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INTRODUCTION

Crre: thimg 15 for sure:
fumire consumers will be
signficantly Jiffesent from
PAST OF SVER pHEsent Sorsam-
ens; they will be mare demand-
ing, moee rime driven, mone
mfsrmation intensive, and
highly individualistic. Thete.
fore, it will be difficule oo
stereoType theln intG 2 single
imege, Seme of them will be
happy with dve plain old
wlephone service (POTS)
Bur rmore of them will seek
services thae |iherare them
iton becominyg time and place
hostages. For example, cordless
Phenes and answering ma-
chines mday bux persoral
comnaurieation amnd voice
mail services romormow.

Instant access 1o informa-
rion in b medis (voies,
video, facsimiled, acanyrime of

the day or nighr {on a rweniry-
four Feour basis), ar anyplace
(heme, office, public places
and in vehicles), for all pur-
poses (communicadion,
WALSAC O, exberbamument
and mfommarton.}, will bacome
&s much a necessicy in the
huear; 5 telephones, aumono-
biles, elevision, childeme:,
insurance, and teady-to-serve
foods have becoine m the past
and 2t present. Bemember
dhar 21l of these products amd
services were considered
discrerionary, lwawy and
fovolous 2t the um of the
CEDILrY.

CRANGING DEMOGRAPRICS
What is the basis for dhis
change and what can an
industry & to prepare isself on
a proactive basis eo setve
emerging consume peeds and
wanms ! Seven major dewo-
grpbic wends are responsible
for dhis change. Many of thete
trends began developing in the
lawe 19705, The inreraction
bretwreets daest trends, the
rapid pace of rectunclogieal
ahancimonts, and other
markeqiace changes will add
impeehus 1o the evoluton of
the furure consumer. As these
seven demagraphic trends
coneinue o develop, thei
impact on consumer's heeds,
concems, anvd values will be
muasive, Together, they will
shape funre consurners, who
will have very birghe resem-
bilance w consuniess only two
BETErAICHYT a0,
Aptg bt Affloent Popula-
ton. The U3, population has
beer: aging over the past ro
decades, and forecasts indicaee

coneirued aging in the next
twa decades. The median age
i the LL 5 poplation in
1980 was 30 years, and it b
expeceed o be ar et 38 year
bry che year 2000, Declining
birth rate, but mos impor-
wnitly, increasing life expect-
ancy are the mnderhing
reasons for this phenomenon,

A good indicator of the
aging popaulation i the shap
grevwrth in che older population
group in diteet oonimst oo the
baby boom of the early forties,
In 1950, we had onby 2,500
people wha lived w be 100
yeaes o older, This popalation
segment grew tenfold by 1986
o 23,000 pecple; and it is
expested o prow o 168,000
by the year 2000! Similarly,
the fastest growing segment of
the population is $ years ar
e

Although the popularion
is agitig, it is alsy an adffloent
popralation. 1In shert, we will
have a mature, affloent nation
by the year 2000, which is
muce driven by e ernpry-nest
st of che life oycle and by
nonwork activities, It i aloo
impontant to note tar the
biggest buying power group in
the 19605 used 2 be a house-
hald berween the ages of 18
and 35; today itis 3% 10 50,
bevond the year 2000, it will
b the 43 1o G0 year old
household,

Working Wensen Houge-
halds. A second major
change, of probably mon
significance dian aging, is the
changing roles of homemaeers
and breadwinners in a family,
Today, more dhan 56 percent
of all wornen are in the
wiotkdiree; this percenitage is
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forecasted to increase o at
least 65 perent by the year
2000. This promides 2 ghary
conimast {0 the carly nineteen
fifties, when women stopped
wisking to raise the family.
Today and in the furure, it is
altwet a necessity for both
spouses o work and eamn
Iverne i Sreder o SuppeTt
family expenses, expecially if
they Fave chibdren.

Living Alone by Choice. A
significant nuraber of peaple
ticday ane chogsing arforced o
live alone. For example, 26
petcent of all LS. hiwseholds
are single-person households,
ard this i likely o incresse
furdher as our population: ages,
the diviwre mate stays high,
and people detay marriage,
Decline of the Middle Class,
The st e decades have
witessed significant income
redistribution, The middle
clase, as 2 percentage of all
househokds, has been declin-
ing, and propomionarely,

i5 estimaned to be at least 70
percent of the oral popula-
tign. The non-WASP popula-
tion, however, s growing aca
faster tare and is epected k)
acount tor ar least 45 percent
of the U5, population by the
year 2000. The single largest
ethnic mnodty will be the
Hispanic population, which
will inerease (o 15 percent of
the total population by die
year 2020. The Hispanic
populadion will surpass the
Black population, as due larter
plateaus arabour 12 percent of
the eal popubaticn. In
addivion, the increasing Asisn
popadation will surpass many
1V-‘-'].'li.tﬂ-‘ Eurcpean E-"I:"I.I'IJ.C Zrops,
Cireeks, and orher Fast Eure-
PHEAn ImgTaT.

Thewe are two signdficant
dimensions w the increasing
ethtiic mix Fist, the ethnic
EIOUPS are presentarive of
the world and net just Europe
a5 was the case in the e

Rl | S )
ueed irwo exreme incone 5 ] :
classes, tarely the affluent l&a-: gr-mp:jl z;m more i:ij |
Tt “This will resulr in
The income BY 2000, NOWWASP o o
m-cll;sm bf“-m POPULATION IS f e nustion and
e e CXPECTEDTO  theexsmnce of
RSB ACCOUNT FOR AT mine nations of
1 disrabration e nations
of household LEAST 45% OF 115, America. For
momcAr  POPUATON. ot
o 'Ehf i formg will hanve 3 mon-white
economic diversicy of the magority by the gear 2000,

nation and a decline of the
s eomsamption socicty will
inevirably ensue,

Increasing Ethnic Mix The
majority of the LS. popols-
tion is characrerized as the
WASP {White Anglo-Saxon
Frotestan } population, which

Linguostie, cultural, and
economic differences will be as
sty

Merve b the Sunbelt. The
U.5. population has rediserib-
uedd geoyraphically over the
last owa decades, from the

WNortheast and the Midwest o
rhe Soudheast and dhe Soudh-
west regioms of the country. In
the process, the popularion
conoeTiration east o the
Mississippi is declining and
will continue o decline. For
estarnple, Califormia is romw the
most populous stare, recenely
surpassite Mew Yorl, and Los
Angeles surpassed Chicago to
becomi the second largest
ciry. The fastest growing swes
are Flotida, Texas, Anzona
and Califomia, all in the
Sunbelt regions of the nation.

Stmall Town Indusirstin.
tiom. A seventh major dene-
grapbic change is the
relocation of indusirial capac-
ity iy e nation’s small rowns.
Economic incenrives, land
prices, govetntnent reguls.
tioms, and qualicy of life issues
have encouraged employess to
melocare or stat business
aperations avay from crm-
gested big ciries and inmo
surrcuneding subuarbs, This ks
resulted in the emergence of
small induseial reams as dhe
new indusirial ceners of
Atnenca,

IMBACT OF CHANGING
DEMOGRAPHICS

A number of fundamenial
Shl-'&'-ﬁ are ]ilu,jy D Qoo as s
consaquetice of changing
demographics.

Services Driven Economy.
The older affluent populaton’s
needs and concems are heald,
wealdh, safary and recreation,
These are all senvice secrors.
Strnilatly, the carer-urienied
family necessicates the use of
commercial services, auch as
housekeeping, cocking and




child care, These are all

services industrics. Finally, the
sinigle-peteon hovseholds tend
to patromize seTvices othenvise

petfomued by family members,

Time Scarciry. Severat of
these changing demographics
lead 1o the conclusion that
preple will have mote activi-
vies v performn in less rime,
Tt will becowme the scarce
resource of rhe nation, As

2 Hy itk compebe for time,
time-ComstIming activicies will
be relegaved and cime-shife
technologies will be encour-

aped.

Declive of Mass Consump-
son Society. Populadon
diversity in age, peography,
income, household characeer-
istics, #rd ethnic mix al] peint
wward the emergence of
seprmuerites], niche markets.
The U.S. becarne a nnass
consumprHon secieky right
afver WHIL; mow it is monving
toward 2 niche cormmption
society. This has memendous
implications for marker share,
offshore competition and
entrepreneumbip.
Individualistic Life Styles. As
people live alone, they begin
to man et sutonomy of
behavior. Similarly, in a carer
wrientes] famiby, it becomes
difficult o share produces,
acrivities and space, which
tesulrs in highly individuadisvic
1#eseyles and behavior oven
im 2 farniby-

Rezional Difference, As the
nation's population shifts
gecaraphically o dhe Sunbel:
atvd eo avaller tosmg amsd
ComImUnites strong Tegicnal
differences will develop, partly
duc to climate differences and

partly due to occuparion necessary w emphasive the
differences. We are apt to legrl rights of individuals, o
mere closely resernble the arder oo insure amiable oo
Europeans, whers mpions vary existence and equirable
significantly in tenms of disaibution of poblic re-
econoInic growty, empliy- HIUTGES.
ment, consumption, langusge .
and values, Satety and Security Con-
cerne. There will be a dhaep
Rich-Foor Dickotorey. i in concern for personal
Althowph we still have a large and public safery, patily dus to
middle clazs, dhe naticn will the #ping population, and
manifist 2 sharp dichotomy parthy due tey itwrrne redis-
berween the rich and the poor. | butien. Additionally, as more
O the ome himd, e will pecple Live by chetselves,
hiave a large percentage of the they wikl be more vuinerable,
population Law enforcemert
who will be A LARGE will remain 2
affluent; and JmEE mﬂm HMGETf;J raajor socl e,
on the other
nand,wewill WL BEAFFLUENT  ©ooonpo
also have a
ignifimt AND A SIGNIFICANT  Marke: opporsuni-
of I (#ROUF WILL BE ties created by the
Eroup & peop decline of nuas
below afficial BELOW OFRCIAL e al
powerty levels. POVERTY LEVELS,  ™morkee
The larter will sl e
be unable ro afford sech basic enmeprencurhip.

nocessities @5 housing and
Stressful Living, Bluming of
mraditiomal family roles {hread-
wirmess and homennakers),
autonomons living, older age,
and mying ro cope with titne
scarcity. all point soward a
sociery which will hanve bigher
frvels of stress both ac home
and ar work, This will resudr in
productvity problems, e
sonrces inses, ardd a highet
degree of coping buhaviors,
such as dnug and aleohel
abuse,

Pilvacy Cotoerns. People will
become more concerned about
their privacy and the tights of
indlividuals. As the social
nottns of a homogencous
socigty decline with pluralistic
and diverse values, it becomes

Therefore, stiall bosines will
aontine as the dominant
component of sociery, in tertns
of employmene, political
power and persorzal wealth,

IMPLICATIONS FOR
Inecmstamion INpusTey
This shifr frotn a middle

clas, mass consymption
sociery 1o a diverse, rich-poor,
atvd highiy individualiseic
sociery with tire poverty aml
high strx has eneommous
implicarions for the informa-
tion industry.

Fitax, it will be esseniial o
scgment the consumer nuarkes,
and develop specific products
and services and offer ther o
a targered basis, I caher
words, indusey st abandon
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the shostpun appreach in favor
of the tifle appmach o serving
the consumer markits.

Futhermore, many
tieglected segmenits of the past
{edbunic groups, work ar home,
ete. } will become significant
market opporunicies of the
futme.

Second, a demand for
IMSEant acccss to the world
from anywher: and ar all tmes
will recquire fascer deploymem
o the next generation of
rechtsrlogies {such as digiral
switches, fiber to the home,
imnelligent rensrork, smar
terminals, personal communi-
LA TIetworks) o Comsunwet
markers.

Thicd, the furun: consumm-
ers will nor oty demand
reliahle producs and services
which work but will insist an
quality suppom serviees which
are hussle free, rime: friendly
and easy to do business with.
The twin processes of cus-
womer sarisfaction [product
cpeality and comvumer service)
will become key in the fubare.

Finally, a5 the indusery 15
fewres] wo clstonmize jts producr
and service offerings wo smaller
and smaller targeted semencs,
i will have to marage its ost
sgciure. This will vecuire
mas customization theough
CuskoTTer parriciparion i die
provisioning of services




