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“Putting the customer at the centre should not be a Eureka 
moment. Optimising every customer interaction at scale is no 
longer something to strive for. It is something you need to 
design, to invest in and to deliver.”

“Every brand wants to build loyalty but they confuse frequent 
purchase or interaction with loyalty. True brand loyalty can 
only be developed with emotive engagement and trust me, 
a plastic ‘reward’ card in your wallet isn’t engagement. CX 
goes beyond reward schemes and customer services. It is 
a brand philosophy, a purpose, and today, a way to survive”

“I am still astounded by businesses that fail in CX and then 
continue to do so with a customer. I coined that phrase 
F.U.C.X. from such stories and experiences. This is the moment 
that defines a brand, how they handle failure, mistakes and a 
dissatisfied customer. Sadly, the default for many is inflexibility 
and a feeling that you as the customer, are an inconvenient 
moment in their day” 

“A good customer experience is like a cold beer on a warm 
day. It should make you smile, feel good and leave you looking 
forward to the next one”

There is a reason everyone is talking about 
CX. Every article you read on Linked In, every 
congress you attend, every branding podcast you 
listen to. The Customer Experience is paramount 
to success. OK, we get it. Or do we?

Some companies still see CX as a necessary part 
of what they have to do, as opposed to a unique 
proposition where they can strongly differentiate. 
Some businesses see CX as something that is just 
for the customer service roles and not for their 
entire path-to-purchase and brand philosophy. 
Even smart organisations can still be reactive 
with CX as opposed to predictive and proactive.

The reason CX has become the fulcrum point 
around which every business needs to pivot is 
because of the changing nature of consumerism. 
The Millennial and particularly the Gen Z 
consumer are a more expectant breed than ever 
before, and the rest of us have also followed suit.
The expectation of frictionless, seamless and a 
‘one-click world’ has been carried from our digital 
experiences into the real world.  We expect 
the system to know who we are, predict what 
we want and deliver. We demand brands value 
our custom and engage with us on a personal 
level. We are that Blue Dot Consumer, we are 
in the ‘middle of the screen’ and everything else 
revolves around us.

So, if CX is key, then why are some businesses 
so bad at it? Why do they still struggle to just 
meet basic satisfaction levels, not to mind going 
beyond customer expectations? Why don’t 
brands realise that delighting the customer 
is no longer a choice but a requirement, that 
exceeding expectations is a must to fuel peer-
to-peer conversation and brand-storytelling?

Today every interaction we have with a 
customer, be it digital or in the real-world is an 
opportunity to build brand connections and 
invoke emotional response. Looking to optimise 
every touch point along the customer journey is 
key, as is identifying pain points and dissolving 
them. 

This speech is an entertaining and informative 
look at the modern consumer and their 
expectations, how and why the bar has been set 
high for CX and what your brand and business 
should be considering. Don’t be caught out, 
scratching your head,  wondering why your 
business has lost share, muttering ‘what the 
FUCX’?
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3 KEY LEARNINGS 
FROM THIS TALK

The previous battlegrounds of low price, quality and convenience have given 
way to a truer representation of what the modern consumer wants, values 
and expects. A solid Customer Experience Strategy has to be apparent in every 
thing an organisation is about today. CX needs to be in a brands DNA.1
What consumers value has always changed. Not delivering on what they 
value is a sure way to become irrelevant, and fast. Good CX is not only a core 
consumer value today, but a base expectation. You need to learn to go beyond 
consumer expectations and push into Delight & Excite as a strategy2
Harnessing the peer-to-peer network is only possible when your customer 
talks about your brand. Their brand story-telling is what brings your brand 
to life, without it, do you even exist? Unless you are giving your customers an 
experience to share, then why should they tell your story? Learn to look at 
your customer journey through that story-telling filter.3



TESTIMONIALS 

“Every time we book Ken for our events, he delivers beyond our 
expectation on what the modern consumer expects and how brands 
and business need to challenge their thinking. His take on consumerism, 
disruption and CX is both thought-provoking and entertaining”

“Ken’s speech at both our US and European CX events really excited 
delegates for the need to better engage with the new consumer and 
get personal and experiential. As a speech it was relevant, insightful as 
well as great fun. An ideal mix”

“Ken was a perfect fit for our ‘Power of Positive CX’ congress, really 
opening the attendee’s minds to the possibilities. His style is so engaging 
that the audience were left buzzing and it really set up the rest of the 
day or us. If you are looking for a keynote that delivers on CX, this is it”

Mike Butler, CEO MCDONALD BUTLER

Mollie Spilman, COO CRITEO

Marcus Hall, Corporate Communications & Events Manager,  WORLDPAY 

Consumer centric businesses are the key for 
business survival’ @KenHughesIE Thanks for 
an amazing Presentation!
@KuanYewTanBVS

Fantastic talk by @KenHughesIE today! Lots 
to think about and lots of ideas down on 
paper... Thank you! 
@MIMI_TASTIC

rilliant, funny, personalized presentation 
@NEILGGARDEN

thank you for your insight. Throughly inte-
resting and has certainly got me thinking! 
One of the best presentations I have seen! 
@LUKE MURPHY

Another #gem from @KenHughesIE “Focus on the consumer. 
It’s not about bricks and mortar, it’s not about online, 
it’s about the consumer and what they want....”
@VoiceofProperty  

DELEGATES’S 
TESTIMONIAL 

The race for relevance is on! Thank you for your 
insightful presentation
@ShavePaintDecor Oct 17 
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• World Renowned Consumer & Shopper Behavioralist
• Author of The Blue Dot Consumer
• Keynote Speaker & Playologist

Ken Hughes is now acknowledged as being the world’s leading authority on consumer and 
shopper behavior, internationally renowned for helping his largely blue-chip client base to 
understand the future of consumerism.

With over 17 years’ experience as CEO of a consumer insight agency, he blends his 
understanding of consumer psychology, cyber psychology’, digital anthropology and retail 
futurology to explore the needs of the new consumer and predict the changes to come.

Ken advises some of the biggest brands in the world on customer experience, omnichannel 
strategy, shopper marketing, retail trends, the millennial and Gen Z shopper and the peer- to-
peer economy. As an accomplished author, TED speaker, university lecturer and actor, his 
performances are not only insightful and thought-provoking but are infamous for their sheer 
energy, entertainment and passion, not to mention his generous Irish wit.

Every year, Ken shares his thought-disrupting insight with tens of thousands of delegates all 
over the world as one of the most popular keynote speakers booked on the international 
conference circuit relating to the future of consumerism.

He is regularly voted best speaker at events to which he is invited to speak and believes in 
engaging and delighting event attendees at every opportunity.



Please contact us on hello@kenhughes.info to book this keynote 
speech for your event
 
We are more than happy to assist you in your enquiry, to discuss 
how we can best support your event and tailor the content outlined 
in this brochure to best suit your congress theme. The more we can 
understand what you are trying to achieve and what you want your 
attendees to take-away, the better we can deliver.
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  | www.kenhughes.info

www.kenhughes.info/blog @KenHughesIE www.facebook.com/KenHughesIE @KenHughesIE www.youtube.com/glacierconsulting


