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A massive change in people’s 
behaviour

The social impact

Workation experiences are 
increasingly in demand

Make that change

• Conduct customer research, such as 
survey


• Identify actions, key interactions and 
emotions and feelings


• Communicate changes as a result of 
feedback

Consumers are online to connect, be 
entertained and to learn

Consumers are influenced by their 
friends’ social media posts

The Changing Consumer Needs

Identifying Consumer Barriers



Identify tools and systems: which 
ones are used to deliver the 
experience?

Tell your story online

Build and engage an audience 
on suitable channels

Designing Product With 
Confidence Built-in

Scenario Mapping and Building 
Resilience



Enhance digital experiences

More consumers are seeking 
sustainable options if they 
benefit from them directly

Use insights into 
decision-making

Transparency


