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Story about a Pool



You may be doing things right..

but are you doing the
?
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Our team. Your advantage.



Henrik Kniberg (Spotify):
Agile Product Ownership in a Nutshell

business

Our team. Your advantage.



Doing the right thing - CEM

~_the practice of designing
and reacting to customer
interactions to meet or
exceed customer
expectations and, thus,
increase customer
satisfaction, loyalty and
advocacy” - Gartner




WHAT 5 CUSTOMER CENTRICITY?

Putting the Customer
at the heart
of everything we do

The CEM Method: A process based methodology developed by the BP Group. and provides a practical
approach to applying Outside In thinking in any organisation




POYILNWID

Stage 1:
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Understand
organization
maturity.

Step 1

Stage 7:
Process Activity
Mapping To-Be

Step 21-26
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Stage 5:
Choose:
Optimize
Align

Innovate
Step 13-16

Stage 8:
Integration &
Roll Out

Step 27-32

Stage 3:
Successful
Customer
Outcome
Mapping
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Stage 6:
~\ Action
Planning

Step 17-20
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__Stage 9:
ORCA
refinement &
Development

Step 33-42




4 STEPST0 BECUME BUSTUMER CENTRIC

Articulate
Successful
Customer
Outcomes ’f

Inderstand § N7
apply process |
diagnostics

Redefine where your
process really starts
and finishes?



0 how does this
link to Agile?
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DO YOU A Wha is your actual customer

I(N OW - NOT BUSINESS

YOUR N
CUSTOM - What s the perceive

customer value

A Alignment to vision models

business
Our team. Your advantage.



The customer has changed
0.0
ﬁi .S0the
‘ Customer ’ answers
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\ndividual

Short-term Financial Gap
Formally employed

Technically savvy
\larious options
Typically very husy
Family

Forms

Credit checks
|Q min process
Du‘\ckfeedhack

Manual process
Time consuming
|ots of checks

o BuildingaPool

Forms

Processes / Time
Channels
Repayment terms

Money Fast

Easy & Convenient
Affordable
Personal

<30 minutes

4 hours access 10 MONEY




