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….This is not 
working!



This is just 
another IT project



Our goal? 

Improve customer service 
and employee experience

Why did it become an IT project?



IT

Processes

People



IT

Processes

People



Processes

People

IT



A different way of driving change

CX Roadmap
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Listening

Workshops with 
frontline units

“What can we do to 
create an even better 

Customer 
Experience? ”

No mention of 
systems

Just experiences

Customer feedback 
collected
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Shaping

Looking at raw 
ideas together

“How can we make 
these happen and 

where can our service 
system help?”

Technical experts 
brought in 

Needs mapped into 
tangible  solutions

Service experts 
brought in
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Prioritizing

We built a clear, visual, 
executable plan

Value, impact, 
resources, effort, 

dependencies

We needed the 
roadmap to be 
ambitious, but 
also realistic

We needed buy-in and 
we needed to deliver

We ended with 29  
projects 

Step 1 Step 2 Step 3



… And that ’s what we did!
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94%



65%









Why Humanizing 
IT works?



Technology alone doesn’t 
transform organizations 
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