
12/01/2018 

1 

 
RETAIL & THE DIGITAL REVOLUTION 
LESSONS FOR THE INSURANCE INDUSTRY 

 
PROF. GINO VAN OSSEL 

“online” 

(heterosexual couples – USA) 

how couples met 



12/01/2018 

2 

 

AGENDA 
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3.  the new world 

4.  the new broker? 
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A.D.H.D. 

generation 

4.6 mio. subscribers 

729K views after 19 hrs. 
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5.4 mio. followers 

 

1.2 mio. followers 
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10% 
shower gel 

market share 



12/01/2018 

11 

 web-influenced 
sales 

 

68% 
of shopping 

trips start online 
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12% 
online 

share of sales 

3 
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IWWIWWIWI 
  I want what I want when I want it 
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easy to shop 

choice 

inexpensive 

service 

experience 

trust 
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 The future of personalization 
isn’t to impress customers 

with science. 

 
It’s to delight 

them with magic! 

John Mulliken (Joss & Main) 
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after 4 months: 

1,000,000 users 

 

after 16 months: 

2,000,000 users 
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source: “Higher satisfaction at lower costs: digitizing customer service”, McKinsey 
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digital as a threat 

 

digital as  
an opportunity 
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OMNI-CHANNEL 

omni- 
channel 

cross- 
channel 

multi- 
channel 

mono- 
channel 

customer centric 
commerce 
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IWWIWWIWI 
  I want what I want when I want it 
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growth 
John Lewis 

online 
 

+16% 

growth 
John Lewis 
shop sales 

 
-1% 

online 
share of sales 

John Lewis 
 

33% 

click & collect 
53% of 

online orders 
(70% @ 

Waitrose) 

  source: John Lewis 2016/17 annual report – except “click & collect 2015/2016 

37.3% 
John Lewis, online share of sales, half year ended 29th July 2017 
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50% 
John Lewis, online share of sales, objective 2020 

customer centric 
commerce 
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product solution 
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 web-influenced 
sales 
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“Would you like to see 
shoes on sale that would 

look great with this outfit?" 

 
“Need diapers or 

a crib in the  
near future?” 



12/01/2018 

50 

 
“Interested in 

weight-loss books 
or exercise tapes?” 
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customer centric 
commerce 
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“don’t look for customers for your products, 
but look for products for your customers” 
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partnering 

 



12/01/2018 

57 

Prof. Gino Van Ossel 

gino.vanossel@vlerick.com  
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