
CX 
TRANSFORMATION: 
LEARNING FROM 
CONSTANT CHANGE



CONTENT

TOPIC DESCRIPTION TIME

Intro Bit about me, the session and an icebreaker 15 min

Heroes and Villains Who got it right, wrong and why? 15 min

Lockdown Legacy What would your customers and employees say about you? 15 min

Pin it or Bin in What behaviours or characteristics did you notice 30 min

Tools Explore a few tools 15 min



TOOLS



HEROES AND VILLAINS 

Grocery

Travel

Banking / Insurance

Physical Retail





LOCKDOWN LEGACY
WHAT WOULD YOUR CUSTOMERS OR EMPLOYEES SAY 
ABOUT YOUR ORGANIZATION IN 2020?

SPEND 5 MINUTES WRITING DOWN WHAT YOU THINK AND 
THEN WE’LL SHARE BACK TO THE GROUP

Individual working 



PIN IT OR BIN IT
USING YOUR OWN EXPERIENCES AND WHAT YOU'VE HEARD TODAY, WHAT 
BEHAVIOURS PUT COMPANIES INTO THE HERO COLUMN?



PIN IT OR BIN IT
USING YOUR OWN EXPERIENCES AND WHAT YOU'VE HEARD TODAY, WHAT 
BEHAVIOURS PUT COMPANIES INTO THE VILLAIN COLUMN?



TOOLS

Pre-mortem Postcard Lean coffee

Opportunity Canvas



PRE-MORTEM 

What is it?

¡ Tool that enables you to spend time 
anticipating what could go wrong 
and giving the team time to plan how 
to mitigate it. It doesn’t matter how 
big or small…because sometimes the 
small things are the ones that hurt 
the most

01

03

02

Develop mitigation strategies 
for the most important 
challenges

Fine tune this list by selecting five to ten 
challenges that your team thinks have 
the greatest impact and probability.

Create a list of failure scenarios from individual 
and collective brainstorming. 



POSTCARD FROM THE FUTURE 

What is it?

Tool that encourages out the box 
thinking. It also provides insight into the 
participants beliefs and expectation.  It 
can be used in various guises and for 
different outcomes, but I like using it 
ahead of any solution or discovery 
sessions to really encourage out the box 
thinking
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02

Use the back to write to someone in 
your family, close friend describing the 
experience, it also helps to frame it as a 
humours event

Like a postcard, use the front to draw, write, 
illustrate something from the future e.g. how will 
you buy phones in the future



OPPORTUNITY CANVAS
<TITLE>

Users and Customers
What type of customers 
have the challenges the 
solution addresses

Look for differences in 
goals. Separate
customers into different 
types based on those 
differences
Don’t target “everyone”

Problems
What problems do 
customers have that 
your solution address.  

What needs or jobs to be 
done does it answer

Solution ideas
What product, feature or 
enhancement do you 
have that will solve this 
opportunity 

User value
What will your 
customers do differently 
as a result of this change 
and how will it benefit 
them

User metric 
What behaviours can be 
measured to show that 
customers and 
employees are 
engaging, adopting and 
using your solution 

Solutions today 
How do customers do 
what they do today.  

What products or work-
arounds do they use

Adoption strategy
How will your customers 
and employees know 
about and adopt the 
change

Business challenges
How do the current challenges impact your 
business.

If they can’t be solved, how is this likely to affect 
your business 

Budget
What could it cost if you 
don’t solve this or what 
revenue could you earn.

What would you spend 
to make this work

Business Benefits and Metrics 
What business KPI’s will be affected as a result of 
the solution. 

What is it? Tool that helps solve an opportunity 
by thinking through the key elements



FINAL Q’S! 
FEEL FREE TO CONTACT ME VIA LINKEDIN OR GREGSCHOLES@OUTLOOK.COM

https://www.linkedin.com/in/gregscholes/

