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digital natives: their physical and virtual worlds will be
iIncreasingly blended and seamless




ubiquitous continuous moments of truth




a culture of makers will drive the next
wave of service innovation

»n

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



the VUCA world




VUCA 2.0: a permanently VUCA world

Volatile Uncertain Complex Ambiguous




The VUCA World 2.0

.......... THREATS..................OPPORTUNITIES......
volatility
URcentamby. Urielzgsicriclisief

Complexity;

ATIISUILY. AGIILY,



FORESIGHT

£

ACTION INSIGHT




Foresight
a plausible, internally consistent,
provocative story from the future

Insight
an “AHA!" that is provoked by Foresight

Action
a clear compelling way forward



“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

GETTY IMAGES




signhal: Tesco QR code shopping in Seoul subway,
for immmediate home delivery...




signal: rich-poor gap is growing and increasingly visible
Ebe New JJork Erfimeg __
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Julia, a protection dog, working with a trainer at home in Lake-
ville, Minn.,"as her owner’s assistant, Lori Aspelin, watched.

By JOHN TIERNEY

MINNEAPOLIS — Don’t call
her a guard dog.
When she costs $230,000, as Ju-

lia did, the preferred title is “ex-

ecutive protection dog.” This
3-yvear-old German shepherd,
who commutes by private jet be-
tween a Minnesota estate and a
home in Arizona, belongs to a ca-
nine caste that combines exalted
pedigree, child-friendly cuddli-
ness and arm-lacerating ferocity.

Julia and her ilk have some of
the same tracking and fighting
skills as the dogs used in elite
military units like Navy Seal
Team 6, which took a dog on its
successful raid of Osama bin Lad-
en’s compound in Pakistan.

In fact, Julia was sold by a
trainer, Harrison Prather, who
used to supply dogs to Seal Team
6 and the British special forces.
But then Mr. Prather switched to
a more lucrative market.

“Either rich people discovered
me or I discovered them — 1
can’t remember which happened
first,” said Mr. Prather, the presi-
dent of Harrison K-9 Secunty
Services in Aiken, S.C.

He and others in the high-end
dog training business say prices
have shot up thanks to the grow-
ing number of wealthy people
around the world who like the se-
curity — and status — provided
by a dog with the right creden-
tials. Moguls and celebrities now
routinely pay $40,000 to $60,000
for a well-bred German shepherd
that is certified as an expert in
the sport of Schutzhund, which
means “protection dog.” The
price can go much higher if a dog
does well at an international
championship, as Julia did.

“She’s a top deal,” Julia’s own-
er, John Johnson, said as she es-
corted him around the grounds of
his 15-acre estate outside Minne-
apolis. “She’s won awards. She

Corntinued on Page 4




1964 World’s Fair Futurama 1939 World's Fair Futurama

High spot of the New York World's Fair reopening this Spring —
CM Futurama!

You can look over GM's exciting “idea” cars — Firebird I'V with television,
steren, game table, refrigperator; GM-X with jet aircraft cockpit and con-
trols —fascinating design and engineering innovations right out of

tomorronw.,







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
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Only those 16 or less in 2012 are true digital
natives—but the younger you are, the stronger the
effect

——







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




EMERGING MARKETS WILL LEAPFROG...

2012: voice and text 2022: cloud video, web, GPS, sensors...







digital native’s brains will work differently
(e.g., “continuous partial attention”)

———
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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
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WHY GAMES MAKE US BETTER AND
HOW THEY CAN C HA NG TH§ WORLD

JANE McGONIGAL




FORECAST

Gameful experiences will become
an increasingly important part of
service delivery






games are
“obstacles that we volunteer to overcome”

WHY GAMES MAKE US BETTER AND
HOW THEY CAN C HA NG¥ THE WORLD

JANE McGO NI GA



TALKS
Jane McGonigal: Gaming can make a better world

TED2010, Filmfmed Feb 2010, Posted MMar 2010 [
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Gaming to improve your Bio-Empathy

[[] NATIONAL GEOGRAPHIC CHANNEL  live curious.

HGC HOME TV SCHEDULE SHOWS  VIDED GAMES MOBILE CURIOUS

HOW TO BUILD A BETTER BEING

Joumey into the billion-year history 42
of the human, led by a computor a—
gama vislonary, who might ba ——

revealing the secret genetic —
machinery behind Tife. " -
N -







TWO BIG FORECASTS
THAT WILL SHAPE SERVICE

1. The digital natives will change the world

2. Cloud-served supercomputing will amplify
everything



Cloud-Served Super-Computing

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




(1l Tube

facebook.

When we change the way we communicate,
we change society....
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Cloud Logic

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







IBM Smarter Planet Initiative
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TED opens—and becomes even more elite

TEDX

x = independently organized TED event




signal: giving Dawn to clean up oil spills
(and selling Dawn to others)

FutureRetro2d10 YouTube Chammel




Microsoft tried to protect Kinect...unsuccessfully




The Kinect rollout strategy
is an example of

Involuntary
Reciprocity-Based
Innovation




Bob’s Biggest Forecast

Reciprocity-Based Innovation will be
the biggest innovation opportunity

in history







SMART MOBS for shopping...
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Unbeatable Local Deals at 50-90% Off
Subscribe to Groupon Free Deal Alerts

Choose Yaur City New York
Dont

Email Address

Nectar Wine Bar . TR T

$30 ) nd on Food and

See Today’s Deal




Insight: The act of giving
results in pleasure,
meaning, and happiness

for the giver




A F!ECOR‘ DAELE STORYBOOK

 MORE THAN A STORYBOOK. Q
It’s _y-ur v::nce o1

Currently

SOLD OUT

in many locations.

Check your Hallmark Gold Crown store

in January for new tities.
See how it works »




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
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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”

DON’T BUY
THIS JACKET

COMMON THREADS INITIATIVE
Together we can reduce our environmental footprint.




signal: lululemon manifesto

Your OUTLOOK ON LIFE

‘ F S_ ETBAC Ks' is a direct reflection of how

Success is determined by how you handle setbacks. much you like yourself.

‘.‘5‘ 4 THE CONSCIOUS BRAIN CAN ONLY HOLD ONE THOUGHT § 5
e aratme Choose a positive thought. 2 s €
) are :
DRINK FRESH WATER AND AS MUCH WATER As yOU Can. 52 i 3
E WATER FLUSHES UNWANTED TOXINS ri important
= ' = FROM YOUR BODY AND KEEPS YOUR BRAIN SHARP ;' N than mor f
~ g

Practice yoga so you can remain ACTIVE in physical sports as you age.

-

4L

lululemon @ athletica

1
APPRECIATE TIHE ESMENT. Living in the moment could be the meaning of life.










