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In an uncertain world, 1 time remains the same, we all work 
for our customers.



Customer experience is how your customers (current and potential) perceive their interactions with 
your company.

It’s all about how we serve them



WHY is it important? > Happy clients stay, spend, share

HOW do we make it happen > Involve everybody, all disciplines influence the CX

WHAT is needed? > True collaboration

Because CX drives sustainable competitive advantage

• There’s a big difference between putting a program in place to make incremental changes and doing 

so to transform an organization. Small adjustments only go so far — the long-term economic benefits 

of better CX are greatest when the whole business is re-oriented around the customer.

• Forrester Research



But although simple in idea, hard to do

Fixed paradigms
Resistance to change

Organizational structure
Governance

“The structure most organizations have today actually 
blocks a true Customer Experience approach!”



It requires a paradigm (culture) shift



“No matter how solid your strategy is or how carefully you design your Customer 

Experience, it’s simply impossible to plan for every single customer interaction at every 

last touchpoint. At some point, you need to put your trust in your company’s most 

valuable resource, it’s employees, to do the right thing for customers. Similarly, 

sharing customer insights, measuring the results of your work, and introducing 

governance programs will only get you so far if your company’s work force – from your 

top execs down to entry level staff members – isn’t ready to embrace new ways of 

working.

Outside In; H Manning, K Bodine

A culture that’s about customers, purpose, autonomy 
and mastery.



Organizational structureProcesses

People and behavior

A change impacting the entire organization



So, it’s easy; we need to create a new organization 

BUT HOW?

AND WHERE DO WE START?



Because at the end of the day everybody is responsible for the Customer Experience

Why should marketing lead the way? Voice of the customer

“The role of marketing is to understand customer needs and aspirations and inspire the rest of 
the organization to design and deliver profitable and relevant services and products to answer 

those (sub)conscious needs.” 



Because it brings the right people together at the right time doing the 
right things for the customer. 

This requires constant inspection & adaption for speed, improvement 
and agility.

Based on transparency and the latest technology.

Why Agile?
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Prioritise. 

Our highest priority is to 
satisfy the customer 

through early &      
continuous delivery of 

valuable product. 

 

Feedback. 

Welcome changing 
requirements, even late 

in development.           
Agile processes harness 

change for the customer's 
competitive advantage. 

 

 

Rhythm. 

Deliver working software 
frequently, from a couple of 

weeks to a couple of 
months, with a preference 
to the shorter timescale. 

 
 

 
 

Collaboration. 

Business people and 
developers must 

work together daily 
throughout the project. 

 

 

Sustainable. 

Agile processes promote 
sustainable development.  
The sponsors, developers, 

and users should be 
able to maintain a constant 

pace indefinitely. 

 

 

Flow. 

Simplicity--the art of 
maximizing the amount of 

work not done--is essential. 

 

 
Learn. 

At regular intervals, the 
team reflects on how to 
become more effective, 
then tunes and adjusts its 
behavior accordingly. 

 

Support. 

Build projects around 
motivated individuals.  

Give them the environment 
& support they need, & 
trust them to get the job 

done. 

 

Share. 

The most efficient & 
effective method 

of conveying information    
to and within a 

development team is face-
to-face conversation. 

 

Earning or Learning. 

Working product is the 
primary measure of 

progress. 

 

 

Mastery. 

Continuous attention to 
technical excellence and 
good design enhances 

agility. 

 

 

Autonomy 

The best architectures, 
requirements, and 

designs emerge from self-
organizing teams. 

 

 
 

 

Based on the principles



And with a broad range of methodologies to make the 
required change tangible



So, let’s start thinking about our paymasters



client

client



Some tips from my (our) experience



Tip 1; it’s about mindset, not method



Tip 2: define and speak a common language 
across disciplines



Tip 3; map the journey together, to break down 
silo’s



Tip 4; everything is an experiment to learn from



Tip 5; test



Tip 6; challenge how things are



Tip 7; always learn from experience & experts



Tip 8; lead by example

You can’t think your way into a 

new way of acting, but you can act 

your way into a new way of 

thinking.



Tip 9; define your (transition) mission & goals




