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“Supply Chains are hard to change. They are com-
plex and costly machines. But if you don’t like change 
I have news for you. You are going to like irrelevance 
even less”

“I think it is time that Supply Chain took its place at 
the table in terms of customer experience. Product 
Delivery is as much a brand equity driver in today’s 
omnichannel world as product performance. For 
some products like Zappos and Amazon, delivery has 
become its unique proposition, an entry barrier for 
competitors.”

“Supply Chain is the new battle ground for customer 
satisfaction. Some recognise this and are busy ar-
ming themselves, investing in new ways to optimise 
and flex their supply chains. The major problem is 
that most others seem to be walking this battlefield 
wearing nothing but medieval armour hoping this will 
protect them from the automatic machine gun fire 
that is modern customer expectations. It will not”

The monolithic and generally linear supply chain 
models of the past are no longer fit for purpose. 
Those that stick to the logistics models of the past 
will find themselves straining at the demands 
placed upon them by the Millennial and Gen Z 
consumer.

Mass production is no longer in vogue. The 
next generation of shoppers demand boutique, 
artisan goods and services, personalised in their 
nature and delivery. They demand an experience 
from the products and services they consume 
beyond what is in the box. In fact they demand 
an experience partly related to how they buy. 
Supply Chain is becoming part of the product 
experience, not an invisible ‘support’ function. 
Watch any ‘unboxing’ video on YouTube to 
understand just how important the delivery 
element is in omnichannel.

The supply chains that were engineered to deliver 
uniform products through to a set number of 
uniform points become less relevant every day. 
Flexibility and Pace are becoming critical values 
in the race for brand equity as the shopper 
places higher demands on the logistics element 
of product equation. Ultimately a supply chain 
that is engineered and built to deliver to this new 
breed of shopper and consumer will win market 
share. There are so many forces shaping the 
supply chain of the future. On one had we have 
increasing urbanisation putting pressure on that 
last mile. At the same time we have a booming 

sharing economy, completely reinventing the 
notion of value from a consumer perspective.

Look at what Airbnb has done to the Hotel 
Industry and what Uber has done to the 
transport industry. Consumers demand more 
today and are growing up in a society that has 
worked out how to go around supply chain 
obstacles.

This is a generation that demand Instant 
Gratification from every life interaction. They 
do not watch ‘scheduled’ TV, they seek instant 
feedback on social media, if they have just 
thought about wanting it, then they want it 
now. As same day delivery becomes the norm, 
are our supply chains ready?  Are we ready to 
meet the instant gratification needs of this new 
shopper generation? There is a reason Amazon 
are testing delivery drones and patenting 3D 
printing vans. The model of delivery needs to 
change not because it can, not because we have 
the technology. It needs to change because 
there is a new breed of shopper but who is 
going to pay for it?

This speech will challenge supply chain 
executives and ask the big question. This is the 
shopper of tomorrow. Are you ready?
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3 KEY 
LEARNINGS 
FROM THIS TALK

How the very DNA of the shopper has changed in terms of 
their expectations around product delivery, and what this 
means for the future of Supply Chain.

2How businesses must prepare themselves for the consumer 
demand of personalisation, and what implications this has 
on Supply Chain.

How Supply Chain is pushing past an invisible support 
function into the limelight of product and customer 
experience
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TESTIMONIALS 
“Mr Hughes’ presentation at our European Regional Forum was
a phenomenal success. Our delegates from a wide range of 
GS1 markets thoroughly enjoyed his insight into the changing 
consumer dynamic and his thoughts on digital and omnichannel 

“We have more than 20 annual conference and training events. In 
all that time, we have never had a speaker with so much energy, 
shopper insight, experience and relevance, all delivered with 
enthusiasm and good humour – an ideal mix for any speaker. 
At our last 5 conferences he has recorded the highest delegate 
satisfaction score, and I would highly recommend him to other 
event organisers”

“Ken’s presentations to the ECR Europe community are always a 
highlight and his invite to present once again at the Leaders Forum 
did not disappoint. His speech was very challenging to the business 
leaders in the room without exception. It was highly informative 
and as always incredibly entertaining. It is a window into a future 
that all brand owners need to witness”

Nicolas Florin, Chairman GS1 Europe

Jordi Cuatrecases, Development Director, Spanish FMCG Association 
(AECOC) & GS1 Spain

Jan Zijderveld, President Unilever Europe

Kenhughes Probably the most 
entertaining talk I’ve heard at 
a conference Ever! Fantastic!
@RWBDJR. 

Congratulations, Ken. Amazing 
performance, interesting, funny 
and knowledgeable 
@Dansalgador

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

Fantastic engaging 
presentation
@andrewsime7  

DELEGATES’S 
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ABOUT 
KEN HUGHES
• 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 better 
understand the needs of the future consumer. 

With over 17years’ experience as CEO of a consumer insight agency, he blends his understanding 
of consumer psychology, shopper immersion, 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 consumer.  

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 to book this keynote speech for your event, or to 
find out more about this, or any of the other talks from Ken Hughes. 
We are happy to discuss how this talk might suit your agenda or how 
it could be further tailored for your event, and as always are happy 
to know more about your conference so that we may assist you 
appropriately
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  | www.kenhughes.info

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


