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CONSUMER BEHAVIOUR: MISCELLANEOUS
BUNGA RAMPAI PERILAKU PELANGGAN
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George McLeod
49, Brooklyn, NY

Business Manager

Social Media

Internet

Networking

Apps

Blogs

Tablet

Intrinsic: self improvement, growth, 

passion, curiosity, fun

Extrinsic:  praise, promotion, bonuses

Motivations

-

Frustrations

- Financial Goal

- Social Goal (social change etct)

Goals

-

Frustrations

Wants and Needs

Social Media

Internet

Networking

Social Media

Brands and Apps

Personality

Introvert Extrovert

Passive Active

Analytical Creative

Loyal Subversive

Brands and Apps

Motivations

Necessity

Price

Comfort

Convenience

Speed

“You live but 
once; you 
might as well 
be amusing.”

Carlo Igahni, 24
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SMART ASSISTANTS

• THE NEW ENVIRONMENT:

• OVER THE NEXT DECADE, SMART ASSISSTANTS LIKE ALEXA WILL TRANSFORM HOW COMPANIES SELL TO AND SATISFY

CONSUMERS, AND GLOBAL FIRMS WILL BATTLE TO ESTABLISH THE PREFERRED AI PLATFORM.

• SMART PLATFORM TO: REACH, DELIVERY, SERVE, ENGAGE, NEW CHANNEL, TOUCHPOINTS

• THE CHANGING BEHAVIOR:

• AI ASSISTANTS WILL BECOME TRUSTED ADVISERS TO CONSUMERS, ANTICIPATING AND SATISFYING THEIR NEEDS, ENSURING

THAT ROUTINE PURCHASED FLOW UNINTERRUPTED TO THEIR HOUSEHOLDS LIKE ELECTRICITY, AND GUIDING THEM THROUGH

COMPLEX BUYING DECISIONS.

• THE STRATEGIC RESPONSE

• BRANDS WILL NEED TO SHIFT THE FOCUS OF THEIR MARKETING FROM CONSUMERS TO AI PLATFORMS, SEEKING TO

INFLUENCE PLATFORMS IN ORDER TO GET PREFERENTIAL POSITIONING ON AI ASSISTANTS

• ETHICAL ISSUES ?

• CONSPIRACY BETWEEN PRODUCER/SERVICE PROVIDER WITH SMART ASSISTANCE DEVELOPER.

• MISUSE OF CONSUMER DATA
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SMART DIGITAL ASSISTANTS: BUSINESS FRAMEWORK 

AI Ass.

AI Ass 

Developer/Provi

der

Networks & 

Connectivity

Products/Service 
Provider

Consumer
P

ro
d

/S
e

rv
 D

a
ta

C
o

n
su

m
e

r 

H
a

b
it/n

e
e

d
s/d

a
ta

Data Analysis 

Capabilities

Locator/mobili

ty/ etc

Regulator, Public

AI Ass 

Developer/Provi

der

Networks & 

Connectivity

Products/Service 
Provider

Paul Lumbantobing, 2021
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The Age of
Continuous Connection

Harvard Business Review   May - June 2019 (Page 64 to 73)

Authors :

Nicolaj Siggelkow
Professor, Wharton

Christian Terwiesch
Professor, Wharton 

12/09/2019 20
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Preface

New technologies have made 24/7 customer relationship possible.
Instead of waiting for customers to come to them, firm are addressing
customer’s need the moment they arise and sometimes even earlier.

Both authors have done a research and identified 4 effective connected
strategies, each of which moves beyond traditional modes of customer
interaction and represent a fundamentally new business model.

It’s time to change your business model accordingly.

12/09/2019 21

MAGIC BAND ( DISNEY WORLD)

• DISNEY WORLD MEMBERIKAN MAGIC BAND KEPADA PARA PENGUNJUNGNYA YANG DILENGKAPI

DENGAN RADIO FREQUENCY IDENTIFICATION TECHNOLOGY YANG MEMUNGKINKAN PENGUNJUNG

MASUK KE TAMAN HIBURAN, MENDAPATKAN AKSES PRIORITAS TRANSPORTASI, MEMBAYAR MAKANAN

DAN BARANG-BARANG SERTA MEMBUKA KUNCI KAMAR. BAND TERSEBUT JUGA MEMBANTU DISNEY

UNTUK MENGETAHUI LOKASI PENGUNJUNG UNTUK DAPAT KEMUDIAN MENCIPTAKAN CUSTOMIZE

EXPERIENCES UNTUK MEREKA.
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SELLING TEXTBOOKS (MCGRAW- HILL EDUCATION)

• MCGRAW-HILL TIDAK HANYA MENJUAL BUKU TETAPI JUGA MENAWARKAN CUSTOMER LEARNING

EXPERIENCES. DIMANA MAHASISWA DAPAT MENGGUNAKAN ELECTRONIC TEXT PERUSAHAAN UNTUK

MEMBACA DAN MENGERJAKAN TUGAS. TEKNOLOGI DIGITAL DAPAT MELACAK PROGRESS DAN

MENG-INPUT DATA UNTUK PARA GURU DAN JUGA KEPADA PERUSAHAAN. APABILA ADA YANG

MENGALAMI KESULITAN, GURU AKAN SEGERA MENGETAHUI DAN MCGRAW-HILL AKAN

MENGARAHKAN MAHASISWA KEPADA BAB ATAU VIDEO YANG MENAWARKAN PENJELASAN YANG

MEMBANTU.

• INOVASI DISINI BUKAN PADA TEKNOLOGINYA TETAPI KEPADA BAGAIMANA PERUSAHAAN

MENGGUNAKAN TEKNOLOGI TERSEBUT UNTUK MENGEMBANGKAN HUBUNGAN YANG

BERKESINAMBUNGAN DENGAN KONSUMEN.

TRADITIONAL CUSTOMER JOURNEY

Recognize • Pada saat konsumen sadar membutuhkan sesuatu

Request

• Pada saat mereka mengidentifikasi barang atau jasa 
yang dapat memenuhi kebutuhannya dan mencari 
perusahaan untuk memenuhinya

Respond

• Pada saat konsumen merasakan “experience” bagaimana 
perusahaan menyajikan/memberikan barang/ jasa 
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THE 4 CONNECTED STRATEGIES 

12/09/2019 25

• IN MANY CASES, WHAT MATTERS MOST TO CUSTOMERS IS THE

AMOUNT OF ENERGY THEY HAVE TO EXPEND—THE LESS, THE BETTER.

• PROVIDING CUSTOMERS WITH SERVICES AND PRODUCTS THEY HAVE REQUESTED BEFORE AND DOING

AS QUICK AS POSSIBLE (FAST DELIVERY, MINIMAL FRICTION, FLEXIBILITY, AND PRECISE EXECUTION)

1. Respond to Desire 
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TO PROVIDE A GOOD RESPOND TO DESIRE

EXPERIENCE, COMPANIES NEED TO LISTEN

CAREFULLY TO WHAT CUSTOMERS WANT

AND MAKE THE BUYING PROCESS EASY. 

“SPEED IS CRITICAL IN A LOT OF RESPOND

TO DESIRE SITUATIONS.”

“Consumers are much more demanding than they have been historically – that’s because of the way that 
other categories are changing and what they’re delivering, and that puts a pressure on all categories to up 

their game,” – Amy Cashman Co CEO of Kantar Insights UK  

12/09/2019 27

CREATING AN EXPERIENCE THAT MANY PEOPLE
FIND IS MORE CONVENIENT, FUN, AND
HEALTHFUL THAN WHAT THEY WOULD
CHOOSE ON THEIR OWN.

COMPANIES GET ACTIVELY INVOLVED IN HELPING CUSTOMERS AT AN EARLIER STAGE OF THE
CUSTOMER JOURNEY: AFTER THE CUSTOMERS HAVE FIGURED OUT WHAT THEY NEED BUT
BEFORE THEY’VE DECIDED HOW TO FILL THAT NEED. EXECUTED PROPERLY, A CURATED-
OFFERING STRATEGY NOT ONLY DELIGHTS CUSTOMERS BUT ALSO GENERATES EFFICIENCY
BENEFITS FOR COMPANIES.

2. Curated Offering  

12/09/2019 28
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COACH BEHAVIOR STRATEGIES HELP CUSTOMER’S
CHALLENGE BY PROACTIVELY REMINDING CUSTOMERS
OF THEIR NEEDS AND ENCOURAGING THEM TO TAKE
STEPS TO ACHIEVE THEIR GOAL.

THE ESSENTIAL CAPABILITIES ARE :

- DEEP UNDERSTANDING OF CUSTOMER’S NEED ( WHAT

DOES CUSTOMER WANT TO ACHIEVE ? )

- GATHER AND INTERPRET RICH CONTEXTUAL DATA

(WHAT HAS THE CUSTOMER DONE OR NOT DONE UP

TO THIS POINT ? CAN SHE NOW FIGURE THAT SHE WILL

GET HER GOAL ?) 

- ENABLING CHEAP AND RELIABLE TWO WAYS
COMMUNICATION WITH CUSTOMERS

3. Coach Behavior  

12/09/2019 31

24/7 CONNECTED STRATEGY

12/09/2019 32
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COMPANIES MEET THE NEEDS OF CUSTOMERS
EVEN BEFORE THEY HAVE BECOME AWARE OF
THOSE NEEDS.

THE GROWING OF INTERNET OF THINGS (IOT) IS MAKING

ALL SORTS OF AUTOMATIC EXECUTION POSSIBLE.
CUSTOMERS HAVE STRONG TRUST, RICH FLOW OF

INFORMATION FOR A FEEDBACK.

THE INTERNET-CONNECTED WEARABLE TECHNOLOGIES

ALLOW HEALTH CARE COMPANIES TO MONITOR PATIENTS.

4. Automatic Execution 

12/09/2019 33

AUTOMATIC EXECUTION...

34
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Summary 

12/09/2019 35

12/09/2019 36



4/30/2021

18

AI & IR 4.0
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ANDREW NG DANIELA L. RUS DEMIS HASSABIS FEI-FEI LI JEFF DEAN

AI Fund

Baidu Research

Google Brain

Coursera Co-Founder

Stanford University

MIT Director of the

CS and AI Lab (CSAIL)

DeepMind Co-Founder Stanford Director AI Lab

Google Chief Scientist

Head Google Brain 

Google AI Director

Senior Fellow

GEOFFREY HINTON STUART J. RUSSELL YANN LECUN YOSHUA BENGIO

University of Toronto

Google Brain

Carnegie Mellon University

University College London

Director of the Center for Human 

Compatible AI Berkeley

New York University

Element Inc Co-Founder 

FAIR

Bell Labs 

Element AI Co-Founder

Université de Montréal

JÜRGEN 

SCHMIDHUBER

Dalle Molle Institute for AI  

Research

ARCHITECTS OF INTELLIGENCE

Smartphone Spotify Uber WeChat WhatsApp WSJ

Auto complete Auto correct Calendar Chrome CNN
Facial 

Recognition Feedly

Finger ID Gmail Smart Watch Kindle LinkedIn Mac Map

MS Surface Netflix PC Pocket Search Smart Speaker Smart TV

YouTube

DAILY LIFE AI-POWERED APPS
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DISUPTIVE INNOVATION

• DISUPTIVE INNOVATION DESCRIBES A PROCESS BY WHICH A PRODUCT OR SERVICE POWERED

BY A TECHNOLOGY ENABLER INITIALLY TAKES ROOT IN SIMPLE APPLICATIONS AT THE LOW END

OF A MARKET TYPICALLY BY BEING LESS EXPENSIVE AND MORE ACCESSIBLE – AND THE

RELENTLESSLY MOVES UPMARKET, EVENTUALLY DISPLACING ESTABLISHED COMPETITORS.

• DISRUPTIVE INNOVATIONS ARE NOT BREAKTHROUGH INNOVATIONS OR “AMBITIOUS UPSTARTS” 

THAT DRAMATICALLY ALTER HOW BUSINESS IS DONE BUT, RATHER, OFTEN APPEAR MODEST AT

THEIR OUTSET BUT OVERTIME HAVE THE POTENTIAL TO TRANSFORM AN INDUSTRY.

• ROBERT MERTON IDEA OF “OBLITERATION BY INCORPORATION,” WHERE A CONCEPT

BECOMES SO POPULARIZED THAT ITS ORIGINS ARE FORGOTTEN.

DISRUPTIVE INNOVATION: RIDING THE TECHNOLOGY 

TRAJECTORY TO INVADE DIFFERENT MARKET SEGMENTS

BEGINS AS A LOW COST SOLUTION TO EXISTING PROBLEM

THE RATE OF TECHNOLOGICAL IMPROVEMENT INCREASES

JUMP TO APPENDIX 11 LONG IMAGE DESCRIPTION
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faster, cheaper, and good enough” 

Customer Needs
Incumbents improving along

a trajectory of sustaining Innovation

1

1 Disruptive innovation to which 

incumbent have ability to respond

3
Incumbents are disruptied and 

flounder
Performance

Time

CUSTOMER JOURNEY AND TOUCHPOINTS

CONSIDERATION ACQUISITION SERVICE LOYALTYAWARENESS

Search

Paid
Content

Websites Chat

Community

Mobile App Site

Survey

Loyalty
Program

PR

Radio,
TV,

Print

Direct
Mail

Store/
Branch

Word of Mouth

Mailings

Offers in
Invoice

Agent/
Broker

Word of
Mouth
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TERIMA
KASIH
PAUL.LUMBANTOBING@GMAIL.COM

08119204717

Dr. Ir. Paul Lumbantobing, M.Eng

Kel.
dr. Sarah Siagian
Felicia, Michael & Calvin

Training

• TAC-3 Siemens, Munich, Germany

• Product Development, AT&T, Chicago, USA

• Systems Engineering, Lucent Technology, Singapore

• Contributor in European Conference on Intellectual Capital

• Executive Development Program

• Advanced Leadership Training Pusdikhub TNIAD

Education

• S1  Teknik Elektro Universitas Sumatera Utara, Medan

• S2  Engineering University of Technology Sydney

• Mini MBA, INSEAD

• S3  Management Science Universitas Padjadjaran, Bandung

Job Assignment

1988 – 1992 Dosen (USU & Telkom University)

1992 – 1993 TAC -3 Program- Siemens Munich

1993 – 2004 Staf sd Manager di PT. Telkom & Magang di AT&T USA

2004 – 2011 Senior Officer Corporate Transformation PT. Telkom

2011 – 2016 Vice President (Aset, Perf, IPO etc) Mitratel

2017 – 2018 CEO PT. Sukses Daya Mitra

2018 - Present Lektor FEB Universitas Pelita Harapan

2016 – Now Ketua Alumni SMPN1 77 Tarutung

2010 – 2011 Pengurus YPPAK (Yayasan Pembinaan Alumni Kristen)

2006 – Now Co-Founder & Dewan Pakar Knowledge Management Society Indonesia

2007 – 2009 Serikat Karyawan Telkom, KABID LITBANG DPD

2021- Now Anggota Dewan Pakar Asosiasi Profesi Productivitas Indonesia (Approdi)

Know 

Who

Organisasi

Publikasi

mailto:Paul.lumbantobing@gmail.com
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PENUGASAN INTERNASIONAL

Short Stay: less than 1 month

Long Stay: more than 1 month


