
Targeting the Future Customer
Erik Mashkilleyson, Digital Experience Director



© 2018 Siegel+Gale. All rights reserved.

Let’s start 
with the 
history of 
civilisation.
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New way of doing 
something New behaviour

New way of creating value

New experience

New business model

New technology

How does change come to be?

Fundamental
societal change



The future customer?

10



© 2018 Siegel+Gale. All rights reserved. 11



© 2018 Siegel+Gale. All rights reserved. 12



© 2018 Siegel+Gale. All rights reserved. 13

Generation Z turned 18 this year.

Personalised
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Serious, and also taking nothing seriously.

Changing wants, needs and behaviour
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Mobile maniacs 

Study by VisionCritical

Mobile, social, video

Direct, individualised messaging – mobile first

ADHD



Targeting follows behaviour.
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Attention is 
a scarce 
resource. Or 
is it?
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They aren’t engaging enough with our brand!
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You don’t necessarily want them to.

bank engagement game
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One swipe – or just automatic.

22

Is your experience about being effortless or being there as another 

human being or both?

loanpayment

A good talk with a cup of tea.
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The most effective marketing tool is basing your product on experience.
Harvard Business Review 2/2018: The Most Successful Brands Focus on Users — Not Buyers 
Joint study by SAP, Siegel+Gale, and Shift Thinking
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Even better if it is personalized, right place, right time.
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E.T. PHONE HOME
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User

E.T. 
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User Product

E.T. PHONE
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User Product Need

E.T. PHONE HOME



My name is Erik Mashkilleyson.


