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The new economy



Digital economy
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The experience economy -
a shift in economic value
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Customer exprerience -
a hew economic offering

“A complex combination

of products, services, spaces
and information”

(Sounds like a PM'’s
worst nightmare to me)



Customer exprerience -

not only utility & direct value,
but also novelty, engagement,
relationship & indirect value



Are we trying to solve problems
or trying to impress people?

Both.



[t's not “touchy-fteely” stuft.

Customer Experience Leaders Outperform the Market
6-Year Stock Performance of Customer Experience Leaders vs. Laggards vs. S&P 500 (2007-2012)

Customer Experience © 2013 Watermark Consulting
Leaders
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Cumulative Total Return

Watermark defines Customer Experience Leaders and Laggards as the top ten and bottom ten rated public companies in Forrester Research’s 2007-2013 Customer Experience Index
studies. Comparison is based on performance of equally-weighted, annually readjusted stock portfolios of Customer Experience Leaders and Laggards relative to the S&P 500 Index.
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TRANSLATED:™IF YOU ARE HAPPY,
PLEASE WRITE DOWN WHAT
MAKES|YOU HAPPY IN_YOURILIFE
IF YOU,ARE NOT aPLEASE READ
THROUGH THE NOTEBOOK."
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A different definition?



Customer experience -
the process, the end-to-end
Interaction with your customer

Purchase
* Upssil
* Cross-sell
* Upgrades
o .y ——
b P -~ - - ~. 3 3
-~
# ’ T~ = S~
Next trip Se
/" Plan Departure » Collect data :
' « Personalized « Notifications « Update travel profile
. Social * Upsell * Individual offering

« Travel profile * Location

Trip

* Activities

« Context driven
* Ratings and reviews
« Mobile



Q,

A relationship
at every touchpoint.



How they learn about you
How they talk to you

How they buy from you
How they use your product
How they call for help

How they share with people



This is not customer service.
This is not marketing.

[t's the customer facing
your whole company.



Brand and promise
Products and services
Processes

Strategies
Management

/

Ad on the subway

A social media post
Purchase



The customer takes
centre stage.



Our lives are shaped by
the experiences we have
with the world, the people
and the environment.
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People don’t care about you,
your products, services, offerings,
processes or strategies.

They care about themselves.



“People will forget what you said,
people will forget what you did,
but people will never forget

how you made them feel.”

— Maya Angelou



Human to Humar.
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An amazing experience sets our
expectations higher and higher.
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The Left Brain
Approach -
Customer
experience as
a process, the
relationship
with the
client.

The Right Brain
Approach -
Customer
experience

as giving
something
special to
people.



How all of this affects projects



What are projects for?



Projects are made
to make change happen.



Change involves learning,
new directions, risk,
mistakes, experimenting,
failing, trying again.

Projects involve specs.

Fixed terms. Scope. Budget.
Deadlines. Restrictions. Output.
Responsibilities. Reports.









Change means “risky”.
Projects mean “safe”.



“This might not work.”



Organizations don't suftfer
from a lack of new ideas.

Organizations suffer
from making new ideas happen.



How customer experience
and project management meet



Meet our old friends,
The Triple Constraints:

scope, time & cost.



Meet our old friends,

The Triple Constraints

The Seven Constraints:

scope, time, cost, etc.



Meet our old friends,

The Triple Constraints
The Seven Constraints
The Eight Constraints:

scope, time, cost, etc.
(+ kids getting sick)



Meet our new friend,
the metric to measure
all of our constraints against:

customer experience.



“Will this project move us
forward in delivering a superior
experience to our customers?”



Your challenge:

infuse customer experience
in project management during
the whole project cycle.



The end customers

“How does it feel to deal
with you?”
“How does it feel to buy this?”

Customer-facing projects
Customer experience programs



Your colleagues and employees

“How does it feel to work here?”
“How does it feel to be part
of that project?”

Projects for external customers
Projects for internal customers



“What everyone in a company
does can be reduced to one

of two functions: to serve the
customer or serve someone
who does.”

— W. Edwards Deming



The Holy Grail -
customer-centric organizations



They seem to do it all -
engaging employee experience,
great customer relationship
processes, amazing experiences
with high value as their
primary economic offering
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Changing corporate culture -
Dilbert knows best

WE NEED TO FOSTER SO WE GET TODRESS || WHAT WOULD BE THE

CASUALLY, WORK FLEX |i] NAME OF A CULTURE
’“‘8&%{’,‘;@ ?J %ﬁw HOURS, FEEL THAT OUR |.| WHERE PEOPLE WORK

WORK IS VALUED, AND |:| HARD BUT DONT GET
INNOVATION GET EQUITY IN THE || ANY OF THOSE THINGS

COMPANY? YOU JUST MENTIONED?




Don't wait for a change
of culture.

Use customer experience
as a trigger to
change your culture now.



How??



People
- Understand your customers

and their world (the “why”)

- Visualize the customer (eBay)
The customer of the customer
Team diversity is key -

IT managers showing empathy
for the customer, engineers
closing a sale, supply chain
passionate about service






Processes
Customer experience as a
priority for the whole company

- Kickstart projects that break
internal silos

- Don’t set specs, set challenges

- Involve outside partners






Spaces
Can you deliver change in the
windowless conference room?
Set up “war rooms”
Spaces for end customers
matter a lot - ambience, light,
smell, touch, feel



NAKE Tees
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One more thing...



A new experience offering with
a solid project management
foundation



A new experience offering with
a solid project management
foundation

for 3-6 year olds
and their parents
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Missions -
a whole new way to learn
and play.



Based on a process -
design thinking

2. Select and
prototype




Mission:
Head Chef




What is the challenge? Why is it different?

Let's choose and prepare the Sunday family menu! You will be the head chef We believe in the amazing potential of our
and all of us in the family will be your sous chefs, ready to assist at all times. 3-6 year olds. That is why our missions are
You will remember your meals & drinks, choose a menu, go shopping, cook, design challenges for the whole family,

lay the table and serve. Are you ready? Let's go! based on a creative process - 20 minutes

per day for several days.

Your mission plan! Key skills we practice:

Day 1-5 Observe & Remember » Creative problem solving
Try to remember what meals and drinks you had during the day * Curiosity and experimentation
at home or at the kindergarten/school. If you don't know their * Empathy and teamwork
names, ask someone for help. In the evening, we will discuss e Patience and concentration
them and then draw your daily menu in the diary. If there are * Fine motor skills and dexterity
missing elements, we can try and think of them together. e Visualizing and presenting ideas

Day6  Select & Prototype

Choose your favourite dishes from the whole week and create

a Sunday menu - for breakfast, lunch or dinner. Draw the menu

in the diary and discuss it with the family. When everyone is OK m Diary. Note and draw all important
with your final selection, we will prepare a shopping list and go things happening during the mission.
out together to buy what we need.

What do we need to start?

Accessories. The chef's hat provides

Day 7 Create & Present a special look & feel. Look at me!

Put the hats on, tie the aprons and let’s head to the kitchen! With

the help of your sous chefs you will prepare the special Sunday ‘ Paper stickers. Print them, cut them
menu. You can also make a special table layout with name tags, out and decorate your diary and hat.
flowers and napkins. When it's all set, serve and present your
Sunday menu to the whole family. Good work, head chef! Bon @
appétit a tous!

See our selection of ideas for this
mission on pinterest.com/rpplane.

o, S 2 P e 3 {‘;‘ ™~
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Diary Stickers
MEH Fi : =3
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@ Check out more ideas and inspiration for the mission on our
Pinterest board pinterest.com/rpplane.




Mission completed!

Share your journey and memories from
e the mission with family, friends and the

. : Red Paper Plane community using the
Mission: hashtag #rpplane.

Head Chef

Let's meet on:

What's your next challenge?

You can play this mission again (many head chefs start it

Mission: Head Chef Mission: Cartographer Mission: Astronaut all over lmmedlately) or download and play many more
Download and play Download and play Download and play missions on rpplane.com' See you there!
"Let's choose and prepare our "Let's map interesting things on "Let's launch a spaceshipto a S
Sunday family menu." our way to the kindergarten.” planet in the Solar System."

For any comments, suggestions, new mission ideas or
thank you notes, please email us at hello@rpplane.com.

The Red Paper Plane missions are under a Creative Commons license - feel free to share, copy and distribute them
without changing their content or selling them. Patterns and icons from freepik.com and flaticon.com.

Mission: Photographer Mission: Bartender Mission: Drummer d l
Download and play Download and play Download and play ‘ re pa p e r p a n e
"Let's create our first album by "Let's prepare refreshing drinks “Let’s catch a rhythm by P
learning how to take pictures.” and create our very own recipe.” clapping, stomping feet and Y
drumming.”
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P Project management

- can be an experience
D L
In itselt.




Have a great weekend.

Georgl Kamov
georgi(@designthinking.bg



