
Wat	
  hebben	
  Lego,	
  het	
  All	
  Blacks	
  rugby	
  team	
  en	
  Avatars	
  met	
  elkaar	
  
gemeen?	
  	
  

	
  
Wat	
  organisa+es	
  kunnen	
  leren	
  van	
  industrieleiders	
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Who	
  is	
  annoyed	
  by…	
  



Low	
  product	
  quality	
  …	
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Lack	
  of	
  difference?	
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Bad	
  service?	
  



How	
  would	
  the	
  world	
  look	
  like	
  if	
  

more	
  organiza@ons	
  are	
  passionate	
  

about	
  quality	
  and	
  caring	
  for	
  

customers…	
  



We	
  see	
  many	
  efforts	
  focused	
  on	
  beVer	
  serving	
  the	
  customer	
  need	
  
less	
  on	
  envisioning	
  the	
  drivers	
  of	
  change	
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Vivid	
  stories	
  on	
  engagement	
  from	
  leading	
  companies	
  like	
  Royal	
  DSM,	
  High	
  
Tech	
  Campus	
  Eindhoven,	
  Newtricious	
  and	
  Janssen	
  Pharmaceu+cal	
  Companies	
  
of	
  Johnson	
  &	
  Johnson	
  
	
  

"At	
  its	
  heart,	
  the	
  book	
  grapples	
  with	
  the	
  ques5on	
  of	
  how	
  to	
  build	
  innova5on	
  
into	
  daily	
  prac5ce	
  with	
  emphasis	
  on	
  engaging	
  the	
  consumer	
  into	
  new	
  

products	
  or	
  services.	
  Many	
  firms	
  become	
  entrapped	
  in	
  their	
  legacy	
  and	
  'the	
  
innovator's	
  dilemma'	
  but	
  Huizenga	
  shows	
  that	
  many	
  stalwarts	
  are	
  capable	
  of	
  

escaping	
  from	
  this	
  cap5vity	
  by	
  engaging	
  the	
  customer	
  to	
  pave	
  the	
  road	
  to	
  
new	
  opportuni5es,	
  similar	
  to	
  Apple	
  which	
  con5nues	
  to	
  reinvent	
  itself	
  by	
  

disrup5vely	
  inves5ng	
  in	
  their	
  interface	
  with	
  customers."	
  
Johannes	
  M	
  Pennings	
  

Emeritus	
  Professor	
  of	
  Management	
  
The	
  Wharton	
  School,	
  University	
  of	
  Pennsylvania	
  

	
  
"The	
  Knowledge	
  Enterprise	
  is	
  essen5al	
  reading	
  for	
  all	
  managers	
  about	
  the	
  

management	
  shiF	
  from	
  R&D	
  and	
  technology-­‐driven	
  to	
  customer-­‐driven	
  
innova5on.	
  The	
  author	
  not	
  only	
  makes	
  a	
  compelling	
  design	
  for	
  strategy	
  
realiza5on	
  but	
  also	
  provides	
  an	
  answer	
  to	
  'why'	
  companies	
  succeed	
  in	
  

transforming	
  their	
  business	
  model	
  ..."	
  
Fred	
  Boekhorst	
  

Senior	
  Vice	
  President	
  Philips	
  Research	
  
Philips	
  Electronics	
  

	
  
"The	
  power	
  of	
  the	
  'knowledge	
  enterprise'	
  ul5mately	
  depends	
  on	
  the	
  ability	
  to	
  

organize	
  business	
  innova5on.	
  The	
  book	
  reveals	
  the	
  stories	
  of	
  change,	
  
engagement,	
  teamwork	
  and	
  orchestra5on	
  to	
  unleash	
  and	
  spark	
  revenue-­‐

genera5ng	
  new	
  business	
  ..."	
  
Jérôme	
  Verhagen	
  

Managing	
  Director	
  /CEO	
  
NV	
  Industriebank	
  LIOF	
  

More	
  informa+on	
  on:	
  
www.benthurst.com	
  ;	
  www.managementboek.nl	
  	
  
www.worldscien+fic.com/worldscibooks/10.1142/p964	
  	
  
www.amazon.com/The-­‐Knowledge-­‐Enterprise-­‐Technology-­‐Management/dp/1783265426	
  	
  



Benelux	
  &	
  Switzerland	
  study	
  on	
  engagement	
  
We	
  asked:	
  “How	
  do	
  companies	
  behave	
  on	
  Customer	
  Engagement?”	
  
	
  

•  CEM	
  Maturity	
  Model®	
  	
  

•  In	
  depth,	
  50	
  ques+on	
  Qualita+ve	
  survey	
  of	
  25	
  companies	
  	
  	
  
–  Interviewed	
  CMO’s,	
  CCO’s,	
  CEMs	
  and	
  Marke+ng	
  Managers	
  
–  Representa+on	
  of	
  companies	
  opera+ng	
  in	
  P&C	
  insurance,	
  Life	
  Insurances,	
  Health	
  

Insurance,	
  Retail	
  &	
  Private	
  Banking	
  	
  

•  CEM	
  Maturity	
  Model®	
  Benchmark	
  survey:	
  August	
  –	
  November	
  2014	
  
–  An	
  assessment	
  across	
  8	
  strategic	
  and	
  organiza+onal	
  dimensions	
  
–  Benchmark	
  framework	
  classified	
  companies	
  on	
  4	
  stages	
  of	
  maturity	
  in	
  Customer	
  

Engagement	
  
–  Across	
  3	
  countries	
  

•  Switzerland	
  
•  Netherlands	
  
•  Belgium	
  

9	
  
CEM	
  Maturity	
  Model®	
  first	
  validated	
  with	
  leading	
  industry	
  experts	
  and	
  in	
  coopera+on	
  with	
  
The	
  Amsterdam	
  MBA	
  |	
  Amsterdam	
  Business	
  School	
  |	
  University	
  of	
  Amsterdam	
  



Lessons	
  from	
  leading	
  companies	
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ENGAGEMENT	
  	
  
&	
  	
  

INNOVATION	
  



Transi+on	
  leadership	
  -­‐	
  DSM	
  –	
  Bright	
  Science.	
  Brighter	
  Living.™	
  
Royal	
  DSM	
  is	
  a	
  global	
  science-­‐based	
  company	
  ac+ve	
  in	
  health,	
  nutri+on	
  and	
  materials	
  

Our	
  purpose	
  is	
  to	
  create	
  brighter	
  lives	
  for	
  people	
  today	
  and	
  genera@ons	
  to	
  come	
  
	
  



Transi+on	
  leadership	
  starts	
  with	
  an	
  absolute	
  aspira+on	
  -­‐	
  Solving	
  unmet	
  
needs	
  of	
  our	
  +mes	
  



Absolute	
  aspira+on	
  -­‐	
  Becoming	
  number	
  1	
  in	
  5	
  therapeu+c	
  areas	
  

Tapping	
  into	
  the	
  best	
  science	
  in	
  the	
  world	
  and	
  
driving	
  open	
  innova+on	
  



How	
  to	
  organize?	
  Janssen	
  Pharmaceu+cals	
  –	
  5	
  rules	
  of	
  engagement	
  

1.  Unmet	
  medical	
  needs	
  

2.  Focus	
  on	
  solu+ons	
  for	
  five	
  therapeu+c	
  domains	
  

3.  Collabora+ve	
  innova+on	
  –	
  ‘the	
  world	
  is	
  our	
  lab’	
  

4.  Team	
  focus	
  (Rugby	
  sports,	
  Avatar	
  teams	
  &	
  ColaLife	
  example)	
  

5.  Gerng	
  proof	
  of	
  concept	
  



The	
  card	
  game	
  –	
  3	
  ques+ons	
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We	
  study	
  the	
  prac+ces	
  of	
  strategy,	
  organiza+on	
  and	
  innova+on	
  at	
  
organiza+ons	
  and	
  industries	
  –	
  and	
  use	
  it	
  to	
  improve	
  your	
  work	
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Study	
  revealing	
  some	
  gradual	
  but	
  
fundamental	
  changes	
  of	
  the	
  –
once	
  sta5c–	
  Belgian	
  insurer	
  and	
  
broker	
  landscape	
  (2012	
  -­‐	
  2014)	
  

How	
  iconically	
  competent	
  
organiza5ons	
  aXract	
  individual	
  
talent	
  around	
  an	
  absolute	
  
aspira5on,	
  and	
  how	
  they	
  stay	
  
at	
  the	
  top	
  of	
  their	
  game	
  for	
  
more	
  than	
  a	
  century	
  (2013)	
  

Thought	
  provoking	
  evalua5on	
  	
  
and	
  forward	
  looking	
  	
  
assessment	
  of	
  the	
  Dutch	
  	
  
health	
  market,	
  7	
  years	
  aFer	
  
the	
  large	
  scale	
  priva5za5on	
  
(2013)	
  

How	
  organiza5ons	
  master	
  
innova5on,	
  realize	
  a	
  
transi5on	
  leadership	
  strategy	
  
and	
  rebuild	
  their	
  business	
  
model	
  for	
  the	
  next	
  stage	
  of	
  
growth	
  (2015)	
  Mul5	
  country	
  study	
  (NL,	
  BE,	
  CH)	
  

on	
  organiza5onal	
  prac5ces	
  in	
  
customer	
  engagement	
  (2014)	
  



More	
  on	
  Benthurst	
  &	
  Co	
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For	
  more	
  informa+on	
  contact	
  
me:	
  
	
  
Edward	
  Huizenga	
  	
  
	
  
Mobile:	
  	
  
+	
  31	
  6	
  380	
  777	
  66	
  	
  
	
  
email:	
  
edward.huizenga@benthurst.com	
  
	
  
Website:	
  
www.benthurst.com	
  	
  
	
  


