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2. Tactical outcome: 
AI- chatbot

1. Strategic outcome: 
Executive summary Executive Summary 

Observations: The key insights obtained from the research on “Accelerating twin 
transitions through a liminal strategy”, with Barco, were: 
Insight 1: Barco should seek ‘right’ input from carefully selected customers. (i.e. 
specific people directly involved in performing, funding the task, etc)
Insight 2: Timely insights from end customers are required by Barco to drive swift 
action.
Insight 3: Barco should connect sustainability with customer engagement, to make 
sustainability tangible.
Insight 4: Initiatives undertaken by Barco on the topic of sustainability should 
create value for customers.

Problem statement: “How might we span the distance between representatives of 
Barco and the end customers (in the context of sustainability)?“

Recommendations: 
- Adopt a liminal strategy or bridging strategy to span the distance between Barco and 
its end customers through integrated interactions around the topic of sustainability. 
- It is essential that these integrated interactions stay consistently relevant and create 
dual value (for both the stakeholders involved). 
- One tactical manifestation of this strategy is an AI-chatbot or B-bot with a dual function. 
- It faces Barco customers and Barco employees to bridge the communication distance 
between them. 
- B-bot supports the end customer through their journey while initiating sustainability as 
integrated interactions. It also supports Barco employees with their routine tasks while 
keeping them aware about the customers needs and making sustainability tangible. 

Expected impact:  
- It is expected that the findings can drive customer centric sustainability, activate 
customers, communicate company values and make sustainability tangible for both the 
stakeholders through integrated interactions. 
- It can help Barco employees keep customers on top of their mind through timely 
collection of right inputs from customers. It can streamline sustainability initiatives within 
Barco and help with integrating sustainability in product value propositions. 
- It can increase Barco’s reputation while giving it a competitive advantage.

*Integrated interactions: 
Integrated means to combine two or more things to be effective, according to Cambridge Dictionary. In the context of this 
project, integrated interactions means including sustainability conversations at relevant points while interacting with the 

Img 7.5 The selected executive summary is shown above. The Dutch version of this summary can be found in Appendix A.
The visual to the left in the executive summary shows B-bot, a valued employee of Barco activating customers and 
collecting insights, and the visual to the right shows B-bot helping Barco employees to keep customers at the top of their 
mind by showing them relevant insights.  

GOAL: 

Include Barco’s end customers in their 
transition towards sustainability. 

SOLUTION: 

The resulting solution of this thesis is a liminal 
or bridging strategy. In this context, the aim of 
the liminal strategy is to bridge the distance 
between Barco and its End customers 
through integrated interactions around the 
topic of sustainability. It is essential that these 
integrated interactions stay consistently 
relevant. The strategic outcome of this 
research is an Executive summary and the 
tactical outcome of this research is B-bot, an 
AI-chatbot.

OPPORTUNITY: 

Sustainability strategy is an integral part of 
Barco’s corporate strategy, ’Enabling bright 
outcomes’. The three core areas within the 
sustainability strategy as defined by Barco 
are: Planet, People and Communities. 
Barco’s latest materiality assessment 
identified “Customer engagement” as one 
of the primary factors of importance to the 
business and its stakeholders. 
Consequently, Barco is currently going 
through twin transitions, around sustainability 
and customer centricity.


