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How most brand organizations are structured
Brand Strategy
Brand Identity
Brand Experience
Brand Management



Experience
Hierarchy

Brand Experience
Customer Experience
Product Experience
User Experience

User Interaction Design



Today’s presentation —
Situation

Superpowers

Results



(L 9%

of companies believe that customer
experience will be their primary basis
for competition by 2016, versus 36%
four years ago.” — Gartner
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“I'm a solid fan, but how many hours
do they expect me to waste trying to
understand their shit.”

Respondent with 9 NPS



The Cisco UCS 2200 Series extends the 1/O fabric between the
Cisco UCS 6100 and 6200 Series Fabric Interconnects and the
Cisco UCS 5100 Series Blade Server Chassis, enabling a lossless
and deterministic Fibre Channel over Ethernet (FCoE) fabric to
connect all blades and chassis together. Since the fabric extender
IS similar to a distributed line card, it does not perform any
switching and is managed as an extension of the fabric
Interconnects. This approach removes switching from the chassis,
reducing overall infrastructure complexity and enabling Cisco UCS
to scale to many chassis without multiplying the number of
switches needed, reducing TCO and allowing all chassis to be
managed as a single, highly available management domain.

© 2016 mlenz@echoalley.com @sanfret #CTS_ASU
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Immortality

X-ray Vision

Elasticity

Bringing objects to life
Replication



2. X-ray Vision
3. Elasticity
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1. Immortality

3. Elasticity




Customer Satisfaction

USA overall vs.



CSAT vs. Journey

USA overall vs. Actual Journey
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Federated Governance




Brand

Excellence Award

Congratulations, Todd

You're a Brand Excellence Award winner!

Todd,

Through your partnership on the Atlantic design language, you’ve earned the Brand
Excellence Award. Thank you for the tremendous effort you’'ve made to help bring our
Digital Identity to life.
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The proof of the pudding
IS In the eating.



The Cisco Brand Personality

Innovative Trustworthy Passionate

The Creative Expression (of the Personality)

Honestly Quietly Thoughtfully
Simple Bold Optimistic

Courageous  Fiercely
Loyal

Grounded in the Future
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Attention
Dog Guardians

Pick up after your
dogs. Thank you.

Attention Dogs Written and made by

Grrrrr, bark, woof. Cameron Stewart

Good dog.

District of North Vancouver.
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Simple & Distinct



R cut, and
cut some more

AS-g-generat-rute-of-thurmb,-welt-
if-our-experence-anyway, most
first writing drafts need a-trrhere-
ant-achop-there—Actaaltythey-
probably-need-cutting by semething
ir-the-regiorof-50%. s-easy-te-do;
SO gefrtpantc—ust delete anything
that yotthtnk isn’t relevant. Gree-
yotrve-gone-that; then go back te-
the-very-beginnthg and take out all
those-extra; unnecessary words
that-dortadd-anything. Keep on
fepeating-what-you're doing again-
anc-again (it Sourds-boerrgbuis-
actualy-fun) until yottre-happy-that

what’s left is as short and relevant

https://cisco.box.com/v/ciscol0tips



Readabillity scores — real progress

60

52.5
49.6
45.2
42.5
37.5
36.7
ASR

Our Target

Amazon

After training (2016)
HP

Microsoft

IBM

Where it started (2012)
Juniper

https://cisco.box.com/v/ciscolO0tips



Dreaming and doing Content

Short and relevant Structure

Bold and human Tone

https://cisco.box.com/v/ciscolO0tips



$405M

https://cisco.box.com/v/ciscolO0tips



12 bounce
2X click-through

https://cisco.box.com/v/ciscolO0tips
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