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Getting mobile
is the future
of technolo

SOPHIE FOSTER

SHOPPING malls that are
more like entertainment
centres, mobile phones that
replace wallets and shop as-
sistants who pick up where
you left off during online
browsing: Vita Group foun-
der and chief executive Max-
ine Horne has seen the
future, and it’s already upon
us.

One of Queensland’s most
successful business people,
Ms Horne (pictured) said the
technological revolution had
changed lives, though a lot of
developments were still to
come.

“There’ll be a lot of con-
fusion around what techno-
logy can and can’t do, which
is where service comes in,”
she said of the Vita Group’s
portfolio of technology ser-
vice stores.

“It’s about how do we em-
brace this to make the cus-
tomer experience seamless. |
really see that coming. From
a telecom perspective, it’s re-
ally about taking mobile and
integrating it to your lives.

“There’s a lot of talk about
the maobhile wallet. In years to
come people won't need keys
to get into cars or houses.
There are a lot of things com-
ing meant to make our lives
easier.”

Businesses that were able
to maintain high service lev-
els and customer focus in
such environments, she said,
would be the ones who stuck
around to see what comes
next.

“I'work in the industry and
I think, ‘oh my gosh’. So what
about people that don’t come
into contact with technologi-
cal change daily?” she said.

Ms Horne, one of 16
Northern Region nominees

for the 2014 EY Australian
Entrepreneur of the Year
award, said her business’ big-
gest success was linked to two
iconic brands — rolling out a
network of Telstra service
stores, and a separate thriving
Apple service business.

“We started in the heyday.
When mobile phones first
came into being as a consum-
er product, there was a real
pull to just give away every-
thing to get market share. We
were adamant about taking
the high ground and focus on
providing service.

“We have customers that
have had 25 phones from us
over the (20) years so that's a
testimony to that strategy —
and it’s even more important
than ever now because tech-
nology is evolving so quick-
ly.”

The “Do it for me” strat-
egy was what would continue
to drive growth in the busi-
ness, she said.

“Over the last 20 years
we've gone through cycles of
great and not-so-great, and
each time we've pulled in our
belt to a certain degree but al-
ways stayed true to our core
which is customer service. In
fact we've really over-
emphasised it, as
opposed to just
selling on
price.”

EY’s Bris-
bane manag- |
ing partner,
Jenny Parker
said that 14
years  since
the first En-
trepreneur
awards, “we
are still seeing
such amazing
nominees
coming
through”.
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