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Let me introduce myself ;

Nell Baptista, [Tlanaging Director at icon impact
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25+Yrs 10 yrs
Startups In product Innovation &
founded Development venture building
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Homo experientia ;

"Everybody experiernces ftar rmore than fie understands.

X IMRRALCT

Yet It Is experience, rather tham understanding, that
intfluences behavior.”

[Tlarshall IMclLuham



-y

Experience at the center ;

-
Ll
have experiences at different point of contacts at different moments in time E
X

physical digital
technology®
consistenly good experiences establish trust

relationship

which is the foundation for business m

*Following the Greek origin of the term, technology is not to be understood as a technical artifact, but as a word from tech-né (t1€xvn) and logos (A6yog), encompassing science
in general as well as art and, in particular, reason in the sense of opportunity and risk assessment - the way in which social and technological developments are viewed.



New ‘phyqital’ equilibrium
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The experience is
your business



“We're not in the
coffee business
serving people, we're
" ™. in the people
business serving

coffee.”
- Howard Schultz, Starbu
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But, how do we create experience?

EITIPATHY
TAP

»

Who is our

customer?
{4

-
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JOLIRNEY
MAP
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What actions
and decisions
to they take?

4
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Empathy mapping o

> THINK & FEEL

What really counts, Major Preoccupations, -
Worries & Aspirations E
£
) —
vs HEAR ) SEE v
What friends say, what boss say, Environment, friends and what the
what influencers and family say market offers
Attitude, Appearance and E
behaviour towards others £
>
o

7 PAINS GAINS

Fears frustrations and challenges. Benefits, values, wants and needs.
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Journey mapping
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TOUCHPOINT

STAGE 4

i
G
=
(%]

1elUSPIUOD AJ30L3S

dnoib uool B



LC

des

ierice

t of experi

ic uni

The atom

LIddll X

eIjUSpPIJUOD AJIOL1S dnoub uool

\ /
/‘\
/ N

/ \

on
=i



LC

Going on Vacation
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Inflight Experience
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Beverage service
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Adding ice, lemon, etc.

Cocktail umbrella

Shape ice cubes

Edible flower

Fortune cookie
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Quote napkin

Unigque glass
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Rim enhancement

Unigue glass

Flavoured ice cubes
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What if I told you that a
company made millions
with a moment of truth?




SNAP

Is used by over half a
billion 13 to 30yr olds.




| Half-swipe




What's the half-swipe?

When users swipe open a
messaqge without lifting their
finger off the screen, they can -
see the message In

full without marking it as read.




What's the half-swipe?

If they swipe it closed again
before removing their finger,
the message’s sender sees no
evidence of the sneak peek.

o
E
X




Why didn't :

they look at i1t? message get
elivered?

Did I say id they

the wrong see it?

X IMRRALCT

Why didn’t
they write
pback?

Are they
online?

Strictly confidential
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Half swipe blows up the internet

The Snapchat Move That Leaves Teen yahoo/tech (_ s e o -

Girls Heartbroken

Makers of the popular social app tried to remedy the problem, but even

the f|X iS CaUSing drama Today in Tech OLED TVs compared: LG vs. Sony vs. Sansui Best soundbars for 2025: Tested and reviewed Best
= % By Julie Jargon Following I )
&) Marchis, 2025 9:00am ET s
5 . Snapchat's Sneakiest Feature, the Half-Swipe,
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ILLUSTRATION: JON KRAUSE
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" HOW TO CHECK PEEK A PEEK IN SNAPCHAT ../

_ SNAPCHAT HALF SWIPE

Trending Topics Perplexity Al CEO CMF Phone 2 Launch Free Fire Redeem Codes ChatGPT Image Generator Nintendo Switch 2

Snapchat half-swipe is making teenage dating even
more stressful

The Snapchat half-swipe feature, originally designed to ease response pressure, is instead
fuelling anxiety among teens, especially girls, by making them hyper-aware of message
avoidance in dating and friendships.

——— MC WORLD DESK | MARCH 20,2025 /12:40 IST 9 Join Us {2 Follow Us
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Value at the moment of truth

SNAP+ $4.99

let’s you see
who ‘halr-

swipes’ your
messages. *°

Ty -
o zoey
L » Delivered ' |..

1,453.%
- ‘7 .?'.

FEATURE EXPOSES
WHEN YOU HALF SWIPE

CHATS 2?21?! & @&

X IMRRALCT

NEW SNAP PLUS V _






Build, measure, learn

Personas

Who

Customer
discovery &
experiments

Show

User stories

& prototypes

Pivot

How

What

Problem

Scenarios &
alternatives

What

Scale

proposition

&

assumption

Product &

promotion
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The tuture belongs to
those who build it.

Let’s build together!



o ego, o© |
Our services and capabilities an
o o o
From ideation to creation
I—
Ll
I
.T. o O 1l
‘) K -
o
.\‘/ % X
INS':gXT‘]‘ETéeN BLISINESS MODELLING PROTOTYPING & IMIVPS PRODLICT LALINCHES
Defining stratedies for Future Developing the next Making product ideas Product delivery from ideation to
(;—3' t % ! generation of businesses tangible fast for testing market B
Progaucts dnd services and revenue streams and iterations §
g
3
>

4

Yo i Y|

DEVELOPITIENT DATA SHOWCASES VENTLRES

Hardware and software Inventory, modelling and Bringing visions of Developing new industry leaders
development Al strateqy the future to life
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Thank you for
your time!

Neil Baptista
Managing Director

neil.baptista@icongroup.com
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