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I’ve got to believe this is about as
easy of a number as we could
possibly have ever imagined. So the
number for you to remember is 24/7.
The digital customer as you see, as
you know, is nonstop, and so the
numbers for you to remember are
very simple, 2-4-7…24/7. So we’ll
spend a few minutes talking about
the two, the four and the seven.

So the two – when you’re thinking
about investments that you already
have underway, or you’re
considering new ones, this is an
easy lens that we believe makes
sense in terms of starting to think
about “is it the right thing for us to
do?” And the first is, asking yourself
and asking your teams, how much.
will it increase how much she wants,

whatever it is she wants from us – a
product, a service, etc.
And then secondly, and ideally you
can make investments that hit both
of these, how much will it decrease
how painful it is for her to get it.
There’s so much transactional
friction out there, whether it’s how
long you want to wait for delivery or

price of delivery or going to a store
and having something be out of
stock. At the end of the day, if you’re
making investments that you can’t
even at least point to indirectly to
these two goals, then you’ve got to
question why are you making it.
So that’s the two, now we’ve got the
four. So the four are – and we’ve
heard this from the customer survey
– the customers fundamentally want
four things in their experience.
• They want you to know them. So
they want you to use the
information that you have to
provide them with better services,
better offers, etc.
• They want you to inform them. It’s
harder these days – but they want
reviews, they want product
information, they want nutritional
information.
• They want you to make it easy.
So, is my experience in the store
engaging, is it easy for me to
shop online, is it easy for me to
find the product I’m looking for.
• And they want you to get it to
them quickly. Now, that may be
shipping it to them directly, it may
be picking it up in the store, or it
may be shipping it to the office,
they may be putting it on a
subscription service.
But the idea is that the customer is
constantly changing how for each
individual purchase they want
something to be delivered.
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