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= Refreshment Break
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Background

= PhD in Information Systems Management & Analytics, Warwick Business School
= Masters in Management Information System & Digital Innovation, Warwick Business School

Currently teaching
progamme ———————— Thodues
 Exchange Students *  Programming for Business Application
* Joint Degrees * AlinBusiness Practices
 BSc International Management * Digital Finance, Blockchain & Cryptocurrencies
« BSc Accounting and Finance * Digital Business Services
* BSc Management * FinTech for Consumer Financial Services
« MSc Management of Information Systems and Digital Innovation * Programming and Big Data Analytics

* MSc Financial Technology * FinTech in Practice /
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Technology has changed every business

From how we live... to how businesses create value and serve us.

~ Va

/ Apple Watch b L Alexa \' ~ Self-driving cars UI recommendations LMobile banking apps

can track your heart rate |

know what you like in your pocket

‘ can help at home | can drive on their own

\— ) ) : V

Alexa, turn on
the lights.

Your Balance

Payment
Successfyl!

Used for... Used for... Used for... Used for... Used for...
Healthcare & Fitness Smart Home & Lifestyle Transport & Logistics Retail & E-commerce Finance & Banking
* Monitor health / B Control devices * Safer roads ﬂ * Personalised shopping * Easy transactions
* Prevent disease ﬁ * Set reminders * Less traffic * Better customer experience ﬁ * 24/7 banking

* Personalised wellness * Play music * Lower delivery costs * More sales * Financial inclusion
* Lower healthcare costs * Get information * New mobility services * Customer loyalty * Better security

{Z Technology is not just a tool. It creates new ways to solve problems, add value, and improve lives. i@\‘




Business - Problems - Technology - Better Business

= Learning objective:

= By the end of this lecture you will understand why businesses use technology, and
why technology alone doesn't solve problems.
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From entertainment to transport, shopping to payments - technology is everywhere!

Snapchat

~r = .

ac
Following | ForYou @ 8

¢ dapan @
’i\* . @1 @ @\
@

Good Vibes

MONEY
ER  BUDGESETON  HEIST

3

Millions of songs, Movies, series and documentaries
anytime, anywhere. on demand, whenever you want.

Short videos that entertain, Share moments, chat with

Photos, stories and reels
inspire and create trends. friends, and stay in the loop.

that connect the world.

Get a ride at the tap of a button. Shop anything, anytime, Pay quickly and securely Your favourite food, Find places, get directions,
Safe, easy and convenient. and get it delivered. with your iPhone or Apple Watch. delivered to your door. and explore the world.

{ \ 1 s
| j@: Different apps. Different industries. Same impact: making life easier, faster and better. |

How many of these have you used this week?



Technology has become part of almost everything we do

= But businesses didn't adopt technology just because technology is cool.
= They adopted it because they had problems to solve.



Let’s look at a story... Wh o -
at’s going on?

B Bubble Tea Shop :
; Al Ra Long queues Customers leave Bad reviews
| | @ | M

Business owner
says...

i “Customers keep jn ;
N , complammg .

@ If you owned this shop...
What would you do?




Symptoms Prescription

Mg f One manager W

immediately says...

Let’s build,




Symptoms

Long queues

7~
o Customer

b

@) Shop

) Making

The App Flow

ordering on

the app

y

taking the
order

{

Drinks




Even after building the app...

Why?

Customers are still waiting 20 minutes and complain.

AL

20 minutes
already? &

=\

Where is
my drink?!

BUBBLE TEA

oW

=-__4 "
R

|

— |

Wait Time
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Why? Symptoms <3¢ Prescription

Even after building the app...

Fhilbwainng Long queues /
Customers are still waiting 20 minutes and complain. 94 One manager
immediately says...

BBBBBB
TEA 4

-------
SLCCCCferre

Problem Solution

oy



Understanding the business first — As-Is

Current Process

" Not enough barista

Customer
arrives

= Not enough equipment
" Drink takes 5 mins

" Queue? x

" Production capacity

" Technology cannot fix a problem you
don't understand.

? Where is the bottleneck?_

. R




As-Is To-Be Framework

As-Is To-Be

= Current State = Future State

* How the business works today " How the business should work
= Understand reality = Design improvements

Technology

As-ls == |dentify problems =———> Design To-Be

Symptoms Root Cause < Prescription




= 20 years ago...

Visit DVD shop T T LR TR RO R W
\l/ N «*\\h\\\ ‘ .;,. .
Browse\;helves \ %T ““@ “‘\\“\\\\\\\\\\\\\\\N\\\\a - ;.-;
B \\\\‘\;\‘V\\\\ \\\
Rent DVD "“% a%\‘%w \‘é‘@\\ Q‘\‘%\x\;‘\\\” et e

h S =
Wz\alfc . “

Return DVD =




Example 1 — DVD renting pain points

| travel limited stock return DVDs }“ fi°',"’:‘ know
‘ - if it’s good

The movie I want Have to return it Not sure if I'll like it
isn’t available. on time. until I watch it.

Have to go to the store.
It takes time.




- N etfl IX. oe Home TV Shows Movies rowse by Languages 0 N O t rave | I i n g

V|S|t we bSlte Today's Top Picks for You ‘, ] NO retu rns

¢ “»}‘ | . “mi .‘ f g ‘?"-‘V\;V ”Ié ‘ R . '7 =" 7l .fr." 4 ) f —_— [] [ ]
‘ ¥y ] : - . < g (' '4 j;,,..-h :‘ % s A _ ‘ .¢. .
Login T 4 GBI TN IKROSAT . Bovs Unlimited catalogue

N

We Think You'll Love These

Choose ' Lia T s )
Watch S

Problem solved?

R



Example 1 — Netflix New Problem

"There are now 200,000+ titles."
How do | know what to watch?




Example 1 — Netflix New Problem /As-Is Pain point?
Choice overload
"There are now 200,000+ titles." Netflix homepage

How do | know what to watch? \Z
Search

N2

Scroll

N2

Scroll

N2

Scroll

N2

Leave

- 7
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Example 1 — Netflix New To-Be

= Everyone’s homepage is different. =

Visit Netflix

N/
Login

Recommendation System

Click

Watch

User A
@ likes action & thrillers
N2

Home TV Shows Movies My List

‘ s Dk o ;

NIGHT ‘ JOHN WICK

AGENT EXTRABTIONZ  THE WITCHER CHAPTER 4

Top Picks for You

Because you watched Money Heist
(wA -

>/

bk
vy A f.'pr

JEAKY . BODYGUARD  VAGABOND

Trending Now

2y e I\ 5 : B

W, R\
O\ & |

THE DARK KNIGHT INCEPTION SHERLOCK *EQUALIZER

User B
likes romance & dramas

Home TV Shows Movies My List

Top Picks for You

’ o GINNY&
BRIDGERTON  GEORGIA

Because you watched Virgin River

D\ 3
VIRGIN RIVER

MAGNOLIAS HEARTLAND

Trending Now

CROWN  EMIYINPARIS ' *GoodDoctor | GREV
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How does the recommendation system work?

0 Ml bisRres 9 Al then finds patterns. e That’s recommendation.
\V} h People who watched
| : I iewing histor
: d R 37 ~ Harry Potter
o— —o
YN

Q Search history

also watched
Fantastic Beasts.

Ratings

@ Time of day

sy,
',k Browsing behaviour

Q Al looks at lots of data, finds patterns, and recommends what you might like!

L
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Business Value

= Technology creates value because it solves a business problem.

" Users find ‘ Users watch
- content faster more

Users stay \| Netflix

Technolo
\ 9 ) subscribed earns more

= Netflix can also make better-informed decisions

e 4



Example 2 — Bookshop as-is  \What are the pain points?

Visit a bookshop
N/

Browse

N2

Cashier

N2

Leave

Limited stock
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Example 2 — Amazon to-be

IR ¢ W, TH FAEY BN Lt 2 LA A AR A ) | VRALSAS IS

Amazon Website
Search I Browse P,cslselku Recommendation Gilt cvicared |
\l/ Center Center Q the Medi

Search > Welcome to

v \/ amazon.com: =%

] 1"‘.
EARTH'S BIGGEST BOOKSTORE  Snoppug Cuars

Buy :
2.5 million titles. Savings up to 40%.
\l/ 3 & P e Taxes Made F
o TurboTax
eb ote
Monday, March 2, 1998
’ Sear
. . Enter
What We're Reading... e,

In The Unnerse and the ua/'uv K. C

~ 1 1 1 1 1 Cra=
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Example 2 — Amazon new problem

= Millions of products R N—
= Too much choice :

JUMPSTART
GOOD HABITS
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Example 2 - Amazon new To-Be

Recommended for you You might also like Selected for you

A
i \4

T
Products you may like

w
N2 =
Purchase @
\l/ )

5
- ?a.
e e v 0¥ u

CHOI'S

@@ NAPA XINCHI
- . ,

Delivery

Business stayed the same.
Technology evolved.

R
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Example 3 — Taxi as-is / Uber to-be

TAXI

Wave on street

Y
oy

ihb:“‘-

y

f

Hope one comes

No tracking

Pain points

= uncertainty
= waiting

= cash

Book/pay

J

Track
r-'ﬁ
[ 2min away |

2 min away

Technology solved
business problems

E \'}
. ) L y4 y /
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Future of business technology

&) chatGPT Amazon
warehouse robots

("= Iy _J==

New chat

@ How can | help you today?

Al that understands language Robots that move shelves Try before you buy. Scan, pay and go.
and helps with many tasks. and speed up deliveries. See furniture in your space. Less queue, more convenience.
g

T Tesla O\ Amazon Go

NO LIHES,
2

NO CHECKOUT.
(W0, SLRIDOSLE)

JUST

SHOPPING

Smart cars, electric power Walk in, pick up items, Drones deliver packages
and self-driving technology. walk out. No checkout. faster and to more places.




What's next?

= Technology keeps changing.

= But businesses might still face the same question...

Business - Problems > Technology > Better Business

Technology

As-ls == |dentify problems =———> Design To-Be

Symptoms Root Cause < Prescription
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