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digital natives: their physical and virtual worlds will be 

increasingly blended and seamless



The Cloud Will Change Everything

ubiquitous continuous moments of truth



a culture of makers will drive the next 

wave of service innovation

words like “consumer,” “marketing,”

“commercials,” and “advertising”

will become obsolete…



TWO BIG FORECASTS 

THAT WILL SHAPE SERVICE

1. The digital natives will change the world

2. Cloud-served supercomputing will amplify   

everything
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the VUCA world

Volatile Uncertain Complex Ambiguous



Volatile         Uncertain         Complex         Ambiguous

20222012

VUCA 2.0: a permanently VUCA world



The VUCA World 2.0

……….THREATS………………OPPORTUNITIES……

VolatilityVolatility VisionVision

UncertaintyUncertainty UnderstandingUnderstanding

ComplexityComplexity ClarityClarity

AmbiguityAmbiguity AgilityAgility
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Foresight

a plausible, internally consistent, 

provocative story from the future 

Insight

an “AHA!” that is provoked by Foresight

Action

a clear compelling way forward    
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“The future is already here, it’s just unevenly distributed.” – William Gibson



SIGNALS

are indicators in the present

that reveal the unevenly distributed 

future



signal: the word “occupy” was selected 
as the word of the year for 2011



signal: Tesco QR code shopping in Seoul subway, 

for immediate home delivery…



signal: rich-poor gap is growing and increasingly visible



1939 World’s Fair Futurama1939 World’s Fair Futurama1964 World’s Fair Futurama
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The MakerFaire (San Mateo Expo Center)



The Experience Economy…Joe Pine & Jim Gilmore

• FROM PRODUCTS

• TO SERVICES

• TO EXPERIENCES

• TO PERSONAL TRANSFORMATIONS



TWO BIG FORECASTS 

THAT WILL SHAPE SERVICE

1. The digital natives will change the world

2. Cloud-served supercomputing will amplify   

everything



A “generation” is now about 6 years,

if you are 25 or less…AND SHRINKING



Only those 16 or less in 2012 are true digital 

natives—but the younger you are, the stronger the 

effect
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by 2021, EVERYONE 25 or less will be a digital native



EMERGING MARKETS WILL LEAPFROG…

2022: cloud video, web, GPS, sensors…2012: voice and text
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digital native’s brains will work differently

(e.g., “continuous partial attention”)



EUSTRESS

positive stress











unless the rich/poor gap improves 

dramatically by 2021, a LARGE 

number of digital natives around the 

world will be:

* hopeless

* able to see the very rich

* very connected



digital natives learn through gaming…

gaming is the best way to learn in the VUCA World



FORECAST

Gameful experiences will become 

an increasingly important part of 

service delivery



• hypothesis: 



games are 

“obstacles that we volunteer to overcome”







Gaming to improve your Bio-Empathy





TWO BIG FORECASTS 

THAT WILL SHAPE SERVICE

1. The digital natives will change the world

2. Cloud-served supercomputing will amplify   

everything



Anything that happens on the net—beyond your 

device 

“The network is the computer” will finally come true

The cloud will amplify innovation and learning—

especially by digital natives in developing regions

Cloud-Served Super-Computing



“
”

When we change the way we communicate,

we change society…. 
—Clay Shirky



Reciprocity is the currency of the 
cloud (transactions are the currency 

of today’s Internet)

reciprocity requires faith:

you give things away in the faith that 
you will get even more in return

Cloud Logic
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Reciprocity-Based Innovation

Giving things away in intelligent ways,

in the faith that you  will get back even more in return

.



IBM Smarter Planet Initiative



TED opens—and becomes even more elite
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signal: giving Dawn to clean up oil spills

(and selling Dawn to others)



Microsoft tried to protect Kinect…unsuccessfully



• hypothesis: 

The Kinect rollout strategy

is an example of

Involuntary 

Reciprocity-Based

Innovation



• hypothesis: 

Reciprocity-Based Innovation will be 
the biggest innovation opportunity

in history 

Bob’s Biggest Forecast 





SMART MOBS for shopping…

55Source: Livingsocial.com

Source: Groupon



Insight: The act of giving 
results in pleasure, 

meaning, and  happiness 
for the giver





Hallmark has created an 
innovative platform for 

cross-generational 
storytelling

and promised to 
preserve grandma’s 

voice!



Composer Eric Whitacre

connecting as we have never connected before

Source: carthage.edu
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10 Future Leadership Skills



Dell Social Media Command Center
Austin, TX
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UPS immersive learning center 
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signal: rethinking “consumption,” “marketing,”

and “advertising”



signal: lululemon manifesto






