
The Key to a Smart City
must be Customer Centricity
Smart City World Congress, November 2019, Barcelona
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Our Picture of the Future: The Smart City in 2030…
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More likely this will be the Future…



4

Main Reason for current Changes: Digitization



Digitalization fundamentally changes Consumer Behavior

Everybody Always Everywhere Available
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Space of Opportunities

Good News: There is more Space now!
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Real Space

Digital Space
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Responsive Space

Digitization means: A City becomes a…



More Stress!

More Engagement
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More Space

More Data

More Opportunities



Core Strategy of our Mindset is to handle (and reduce) Stress!

STRESS    
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Core Paradigm of our Society: Improving Performance

PERFORMANCE
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The Dilemma
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Imperativ
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Reduce Stress

Leverage Performance

Be rewarded 
with Engagement Yes, Smart!



Must it be Tech
to be Smart?
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A smart Mindset
is the key !



The smarter the Responsive Space, the better we will perform
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System

People
Satisfaction

Resilience

Environment

Economy



Each Space is a System
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Each system 
has a structure

Each system 
is modifiable

Each intervention 
has an effect

https://www.google.de/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjf6JXJhf7cAhXP_qQKHXcJBhcQjRx6BAgBEAU&url=https://blog.whatchado.com/berufliche-veraenderung-achtung-fertig-los/&psig=AOvVaw39FZfFbzkG0_jw2M_GEl-i&ust=1534937251961693


If you do not know your Ecosystem 
you will never be able to manage it.

You should be able to decompose it. 1
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Applications out of the Ecosystem
are like Satellites without a link –

Expensive Garbage!
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A Customer Centric Communication 
Portal is Key for a Smart Space. 

Understanding each other.
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How a City becomes a digitally transformed System
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Responsive Space

Modus

Involvement

0.0
Top down

Management by 
administration (only)

Responsive Space

Modus

Involvement

4.0
Integration

– RESPONSIVE –

Everything is responsive in 
several data layers
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Exchange
Responsive Space

Modus

Involvement

1.0

Fractural democracy
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– LOW –

Responsive Space

Modus

Involvement

3.0
Involvement

Trusted exchange of data and 
information in a operating 

system

– IMPLEMENTED –

Responsive Space

Modus

Involvement

2.0
Participation

Exchange driven society
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– TEMPORARY –



Reco on early next steps

22

Make it measurable

02.

03.
Make it responsive

Redo from start

06.

05.
Develop portals into 
platforms in incubate

Create portals

04.

01.
Define the nodes in 

your ecosystem
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“I’ve learned that people will forget what you said,
people will forget what you did,

but
people will never forget how you made them feel.”

Maya Angelou, Poet & Author
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