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Ser la compafnia mas centrada
en el cliente del mundo
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“Hay muchas ventajas de tener una
aproximacion centrada en el cliente, pero aca
hay una importante:

, aun cuando reportan estar
contentos y que el negocio esté bien. Adn
cuando ellos sin saberlo, los clientes quieren
algo mejor, y tu deseo de deleitar a los clientes
te guiara a inventar en su beneficio.”

- Jeff Bezos, 2016
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Hacemos la vida de nuestros cliente
mas facil.
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Precio

Selecciodn

Conveniencia
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¢, Donde comienza la innovacion?

Comenzar con el clientey
trabajar hacia atras
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¢, COmMo nos organizamos para la innovacion?

Obsesion por el cliente, contratar constructores, dejarlos construir, soportarlos
con un sistema de creencias

Comportamientos gue facilitan el pensamiento innovador
Estructura que soporta crecimiento acelerado y cambio

Equipos pequefios pero empoderados que son duenos de lo que crean
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La cultura se come como
desayuno a la estrategia”

Peter Drucker
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LEADER
SHIP. R
\’ Cada uno de
[ NOSOtros es un

\ \ en nuestra mision
’ g/
... unless you know

better ones. aWS

Please be a leader.



Los lideres esperan y requieren innovacion y reinvencion de sus
equipos y siempre buscan maneras de simplificar. Son
consientes del entorno, buscan ideas en todos lados, no se
limitan por “no ha sido inventado”. Mientras hacemos cosas
nuevas, aceptamos que vamos a ser

durante largos periodos de tiempo.
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Vamos a ser

Chapter 1

THE DEPARTURE OF BOROMIR

Aragorn sped on up the hill. Every now and again
he bent to the ground. Hobbits go light, and their
footprints are not easy even for a Ranger to read,
but not far from the top a spring crossed the path,
and in the wet earth he saw what he was seeking.

1 read the signs aright, he said to himself.
‘Frodo ran to the hill-top. I wonder what he saw
there? But he returned by the same way, and went
down the hill again.’

Aragorn hesitated. He desired to go to the high
seat himself, hoping to see there something that

m in his perplexities; but time was

would guide hi
d ran to

ssing. Suddenly he leaped forward, an
at flag-stones, and up
high seat he looked

pre:
the summit, across the gre:

the steps. Then sitting in the

por mucho tiempo....
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Amazon’s Risky Bet

éEO Jeff Bezos wants to run your business with his
Web tech

nology. Wall Street wishes he would just mind the store.

BYROBERTILHOF (P52 ‘
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Clientes activos mensuales
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La velocidad importa en los negocios. Muchas
decisiones y acciones son reversibles y no
requieren estudio excesivo. Tomamos riesgo de
manera calculada.
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¢,ES una puerta de
un sentido o de dos
sentidos?
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¢, COmMo nos organizamos para la innovacion?

Comportamientos gue facilitan el pensamiento innovador
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"La mayoria de las compafias escriben
software, lo ponen a operar y despues lo
lanzan al departamento de mercadeo,
diciendo “esto fue lo que construimos”,
escribe el comunicado de prensa” ese
proceso esta invertido”

Jeff Bezos
Founder
Amazon.com, Inc.
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Visuales \é
Preguntas WW
frecuentes WI
ALl

D 1
Comunicado
de Prensa

Cliente

Lo usamos para aclarar la necesidad,

no para documentar lo que ya se
decidi6é hacer
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1. Comunicado de prensa

<< Back
Amazon Web Services Launches
SEATTLE--(BUSINESS WIRE)--March 14, 2006-- S3 Provides Application Programming Interface for Highly Scalable,
Reliable, Low-Latency Storage at Very Low Costs

Amazon Web Services today announced "Amazon S3(TM)," a simple storage service that offers software developers a
highly scalable, reliable, and low-latency data storage infrastructure at very low costs. Amazon S3 is available today at
http://aws.amazon.com/s3.

Amazon S3 is storage for the Internet. It's designed to make web-scale computing easier for developers. Amazon S3
provides a simple web services interface that can be used to store and retrieve any amount of data, at any time, from
anywhere on the web. It gives any developer access to the same highly scalable, reliable, fast, inexpensive data storage
infrastructure that Amazon uses to run its own global network of web sites. The service aims to maximize benefits of scale
and to pass those benefits on to developers.
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2. Preguntas Frecuentes

 Incluyen tanto las preguntas del
como las

* Incluyen las preguntas dificiles

« Compartir el comunicado de
prensa temprano para recolectar
las preguntas

Ejemplo de preguntas del cliente:

1.

2
3.
4

¢ Es suscripcion mensual o pago unico?
¢, Puedo tener una devolucion del dinero?
¢ Hay cosas que yo tenga que administrar o seguir?

¢, Cémo hago para adquirilo?

Ejemplo de preguntas internas:

1
2
3
4
5.
6
7
8

¢, Qué decisiones y guia necesitamos hoy?

¢, Qué retroalimentaciéon hemos recibido del cliente?
¢En qué vamos a desilusionar a los clientes?

¢, Qué otras opciones consideramos y rechazamos?
¢,Cuadles son las caracteristicas esenciales?

¢,Cudles son los temas que mas hemos discutido?

¢, Estamos tomando puertas de un solo sentido?

¢ Quién es el lider qgue no cambia?



3. Visuales

» Mostrar la experiencia del
cliente

« Dibujo que muestra la idea

 Madurez y fidelidad de la idea

No teman en ser provocativos

© 2021, Amazon Web Services, Inc. or its Affiliates. All rights reserved.
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Leemos,

discutimos,

debatimos,

y hacemos
preguntas
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nowing that Amazon will send them the right sized diaper at the nghc ! ’w &n e ( |" 7

i < inineatize anyyhere
ebebxeon.ad festorseverad hse# baby might need just one box of size 1 dlaperq but need as many as eight

boxes of size 4 dmpers To complicate matters, weight — and not age — is the best predictor of a baby’s diaper size.

With Amazon’s Subscribe & Save program, customers previously created diaper subscriptions in a specific size which
was replenished until the customer decided it was time to move up a size. This meant that parents needed to anticipate the
change in diaper size and either cancel their existing subscription to create a new one, or go to the Manage Your
Subscriptions page to update the existing diaper subscription with the new size. This caused endless frustration for
parents, added to the stress of having a new baby, and the experience ran counter to the concept of a subscription that
should run smoothly with minimal tolch points.

30) NAwe £or |

With the introduction of the new auto-sizing feature, customers who subsz.rlbe to diapers will be asked to provide their
child’s weight, in addition to the existing child info. They will then be able to set up a single subscription that will take
them through the various sizes at the right time. Customers will be notified before the next box of diapers is due to ship
that it has automatically sized up — if it’s too soon, there will b a sir Ie one-click process to keep the current size.

# lm Sussc SV O3 ut“"wer

&to.retum boxes that were one size too small, which
actually increased --: ys Mara Stemer who has used Subscribe & Save for her baby needs for several

years. “As I expect my second d, I am very excited at the thought of having the right size diapers show up at my door
each month. New parents have enough to do without having to keep calculating which size of diapers they should be
buying for their baby.”

ized diaper for their child at the right time,” sdid Greg, director of SubscriB

& Save. “This single subscription experience for diapers wnll ensure that customers can de ead upon Subscribe &

Amazon’s Subscribe & Save ships thousands of items to their customers on a regular basi
additional discounts. With the diaper subscription service, the program has gige
new parents.

To leam more about Subscribe & Save’s diaper subscriptions autossizin& go tow
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¢, COmMo nos organizamos para la innovacion?

Estructura que soporta crecimiento acelerado y cambio
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Un cambio a

Unico propdsito
Conexion solo a través de API’s endurecidos
“Cajas Negras” el uno con el otro

Légica de negocio y datos accesible solo a
traves de API’s

aws
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Desarrollo y operacion de primitivas

Search S ) Ca?RflaE'iday

Dos tipos de productos: "
Navegacion.... ...,
Pagina Principal

Promociones

adaptativa

Activo Digital

Servicios

e Pégina Inicial |
Busqueda i
Cuenta
Iltem
Publicidad
Promocion
Activo Digital
Otros...

Account i igi i igi i igi Activo Digital Activo Digital

Pagina Inicial Adaptativa

Publicidad

Activo
Digital
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Dar al cliente la plataforma mas completa y robusta

TECHNICAL & BUSINESS SUPPORT
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¢, COmMo nos organizamos para la innovacion?

Equipos pequefios pero empoderados que son duenos de lo que crean
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Equipos de dos pizzas
son rapidos y agiles,

promueven
responsabilidad y
autonomia
4
&0,
Equipos pequefios y Correny
descentralizados son ejecutan lo que
agiles construyen
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temprano y
frecuentemente
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Aprender de las

Subastas, zShops, Sitio de mercado Fire Phone
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La invencion viene en muchas formas y
escalas. Los inventos mas radicales y
transformadores son los que empoderan a
otros a desatar su creatividad — para
perseguir sus suenos

Jeff Bezos

Founder and Chief Executive Officer ;
Amazon.com, Inc.
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iMuchas Gracias!

palacan@amazon.com
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