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CX Guru and Chief Change Architect, Root Inc.
30 years working in the world’s most influential businesses

20 years with Root Inc.

Author:

— 720 Haircuts: Creating Customer Loyalty
That Lasts a Lifetime

— The Un-Bossy Boss: 12 Powerful Questions
to Make YOU a Great Manager

— Upcoming book releases this fall:
* Boss: The Original Four-Letter Word

GARY MAGENTA




Consultant, sustaining change for clients at Root Inc.
Background in 360° marketing communications
Master’s in management from University College London

Digital content creator and influencer with
You DD e 100,000 subscribers

What is Change Management Work Day as a Consultant | A Week in My Life as a
Consulting? Quarantine Vlog Consultant

24K views * 10 months ago 27K views * 2 months ago 1.1M views * 2 years ago

KRISTINA CHOI
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Disrupting your customer’s experience is your key to survival.
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@ Largest assortment of
products available through
mail-order catalog

@ First to allow for return items

@ Rewards programs

@ Delivered to your house
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What a sight it Is to see the rise of Amazon, whose
model Is so similar to the one that Sears created, while
watching the original disruptor
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Acquired by Google and
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Monetization opens the
door for brand partnerships

Creators reach audience
directly
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Influencer
Amazon of the influencer
space’s of the retail industry.
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Somewhere around 8000 BC, FronccliE
made its debut took even less time.

The leap from the
chariot to the car
was much faster.
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UNIQUE CUSTOMER
EXPERIENCE

Are you creating an experience =
that your customer wants and needs -
from you? Or the experience you =

want and need from your customer?
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WHAT’S THIS?

SPOILER ALERT:
It's the design for the world’s first digital camera.
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Grandma and Grandpa.
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Grandma and Grandpa.

They wait months to use all 36 exposures in their

They take undeveloped film to the creepy guy in the drive-
thru and wait a week to get their pictures back.

They notice that in his first steps photo,
and they can’t send a photo of Satan’s child to Grandma
and Grandpa.

They to ask the creepy guy to remove
the red eye.
They and pick up the retouched

photograph from the creepy guy at Fotomat.

They finally f to Grandma
and Grandpa...just in time for little Johnnie to graduate
from high school.
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Even “littler” changes can make a big difference...
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Customers are
delighted and
stock reaches an

all-time high!
1972 McDonald’s
announces
ALL-DAY
breakfast. Competition
McDonald’s announces struggles to
breakfast sandwich. keep up.
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Uber’s mission: Bring
transportation — for
everyone, everywhere.
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Drivers work when they want,
where they want, for as long
as they want.

UNIQUE CUSTOMER
EXPERIENCE

Uber offers the perfect blend of
technology, human interaction,
and personalization.
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DON’T JUST MANAGE CHANGE,
TAKE CHARGE OF IT!
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IF YOU SAID THE
‘80s, YOU WERE

NO, NOT THE 1980s,




IN 1889,

LOOKED LIKE
THIS.

YUP,
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garymagenta.com kchoi@rootinc.com

gmagenta@rootinc.com uyoutube.com/bykchoi

IN Gary Magenta m Kristina Choi
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Upcoming Webcast Programming from
The Conference Board

=  Strateqgies to Support a Safer Return to the Worksite (October 26 @ 3pm ET)

= From Immediate Responses to Planning for the Reimagined Workplace (October 29 @
1lam ET)

= Supporting Organizational Hypergrowth with a Powerful Intranet (October 30 @ 2pm ET)

= Ascertaining the Elusive Quality of Hire (November 6 @ 12pm ET)

View all of our upcoming webcast programs

120 © 2020 The Conference Board, Inc. | www.conferenceboard.org


https://www.conference-board.org/webcasts/return-to-worksite
https://www.conference-board.org/webcasts/reimagined-workplace
https://www.conference-board.org/webcasts/intranet
https://www.conference-board.org/webcasts/quality-of-hire
https://conference-board.org/webcasts/upcoming/

HUMAN CAPITAL Human Capital Insights

|G HTS A new podcast series brought to
you by The Conference Board

Human Capital Center

I
THE CONFERENCE BOARD @

The Conference Board Insights podcast series helps talent executives address challenges
and stay informed about current issues across the entire spectrum of human capital

Click here for a complete listing of all of our Insights podcasts or check out our entire podcast
lineup at
www.conference-board.org/podcasts
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https://www.conference-board.org/podcasts/authordetail.cfm?author=6991
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>
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Interested In sponsoring a webcast?

Contact us to learn more:

sponsorship@conference-board.org
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