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BMW 

Hilton 

Texting 

Singtel 

Western Union 

CNA 

Chan Brothers 

ComfortDelGro 

Tesla 

Airbnb 

WhatsApp 

Circles.Life 

TransferWise 

Netflix 

Klook 

Grab 



What about B2B?











Magento 

Recruiters 

PayPal 

Photoshop 

Conference Calls 

IT Teams 

Email 

Offices 

Shopify 

LinkedIn 

Stripe 

Canva 

Zoom 

Zapier 

Slack 

JustCo 



“Disruption”



“TECHNOLOGY” DISRUPTORS





“EXPERIENCE” 
DISRUPTORS



.



1st Adaptation
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Product Market Fit
Incumbents
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Experience Disruptors
Experience-Market FitProduct Market Fit

Incumbents
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‘Asia’s first fully digital telco and consumer company’

Experience Market Fit



"For us, it's all about leading the 
customer through a frictionless journey 
with specific moments of delight. You 
can only do this with an agile digital 

platform operated by an insight driven 
customer obsessed team!"

Rameez Ansar  |  Co-founder, Circles.Life

1 Experience Market Fit



.



2nd Adaptation
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Friction-filled
Incumbents
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Experience Disruptors
Friction-lessFriction-filled

Incumbents



Try it free

Remove Friction2



Software should be 
bought, not sold.

Jay Simons  |  Atlassian President

Remove Friction2



Price:  $1,000,000
Discount:   0%
Sales Rep:   n/a

Remove Friction2



Remove Friction2



.



3rd Adaptation
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Anonymous
Incumbents
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Experience Disruptors
PersonalisedAnonymous

Incumbents



Reed Hastings  |  Netflix CEO

Personalise3



We avoid  
psychographics…

Personalise3

Reed Hastings  |  Netflix CEO



Daniel Ek  |  Spotify CEO

Personalise3

We moved from personas 
to use cases…



.



4th Adaptation
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Sell to customers
Incumbents
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Experience Disruptors
Sell through customersSell to customers

Incumbents



Vivy Yusof  |  Founder

Sell through customers4



#fvootd
53,000+ posts

Sell through customers4



.



5th Adaptation
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Business model 
followers

Incumbents
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Experience Disruptors
Business model 

busters
Business model 

followers

Incumbents



Business model busters5



.



6th Adaptation
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Difficult to use
Incumbents
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Experience Disruptors
Easy to useDifficult to use

Incumbents



Easy to use6



Cameron Adams 
CPO and Co-founder, Canva

Easy to use6







How to Become an 
Experience Disruptor



Experience Disruptor Superpowers

Get Experience-Market Fit1
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Remove Friction2
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Get Experience-Market Fit1

Remove Friction2

Personalise3
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Get Experience-Market Fit1
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Sell Through Your Customers4



Experience Disruptor Superpowers

Get Experience-Market Fit1
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Attack Your Business Model5



Get Experience-Market Fit

Experience Disruptor Superpowers

1

Remove Friction2

Personalise3

Sell Through Your Customers4

Attack Your Business Model5

Make It Easy to Use (and to love)6



How you sell is why you’ll WIN.



Thank you


