 |57 [ssia) 4 2 [sro|er 2)es oo es|es a4 arfes a5 a7 a5 2 57|24 10|25 as|es 215 25|25 5| 119 se as| 7 5 [es [ss | 2 2|5 a5 5 1023 40| 5110
w 30| Contral Compleriy |25 15|25 2[2 1525 1]6 40115 [ 6 5 [asar[sore[ 5] 65 2 sr[asas[2 as[2s a2 2afas aofaras[10 15| 25 7[2s5 2[5 as[ar efas 1] 2 7[25 15 o "5 afas ot 40 23] 7 25| 10 14 [21 2427 25 26 27(38 543 2324 03 26| 6 w4 245 52| 5 225 5
Flest |7 13 |3713|25 6 s740(2s s|eses|eso) 57 |25 2|40 26)a7 25|22 5|37 2|2st0fza 25|10 25|19 7| 1535|154 3013) 7 57| 5 15 [2s4a[teafesar|1a ar|as 247 29| 7 18 1024|357 25|es 25 2 1510 3 113 | 3 5 |4 26|15 40| 5 12 32 13|14 27 (25 57 22 25| 15 15
. T ansiontStrass 2|1 1aasm as v|asar| o t|1es[2efes afs sofe es was| 2 w1 te] s 4 Jee |7 0s0 afsses’ o s ass | v e|m el es|e 4105 m2 ] 247 s 23 as|2 2s |2t 24| 1 21 T 1aas 40 & 7 {15 7 (26 sa] 5 15 |es 2or| a7 12]s0 28tz 25
nsionfstress 25 a|evta|1 992 as|s0 52| 1e 24|35 15 | 13 5 (24 33 1 T|s0t0, 76 [15es|1mt0|mea)e es|ad as|s e 10 5|2 aaftzee| 5 a5 51152 ea)os 2e| 7 13 1213 S0 15[ 10 4 |as 35 15 24) 13 7|22 s[5 211 a5 |25 s wae|1wsr| 71 [eam| s f13s0fes 2|0
32| srabilivptRasiionce |25 2|35 25[10 3 ja 2] s as 1w 1o asr|7as|155 19 5o as as[mas]as ]2 as[r0s a5 7)1 a0fmwaefse 55 ar] 1 1a]2a 13]a7 s0fs2 o535 s0] 25 72 sl 1s 2a 24 9|7 2aa0 23 13 1(36 273 24[wzof2s 5[ 16 [= 5240 25|55 2413 a5
Btir= 23 56| et13|s5 22 1 25|25 4o a5 ed|2 131 54 25 1)esas (a5 0] 34 72 2| 17 7|0 sees0fe 305 19 15 2330 40]3 s2 |14 24 7|3 o5| 24 1(30 2554 2|26 12 37 25|24 23 32 5|13 10(5415 t6s2fezte| 2 1515 6|9 1|5 25] 4 21 (57 50|50 a)a 40
a5 . 1357 211017 2e s5| a1z 2 15 [2res [ssas|as s te s 1 23 10 1] as 2|was|ms] 13 1|0 7 |es alases s | ras|s ee|as s 0] et wala s w1 s |es 2|ses|e e 13 7|esta 1 es|atir|mes|wwfres|we|ses|sm|wr|ee
utenamy 10 24|15 35| 35 125 40| 6 2|55 a2 1| 15 1|1m o |s es)s s eses| a5 ot s |eses| 9 2|40 35| 5 13 |2e o4| 2 15 [s126| 5 15 |23 2ef 10 4 | a5 17|55 10 21 2418 25 [10 2624 13]a 40 24 23) 5 15 13 7 |26 14 [ez sa[ 575 15 10| 7 a6 e 24|tz as| 2 15 [10 54
- Baloning RN B R AR EE N EE BEE R EE B EE N BB EH B A EE R BB A B BN EE B 23 519255 es[stafwis] 2t s[131a]es afanasfaa a2 o
3122 10| 1557 2624|235 4|3 19 (1555 [ 21 7 (w40 |ases)is s 211325 2|19 26|23 1] 25 7(s5 2[5 e1(was T is|ss 2|15 4| 5 9 |2415|7 s6(sTes(s 13 76 |2513|2 10|10 5|24 5|7 56 24 7 124 (38 29)2 2525 5|3 24 |2 23|16 245719 17155 a5
5 Compat 26 1|15 17|o5 3 24 2| eres[asas| 110 [0 [es el es| e e s at|e sefas e s s w2 e as v nor Tases] s 215 aefesa|s 2a|was|m | 17 3 afwas| 1 2a]7 safes 3| 5 5 es s 225|105 |5 as|a 7|ezat]s aofes aafa0 a| 1252z =
w ompetence 315 |2 as|e114|2aet|ad 2] 2 15 (19 26| 1 a5 |2v 17|50 afases ae 1|e6 7|23 2|10 5] 24 T|ee as[ 1321|152 |25 s|ezes|evas|es | 2a wa| e o7 5 10 fes s 7 a2 s0|ares| s 2|7 e ]es 8 es 3115 |15 56| et [se 10| 2s 1| 1515 |1 28 |15 a6 a2 142 2
D o] coveorprogess |2 102713157 10 515 3615 a0 26 245 25| 2aJaasa] 35 1" 17 s[ar 5225 e[rmanasaa| 21 s 1105 a5 j2a 5] 5 [ as 1[1r 52 2alzaar|7 211265 2afae |15 2faa [ 152 w7 as[as 5 I B N B EE G
=) i ? |sedf1s 3|1mee 2359)24 Tlas 2| 157 [t0tafepse| 13 1|15 1| 37 |24ee|ozga] 2 5|26 T(s5e4[14 3 2 15|15 7 56105515 e115] 7 52 (o4 55[ 3110056 7] 24 5|24 14) 25 1|28 22| 26 15[ 52 [ 15 15 2554)24 1|13 7|3 23|85 0|2 15 (1035|356 a2 40
= N I R R EN B B I e S e EE BN R EE R EE I EE E R EEHEN E R EE e 1515 (10 2[ss 5|1 afes s[2as0) s s
c ooitive Intanalbles | ¢ o5 |15 o [ 15 5 [ 7 13 |a7 16|26 s2| 22 21|a4 55| 13 7 [ ea]iod0, 9 1 54 7[1m 40|25 1| es 7|es s e 2|1 29 |5 te] @1 8| 4 15[2e a|azae|sn 5|7 15|59 2 a5 15|19 10 [ 29 1224 s6| 17 15 |25 2e| 10 243 40 &7 4 22 2|t525| 8 3 [7 a5 |es 22| o7 123 24|10 25
9 o] teguivetmangibies |5 2|22 2[ 115 (24 23] 15 0]as a5] 9 s [ar122[ s a2 asfimas 121 78 [0 2[1mas] s 1a|asaofasral s 1m) 7 21]6 12 [1o 2s{as 105 25]ac as| 51 5 [ae 22" 7 1 [ao 18|10 15[ 50 a2 wa] 15 1]as 32| 2 5] 1 13 [an2s I EEINE FRNEE PRI
= o Ables Jesor|eted| 7 13 2s 40|23 4|2 17| 71 (4023261024 7)1 52 (34 26(1556|4051) 13 4] 24 5|5 10 [s545[5 32 25| 75 |5 9|25 2e|sa es|mo0feviz|as 50 2524 7 4 |22 3|26 40)7 26 lo4 B8[24 25 8| 2 12 15 5 (55 2|3 15|26 40 5712 5132 1 15
= | Trust aeosfee 5|2t 240 1|3 st 2| wat|aras]ae a] 12 s[ae 2e)s2 2f 10 s0| 1 7 [so 5[ 1032 afa0 )7 2 o 24fes ao] 5 T[21cs|es sfim e[ as 5 5 s [ 2ee s2fsa a0 8 2| 1 esf et t{as el ee 2] T 0 ]as sz as|ee 1|5 1[40 at|ae 2| 8 1
e et 6|17 2|7 es 1525 |szta)e a5 |1 96 |2 15 |2et3|ea al 4 12 119 |50 zfesaefeses| a2 1s| 211555 s es s0] 2 1 f1m et |ee 21m | 4 7|57 12|16 15 24 55|25 2s[ o7 sef 15 10| 24 7|13 32|24 23] 13 2|2 24| 2115 2 3 z4 [t 25| 4 5 [14 28] 52 7 |es 24
D I 24 55( 7 25[5 2636 afwas] 1 ar[ae 7[5 1] " Jwoso] 55 19 15] 35 752 2[ 21 5] 1 26(a0as[ s 2fas szjas 5| v[ 7 ar[rm a5 a2 21| 5 512 25 a1 25[5 2625 sofz 2uf 22 1f2s s[ss tfze 21 13[4 as[ w1 2fw0 sz 40 21| 5 25 [ 19 57] 25 52 {13 54
B 12| 1513 |40 20 23 25|24 25las 13 | 01 [ 745 [ Flsqe)1 e 1 26| 2 15 |25 aa|ez s 32 7|19 5 (ss 48[ 712 & wlezee|1m w24 523 10] 35 57(19 55 (17 40 9 1 |25 23|10 57|25 15|32 39|22 107 25 (540 72|25 S|1324) 37 15 8|54 1512 7|22 232 H
“ e B R EEEE EEIEN R EE I e B A B R I BN EE R R e R EEEEEE R R
waning 25 15 20 7]1356]oe tv|1513 |es 7| 11 5|5 a3|as 75 es este| 7 w0 [astels esl i aleaes|ed slozes| s ts a0 e | 5 o es 3|7 244 1412 o5 o5 2s| 7 13 |15 25 (a9 s0f sz 3] 13 40]es a4 10 1 o5 |23 18|21 029 24(es S0 12 1o [14 55] 12 19 |24 2
T E I EE R A EEER R P R R E B R I A EEHEREEEE P B EEEE B EE R IERER 15 23] 55 19 |2 24
3 v i 1541017115 26 2|35 28| ™ 5 s4fas s (sasa|z af1s 5] 24 |7 a7 |4013|2zeaa ar| 0|1 40 4 17 52 ev|ect3|aT a6 |40 13| 1 40015 |24 421 e5 )4 3661315 4|zt s] 16 [0s0fse1s 22 2|7 10|35 e5|2s 5218 4|28 4 3652127 |97
i P . R I EE R EE EN B EH R B EEER . B B B EHEN R CE B B EEH BRI BN ER EE R B IR
2 asArement ALY | oy anl10 25| a5 @ an]e 24l 4 (13 40]e0 9z an|wavfse s 24 785 a5 en]| s anle sefo asleaos| e 2] S5 mes|ea v s 2al 7 a)a 5|6 es|s er 9 T[4 a5 | 7o fes o4 2715|019 ed e e miaT 1z as| 4|7 sa] s 4n 24 26|51 24
A BB R EE B R R Y N B A R B R B B B N R P B B R R FE R R EN PR B R B R E 15 4
£ AffectingSystem |10 35| 3 7 |55 24 2 55 (55 25|85 2|5 a4 |15 2|2 as|ss1ales 2013 7|7 % |12 2s(13 24 55 52z es| 11013 3 a5 5|5 a7 [Z. | 2 w0 fes | 10 213 36] 15 13 25 7|23 40|22 25|25 50[ 50 18] 1913 | 10 4|24 40 1 37| 9 24|24 32|5 25| 5 3 [ses2|es 2| a7 s 2413
o e E T I ] R e e R R R R R E R e e R R R e T A R R R R B e EE R e R R A R Y A R
Harmful Factors | 2 576 26|40 13| 55 15|57 aolte oalavtolae aa) 1o 7 [o5 eafsaos 2 1z eo a1 2 fance]osa|satmles v]ss alavt]e ss|1r eloes| v tsforeela os|oats tsmlosorftsas|te afer ]l voeats|ioa 115 [mm|otts|sasn|vselmale sofrarfaans




ontradiction-Solving Process

lack of trust
BUT from customers

Worsening I Design | Production Supply Support _ Systems Intangibles Measwre | Harm
Feature g —
=5 5| 2! 5 [_s|z=%] =.|z.lzsl.=s 58| 2| = sl=d 2| 2|2 'calszlez|zu|zalzs 2 Bz = | = 2%5|z8 H Exlzedsz24
—|==EH B | £ E |5 flz-|8=|5= =5 E[E | 2 = g 5|2 FHEEE =|25|E=| £ 122|535 = g = £|&82 = EE|Zss=E]
EE 2| 5 2 |2E[EEc|is|Be|Be|BE(eEs 2| | 2 |sEleed B\ S| BE|EI|EE|EE|Em|EE\iz|: Ed|ER|Ei|i- £z £s|8s B ZE(REEECE
'mwovm‘ TP = |2 £ |"EE=QE|E |2 |E=fFRE B | 5| F |"EfFEE 2| B | B FE|5°|F=|5=2|5°|=5|57| § E= |73 H g2 25| =8 E EELLE o e
Feature T = [ s e sl e v =& s o[ w = w [+ %[ v [ | w = o [ 2| 2 [ 2| o [ o[ ar 2| 2o [50] o [ sa] = [ o e o [ o [ e [ s | [
‘ Dectan Sooet T 1ot sad| ma|aswo|aran| me| 55 |Tor| 25 me| 25| am|emme|mas| Ear| s |Ean ra|mi| v || wr|a7an|zs | man cnan| s mar| esa|wme| 2| = s | o7t |Eaat| st R 1] s |se|mw|Ee|ner e
= [= o B R S 1 B ] G R D B B B e N A e B B e B N R B B TR B EEEE
= sas cu1n! 24 ve [0 55|10 2w 53| Su'e |10 ab|as ia) S os as ss| o 1| B 2o |sma) ar [1e |ases|d3e | =7 |samr| 214 |arse| 63 |Bea|oros|sas ) cet | osis|aan|ase| sre|iae| a7 | tes isar|eeca| 1o |a 4| Tos | as)ae 0| e | 2 ae
= [= P— EEEED Aaolwas|cos [sav|7iw| sm(mas| ne s wm[eswe|as 7 Tao| swa| 145 | 4o r[asea ewa| ris [t |ater| s | v a|sas| 125 | w1 |sas |amas|acs|wo|i1ee [moe|eeas ror| e 4 (zmas| e 4|3 a1 Taflerm|es afea|ee s
2 Ep el wea| Tds |as T 25 [ | T2 (5225 a8 5 an 55| T 5| Tad |ae] 555 |ah el ce 2| D or 2a mef i So| 2 4a | e | ves |ov as| 45 sa|s1a | ob s |0 et | e |oa w0 |on cef ove | % 2o | v s | h se|fan| o5 e | o 5|7 as ot ge] 2 2 |Sran|ds el
a . PEy—— z e 2rr| 140 =i |20 ces[s40[nas| v 2|55 2|1t [ [was| & [ 7t | 2w [ance & ofseia| s 2|6 2a|was| 110 [20e |26z 20 (man|zsazcs| 3 T [ea 3| By s [z e 1[4 +| 5 z[es efmar|wan] e
3| D |25 [B2e e e Tao|mas|men| Ts|sneless 2 m| 52| mr dois| & 1| 740 eos| sas v sl as|asar] su7 [ da| 140 | 2 e [was|asar| sy |men|ona| mefete | 2t 4ot twm [ [2ss[a s ez T faze|srs| s | en
o[ Fremmnsees |23 a| salzs ma|cn R B R e R A e A B B B D e B e B A BN B P B e
= Capabiagtacans | 55 15 | 16 e | S5 2 13 a3 w0 16 55| a5 |avos|irta|e o5 om| o 3 |was|a 52| v e | v o |wmer|s a1 w2 |os os|+e ce| o 4n| o5 o |as ds| o 13| 710 a0 as|oe ce|isas| Soe s ra] e 2|4 s |aos asss| 3 5 |3 ae| 4 = |as an| e 7 |oe efas i) o 2[0S
S [ roswrioncone |77 |22 255 23 o ss[E 2s| ® 2s T 2425 10[ 25 1 520 5 35| 2 40| 2 15| & 3|8 1|2 25| a5 o|wmar doas| 7 w4 as (2w as| 1 v [2e (s ax|2r 2| 1 20|25 5| 6 2|15 | @ 1|asm[arss] see A m| velnes|s 2| BT w|e s s er|z as] 1 as
S I FroaueionTime |25 18 [ 510 | T w5 a0 s 4| 1 o] 1 2e % s |05 | 5 17 5 25| 5 0| 15 2|25 12| 1 40 |5 25|25 5 |28 45 15 25| 15 1| 8 45 |2e 25| a2 i5| 13 15 [z B7[ 15 2 1o 5|25 2|28 57| 2 o5| e 5|5 25|35 245 25| 1 45 | 2113 | sse |2 3= 0|26 &f 7 49 | a0 1|22 a5 55 4o
= EaPe R P Rl Do) ] PR Il PE] P =g P et Rl o il P =il ) ] P hea=ol ] P e B =l el It I Dy B el Bl P i g PRt B i) POt ] e P
S [ 3| rrodetionms |2 0|75 |5 = nas] ale 22z 0] ms sasfas s s as|tas|5 a6| 5 ol ae| 3 te zeta| 15 soas| 3r| 20 zeta|1as | sas|asia|a2e | ad0|amz |0t asa| s 1 [aes|32ar| 12 larafazanlcatal |aerz| safaes|2er| sz s
Lo o e R S EEEE B B R N O D e R O B B D ] e R R e ] B e R A e e B e
o Er— czlasc|me smlen|re|2s [mE|s |z R R R I EE G FE EE B B PO e BN EE R B R PR O EREEE A R R A R
- [= F—— B R B R R e R = 24z ax| 1 28 [as 24|25 10|10 27| 2 o 25 0| = = |35 as|27 aa | 5 os[2e 55| s [ 20 a4+ [as 2z 25 2|4 = |2 isfim 24| 3 £ [zess mas| T4 (2 za[z s[= 7 [w el [enm[ s swes
[ S N ERE R IS B S A I S FEEE B EE R R B B B B R N B B A RS EE B S A EE A e EE: B EXa T
=t o 2e|25 13|25 1w dx | 2a| 2 7 [0 |20 90| ia ze 0 ] a0 3o o R R 0 e R et el e Bl PO i B el v P Dl IEaPe] Rl S IR P 01 e Pl il B ot o) e
Zan| 7 o227 mar| s [ E e[z | im als ok [as [T e ars|wE B e ) B D B . B i B R ] B EE R EE e A e e e
i Supply Rick s el |5es 2 s | 2e) s %o 2a) af o |25 2o | e oe] b os 13 ae| e 1= s srfasze| B an | safSe T 2 230 55| T W |55 6| S %% | 555 | o v an o5 |45 a0 |w ee |20 | sasa) 1 20 |5 3 |se el a7 | 2a|a 2a| ! a|38 5|+ 3] ae|dr ms| o8 41 |as so
5| swp e | 1 26|10 55| 7 46 5 an|es as| o 25|12 5 a5 42| 5 0 |46 2[ 6 S0 tzs|s e |E 0 I EREREECE FE R EE R R B N EE R B B EE D R ERD B B R B P
o Sermrerer [2£ 2|3 £ | & 105 o[ 25 s[es 2| 1 i [0 25 |1 ax (40 23 o 1 5 os|zr o]zt ax| e o RO B P R R e B e e A I B R A e EE R EE B
= = P PO POR A P R I A B vy P il I i B PRI E R [l B o) ] B [l Pt PR SISl i ] e P PP i) P i P el B o el P Y B o] Py ey
2 [ E— B R e O B B B B P PR EE B R I R B R R P N B B R ER e A EE D A B B R B
& |» Support Rick 15 4040 25 |25 24 40 56 & 35| £ 10|16 25 (35 2a| 7 5 |40 25|25 24| f0 1z |10 25|24 25| £ as| 45 0| 27 35| 23 & ©aifa0 7| 75 (24| £ s |26 5|25 5|5 25 (1 50 (1355 [0 67| 1 59|58 T T & |10 2a| 1525 15 4 [ s110| 2 8|2 5[z 56| 5 2 |as iz| st a7| 4= 1 |28 &
20| sumore e |5 0[5 5[5 #0 7 25[25 45| 40|16 55| +5 25| 5 5= 4o 25| =5 1 4o 24| 2 5| 55 (30 58| &5 5| sr es| e 0| 7 & B B N EE B R B e B D I B B e B R
= = e 5| S07a|dr's |25 drlas dof s as|qas [k [aeefw aae Bl S| ESTE|LR|NT|LE|TY SN Y PRt i) Pt e P il el PR et Begl el e pe e i g Il g g PV (et Bt Bl Pt
£ [l woreomms |2f25[= w7 252 o= a1 ac [ as| 51 [ 2s 15|25 o 2z 13| 2e sa| nis [s1as| 1 2= [ex 2l sz as|do = 3 w=f2s an S I N R ) B Y I e BRI D D e EE R e
S 4 4o |a6 ga| 2 23 2a sefas ox| e[ 2o wes | w e |5 20| 55 3 24 s |a0 22|a0 | 5 4 | 2o 5|40 | e 3 |as ax ae o|se r 2ea |30 35 8 | STea | war s’y | v as e wa| 2 ee |3 wsfsn s | [ ae & ov[dsas|sers| ss|'7a| s re|aer|e as|'s s | m
B [ e 0 e . B B R R R EE R EE R R B R R R B B R B R EEERD S EE R R EEEE
- = ustomer Feodback | 23| 5'os | ¥ 3 | an| st in ot |37 S|t an| T ae| v aa) S i Fas|e k| T e R[N 0 |5 F TS LN TE[ST 15 12| as ce| 15 on | ok | 5 37|37 s0| 3 e |va e | e 7| 205 | e | ¥ ak | an|s 2|5 e || 7|53 |51 5e) W | w0 e B 4| s e
O L] comerrosms |25 7[5 1[5 012 52| 25 s[2a 15[ 2 71 [ 25 5[ 26 5oz 30 1 25 55 7|42 15 |2 0|3 35|z 10 |2 3535 |46 5 45 ma|ad as| = 7| 4 as R FECUE TR ET P EREN I R R G S N e R R EE R
o5 | mmvom or mrormaion | 27 2 |27 25| 7 2 e ze| 15 13 sz|as as| 1 s[5 x| 2 o7|tm & o5 z|anta]5 ov| o 5 |was|osan| 2 w25 o 2 svfa B |4n £| & 5| o2 T R R EE R EE EE RN ENEE D A EEE R EE B
2ol commmmonmon [ 22 [2r e[ = 7 (20 2= 2] & 2 [2v 27 2 =7|es 22|z 2o 5 2 ot e[ s o[ e 13 |2 es[w@ as[ s 5[ & =[E a1 0 af 7 sa[wes| 3 o= a2 = =5 1 asas| i ez 25 as| 7 s [“5.o[ 7 12 [ 3 &[4 28/25 12 a8 1] 31 3| 0|34 3|3 23| 25 1[5 s 2o |1 28
- oo 5ot | 25 o] 2 w5 2e o|aras| 2 w5425 |18 23 a5 15t 2 %6 2|24 s[5 ta| o5 [4n 3] 28 4|5 as |2 8 7 5 [as 0| w0z | 1 a5 20 28|z B4 | = 1 D R ERIEE BN G R AR BB EE e
“w 25 3|6 4o |45 25 |5 e | 1% 18] * m |25 w0|an ce| s o | so] 134 5 s |26 1| e s |asia| | imee| s |dn s arsa| T ar| oe v | mor |a a5) 7 2t |dees o e Beed B ) P e S ] Pl el e e ROl I It e P9 A
=30 o o -] ECXTY RN EOET SRS ETR SR O BRI B B S ) B S B, B A B e R I EE R R EE S B D A R EE EE B e
= s ERPY R PR e ] (PR e o) Pl Bawe) IRERHEE ] ) IPEREY oo Pl IRl P! I SRR T e [l lrtieenl Il P ] Bl e s el Pl PO e R el P ] el Rl I D i P ripe] o] P e
- P e R R TR EE N R E R E B EEE R B R N CE B A R R R X I R R NP PR B PR R S R
L — B | FzssmAaAsazﬂae;:
I e EEE R ECHE B R B ) B B P R A R R ) EE B R ) B e B B T EE R Feas[ = i |22 o7| 27 2| 20 28| 2 25
P Iae— L) ECEC IR ECNEY KEE R R B R B R I B N B B D B P B B N ER I N R B R B e B
. PO 3 o5 | 7 21 [0 1 (26 a5| 13 13| 2 15 |2t a5 | 0% 5|25 20| 18 31| 1 25 | 10 1] 3% 2|15 2s| 8 5| 5 1[0 7|am alasas s sl wos|c aa|as |5 w|v er |1 2|z k| & 1| 195 |2z 2| |z 38 15 v l2ss t 22| el Eeoo| a1 as| s 2|3 es| s or| w1 E
) S N R . B e B N B D ] B N e e R e e e e BN B EE B BRI R R R B e B
- P— R R B B R R B e R B B B R R R PR e B EE R R R R S R EE R EE IR EN R EE R R
. EYPn Py ppvipege] Poil Il B e S IPelel ] Pl iy Eond R B PO ] P e B Pe] el el o PR Bl R PV Pl o] IOl R g ] e e P et ] iy Y] POV i
- P e ] AR R R E B B EA I S B ) B O B i BN B BRI P B L ES IR BB ) RO CE EO R i I e B
= = sl By e PRSPt BV B el el Peapet el REP N e il Pl P (il P PO oY PR o I iy Pl ] [l P v ] Pl e P By e B DAY I e E ] T B ) ] PP
= B R ] B R R B R P R S e L B S N R . R R EE R B B R PR S w10 2[5 5] 7 5| 25 n[esan o[ 13
= < il Eaed B BRI TR i o) Peel o] Pt B Pl ) PP Sl PR ] IS I g Pl ] ol g g Pep P S il ol e P P i Pt P ot el s2'z|wan| % o | ¥ anae an| B v] 2 2a|w 2s
5[5 g mmgmie |5 5[ 22,2 1 © (24 28] 5 o]z 55| 5 [ 2122|5152 asfwmas |7 [0 2|16 as| 5 1 |25 o] 40| 5147 7 2| i |5 25|24 10| 5 25|28 24|51 5 [24 22 7 4 [#04s| 1045 |33 3|53 45| 51 |25 52 2,54 4 8 |45 a8 "o [23 s mas| = <2 anl 5 aafaw e
= al B B R P [Pl IR - ] EP] V- B ] el B e el IR Bl Rl Benoe) ) it i) e U ) o Rl o B B B B R R ) Bl e ] B
= I S 2e 20l 2z 5|2t 3 40 1|3 ;a4 o W aifatas|se a] et : r 3 T |
o I (i I - P P e I ool e
P I P B I B P B B B
o e B R S P B B EE R S |
N Py vrme— K B ECER ] X O R B
o A PR R EE N ER R
E atasiing Spovem | 1035 [ 3|S5 a0 2 SR S S5 E £ L0 6 2| T A5
= [ ,o| SueromGoncrmd [2sasfss 5|z sl 25z as[aszeal 1 35| s 0as 2e|a 20
Hrmdai s | @ 57 |2 oe | 4 va| a5 |5 4o] e 25|27 0 |an 24| w0 75w 2
©2M016, IFFR Consultants Ltd, all rights reserved. | _

2 - Taking Out 13 - The Other Way 19 - Periodic Action 2% _ Calf Caruirs
Round

solutions already found by others

©2019 DLMann, all rights reserved



Contradiction Is The Father Of Innovation

Al Contradiction Finder
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CUSTOMER EXPECTATION
e e T e e

Service

Experience Transformationj

Reasons
For
Jump

©2019 DLMann, all rights reserved

- -

Customer expectations increase with time
If you stand still, you are actually going
backwards.

In order to remain competitive, you should
be looking to the right along the trend

Key jump motivations:
Service-experience = intangibles
Experience-transformation = responsibility

Reasons
For
Jump



* FUNCTION =JOB’ = ‘'OUTCOME’

* ‘Solutions Change; Functions stay the Same’

(we will all continue to want to achieve the function
‘communication’ but we will not necessarily want a
mobile phone to achieve it)

* TANGIBLE & INTANGIBLE

<H4-mrr>»Z20—-—4H02CHT
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Customers Buy ‘Outcomes’

FOCUS

Me

Tangible Intangible

TANGIBILITY |
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Customers Buy Outcomes

Collective/
Societal

Individual

Tangible Intangible

“A man makes a decision for two reasons — the good reason and the real reason.”
J.P.Morgan

©2019 DLMann, all rights reserved J



Universal Intangibles:

AUTONOMY

y
Tangible Intangible

BELONGING COMPETENCE

Deci, E. L., & Ryan, R. M. (1995). Human autonomy: The basis
for true self-esteem. In M. Kernis (Ed.), Efficacy, agency, and
self-esteem (pp. 3149). New York: Plenum.

| JJ
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Universal Intangibles:

Meaning

Autonomy

©2019 DLMann, all rights reserved

Competence

Belonging



ABC-M Landscape — Takeaway Food

Home Decision Choosing Ordering Paying  Preparing Waiting Delivery Serving Eating Sharing Feedback Clearing Done
Aufonomy
®
/ \ &
Belonging
Competence

©2019 DLMann, all rights reserved




UK Insurers

VR Most people overestimate what
they can do in one year and

- - underestimate what they can do in
‘;_‘, ) = ten years.
¥ = ' |
-'(‘,- ﬁ—r : ﬁ '!
(w, - B(// (_}aﬁ’ﬁ -
o
- AZ QUOTES

1) First Principles
2) Innovate (Much) Faster

3) Sell The Experience
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Innovation Capability
MaturityModel:
AnIntroduction

Systematic
(Software)f.

Understanding Populations Better
Than They Understand Themselves

Professiong

Journeys:
Level - Leyel

Matrix 2010

www.systematic-innovation.com



