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In order to receive CPD credit
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– You must stay in the session for the duration of the training

– This session is eligible for 1 hour of CPD

– CPD certificates are emailed directly to you within 4 weeks of the conference date to the 
same email address you used to register
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1. Why should you care about digital disruption?

2. What are today’s consumers looking for from businesses?

3. Four ways legacy businesses and processes are changing

4. How you can adapt your business

5. Questions to take back to your team

6. Q&A

Agenda
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Of the companies on the Fortune 500 
in 1955 were still on the list in 2017

Source: AEI

12%
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9.8
million millennials 
in Canada

27%
of the Canadian
population

2015
year millennials became 
the largest group in 
Canadian workforce

94%
millennials who use 
smartphones as of 
2016

73%
of millennials access social 
media daily
(compared to 42% of Gen X)

75%
of the workforce will be 
represented by millennials 
in 2028
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What does today’s 
consumer care about?
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• Being able to do everything from their smartphone - easy, intuitive mobile experiences

• Instant gratification (ordering food, cars)

• Using apps and mobile web vs. desktop websites

• Online processes vs. paper

Mobile and on-demand everything

Today’s consumer appreciates not having to talk to an actual human!
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• Social media power users 

• Looks to social media for brand customer service

• Belongs to numerous online communities 

• Values and follows influencers

Social & online community

Your website isn’t the centre of your brand anymore!
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• Renting instead of owning

• Rise of peer-to-peer apps 

• Spending on experiences (travel!) instead of possessions

• Rise of lifestyle influencers who showcase ideal lifestyles

Focus on experiences, not things

Business models are being disrupted by shifting consumer behaviour!



Today’s consumer expects the selection on 
Amazon, the immediacy of Uber, the simplicity of 
Wealthsimple, and the community of Instagram. 

17
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Today’s consumer is different, 
so how do we adapt our 
business to cater to them?



#QBConnect   |   WiFi: QBConnect 

Shift 1: 
Legacy industries disrupted
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• Aspects of your product/service may be replaced by software or a digital product 

• A startup is probably already working on “productizing" your offering

• Every legacy industry is being disrupted, from finance to law

What does this mean for you?
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1. Assess whether software can replace aspects of your service or product (what is 

templated or repeatable in your business?)

2. Research who the "Willful" of your industry is, and where they overlap with your 

customers - are they competition? Or can you partner? 

3. List out consumers’ existing pain points in your industry - how are you contributing 

to or solving them?

Tactical to-dos: 
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Shift 2: 
Legacy business models 
disrupted
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The reason why it’s so difficult for existing firms to 
capitalize on disruptive innovations is that their processes 
and their business model that makes them good at the 
existing business actually makes them bad at competing 
for the disruption.

32

- Clayton Christensen
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There could be new business models for your own business:
• Subscriptions
• Software as a service
• Rentals
• Freemium
• Peer-to-peer
• Value-based vs. hourly pricing
• Loss leader products

What does this mean for you?

Business models are being disrupted by shifting consumer behaviour!
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1. Make a list of how each of the business models on the previous slide could apply to 
your industry/offering.

2. If you had to apply one of those new business models, which would make the most 
sense?

3. Commit to surveying your customers to assess interest, and testing a new way of 
charging in 2020.

Tactical to-dos: 
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Shift 3: 
Legacy marketing tactics 
disrupted
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Finding customers in 2019 means:
• Being where they are, instead of expecting them to find you

• Communicating with clients the way they prefer - not the way you prefer

• Leveraging social proof - reviews, testimonials, and referrals (word of mouth)

• Being open to trying new marketing channels

• Rethinking the end-to-end customer experience

What does this mean for you?
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1. Make a list of your customer personas and interview several to get a list of where 
these customers spend time online & commit to trying 3 new things in 2020

2. Assess software tools to help you manage online customer service (live chat)

3. If you haven't already, sign up for Google for Business to start driving reviews. 
(Alternatives: Facebook reviews, TrustPilot)

4. Map out your end-to-end customer experience - how much of it is digital vs. paper-
based? 

Tactical to-dos: 
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Shift 4: 
Legacy business 
processes disrupted
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• Remote work trends - online communication

• Cutting down on paper processes

• Using software to handle business processes

• Online customer onboarding/management 

What does this mean for you?
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1. Make a list of all of the business processes you have right now, and all the software 
tools you use.

2. Assess which of those processes can be moved online, and which can be handled 
using software.

3. Walk through your customer experience - how much of that end-to-end experience is 
online & what can you move online? 

4. Brainstorm what business efficiencies you can create using technology.

Tactical to-dos: 
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5 Questions
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Are we doing things the way we’ve always 
done them, and does our culture 
encourage new ideas and taking risks?

1
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How has the behaviour of our consumers 
changed, and are we reaching them and 
onboarding them in a way that reflects that 
behaviour?

2
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If we were a new company starting today,
would our business model, internal processes, 
and marketing channels be the same?

3
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Are we assessing the threats that exist from 
competitors who are automating or simplifying 
our product/service?

4
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If we asked 10 potential customers, would 
they say our company is the type of 
experience I would expect in 2019? If not, 
what do we have to do to change?

5
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Questions?



Rate this Session on the QuickBooks Connect Mobile App

1.  Select Sessions 2.  Select Session Title 3.  Select Survey

Provide feedback to help us design content for future events

3.  Add Ratings
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1. Find the session on the agenda

2. Select + for more information

3. Download PDF of slides and/or
supplemental material

https://can.quickbooksconnect.com/agenda/

Material Download

https://can.quickbooksconnect.com/agenda/





