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Revenue and customers remain top priorities — even in a
pandemic

Which of the following initiatives are likely to be your organization’s top business
priorities over the next 12 months?

Grow revenue 50%
Improve the experience of our customers 53%
Improve our products /services 57%
Reduce costs 54%
Improve our ability to innovate 58%

Increase influence and brand reach in the market 57%

Better comply with regulations and requirements 57%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Not on our agenda + low priority m Moderate priority m High priority + Critical priority
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Software and business leaders are well aligned

Which of the following initiatives are likely to be your business priorities over the next 12 months?

Improv r
prove o Improve our

products and o :
services ability %Dérénovate

3.81

Improve the
experience of our
customers 3.85

Better comply

Improve our use , :
P with regulations

Reduce costs

3.61 of datg é%SightS and requirements

3.50

Accelerate our
shift to digital
business
3.38
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But when it comes to customer experience....the results are
mixed

What is your company’s customer experience rating?

Good

Ok

Excellent

Poor

Very poor -

Source: Forrester Data Global Business Technographics Workforce Benchmark Survey, 2018
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Starting With Strategy

The Beginning Of The Journey
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Guidance

Strategies

Traditional strategic
planning takes an Adiust, analyze

inside out approach

H Products

' and bets

and
communicate ‘

Value
Agile shifts the @

emphasis to outside in, » ®
but it’s still inside out a iz

Integration

Identify, prioritize and organize




The transformation
continues with epic
planning

Project oriented
planning keeps
strategies insulated

© 2020 Forrester. Reproduction Prohibited.

Business
Value

© 2020 All Rights Reserved.

New product in
existing

Revenue market
Growth Enhanced

services in
eX|st|ng markets

Retire legacy
Cost < technology

Reduction or
Avoidance
Avoid fines

Improves alignment to
strategic goals




What's the net

outcome?

© 2020 Forrester. Rep

roduction Prohibited.

87% organizations
agree — traditional
experiences no
longer satisfy

CIO/CMO close
partnerships do see
1.3x more YoY
growth

© 2020 All Rights Reserved.

1/3 companies have
strong marketing/IT
relationships

Only about half
companies
consistently report
positive value
delivery







Customer journey mapping leading tool to capture customer
sentiment

“A moment is defined as the point when a person interacts with a brand to get
what he or she wants immediately and in context. Which of the following
techniques do you use to identify important moments in the customer
experience?”

(Multiple responses accepted)

Customer journey mapping 70%

Surveys

57 %
Persona creation/evaluation 52%

Customer interviews 51%

Competitive analysis 47 %

Behavioral analytics 42%

Ethnographic/observational research 31%

Heat mapping 25%

Cocreation sessions 25%

Cognitive walk-throughs 20%

Eye tracking 11%

11%

Diary study
Bright spot analysis - 8%
Don’t know 8%

None of the above 9%
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Customer journeys identify the real value in a product

o

Functional value

Economic value

Experiential value

Symbolic value
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CUSTOMER JOURNEY MAP

Customer Stages
=izt e Awareness
Customer Goals
VUGt SO WEATE WaNe 19 ACCoTpiRh M T
age? NO goais at this
point

Touchpoints &
Channils

Customer Thoughts

.

hese actons?

Overall Customer
Experience

Interested,
::::m footngs in tha stage? curious
Pain Points
:mnmnmm
Opportunities to
Improve el o

re2ch e pos? further track
,.‘é‘ interesied users

PERSONA NAME: CARLA

Consideration

2's hard 0 trust

PRODUCT: E-Commerce store

Gain 3 better understanding of the buying experionce visualizing it theough the

©yes of your customers while interacting with your company and brand.

Acquisition Service

Bet the best peice

Track package.
Sign for e
cusiomer senvice
Add o can
service
facility cn
webslos SMS and email

I hope my shoes

Payment is

5 100 big

Free shipping

Retention

Repeat good
sendce

Email subsCrider
sy

Get them into
loyalty program
eorticr.
Regpily to all sockl




Customer journeys clarify expectations for product teams

Executives AD&D Executives AD&D
Vision Designs Vision Designs
Strategy Limitations Strategy Limitations
Business priorities Innovations Business priorities Innovations
Market knowledge Data Market knowledge Data

N N %

' ' Product

Customers Customers
1 Sentiments Sentiments
Preferences ‘ T Preferences
Concerns Concerns
“‘ Revenue “‘ Revenue
DEVO PSWOBQLQDorre 146597 Source: Forrester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited.
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Provides the necessary information for prioritizing Value
Streams

VSM control plane

. Tracks, measures, ®e® TS
Monltors visualizes, and Ill ('r a
governs the value
stream; guided by
captured data

The business
value stream

Represented as a
. map; people,

G u |dance process, and tech
connected via
manual or
automated steps

VSM data plane

Captures activity and
rationalizes epics,
stories, work, and
artifacts in a common
data model; allows

Feed baCk integrated software
delivery tools and
historical data capture
to track flow through
the value stream

142463 Source: Forrester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited.
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Using customer journeys provides guidance to prioritize features

establishes client
relationship

- Feature 1
Optimizes order
creation and

Feature 2

Customer

Journey [N Strategy e New Product

supply chain
tracking

_ Feature 3
SHEEINIIES <

Feature 4

Improves alighment to strategic goals
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Integrating work streams optimizes delivery of prioritized
value

* |dentifies dependencies:

— Tasks and activities

.

N ... DS
c e T =
= Feature

— Resources

Program
— Roadmaps Backlog
* Provides guidance: — Feature [N
‘ TSN
— Decomposing work
Program
— Supports estimates Epics are decomposed into features Backlog
) o . Portfolio and gapabilities, including any
* Provide insight into: Backlo required enablers. They are sowurion AN
9 prioritized and maintained in their IR
— Performance measures respective program and solution
— Team velocity colation

Backlog
© Scaled Agile, Inc.
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ldentify outcome
and performance
measures to
monitor and
1djust portfolios



Manage and adapt
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Identify
customer
desired
outcomes

Identify key
results that
measure
outcomes

Adjust and
adapt

Roll up
feature
delivery to
performance
reporting

Select
cadence for
outcome
review
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Consistent cadence
reviews enables

Yearly plans for initiatives

Release planning by quarter

Strategic themes
in strategic
planning tools

realistic optimization — ' I_‘ I_‘ H I_‘ 120
. Qf Q2 Q3 Q4 53¢
and keeps it current AMAOn Onnon annon nrern §§§

FY planning |[Road map Review, Road map Review| Road map Review| FY planning

Portfolio review Portfolio review Portfolio review  Portfolio review

Budget and resources
in portfolio
management tools
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