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Delivering Outstanding Outcomes
Requires Putting The Customer At 

The Center of the Software Delivery Cycle
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Revenue and customers remain top priorities – even in a 
pandemic
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Better comply with regulations and requirements

Increase influence and brand reach in the market

Improve our ability to innovate

Reduce costs

Improve our products /services

Improve the experience of our customers

Grow revenue

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

Not on our agenda + low priority Moderate priority 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?

Improve the 
experience of our 
customers 3.85

Improve our 
products and 

services 
3.81

Improve our 
ability to innovate 

3.66

Reduce costs
3.61

Improve our use 
of data insights

3.53

Better comply 
with regulations 

and requirements
3.50

Accelerate our 
shift to digital 

business
3.38
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Very poor

Poor
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Ok

Good

What is your company’s customer experience rating?

But when it comes to customer experience….the results are 
mixed

Source: Forrester Data Global Business Technographics Workforce Benchmark Survey, 2018
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Integrating The Customer Into Software Delivery 
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The Beginning Of The Journey

Starting With Strategy
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Traditional strategic 
planning takes an 
inside out approach 

Strategies

Investment

Innovation

BacklogsIntegration

Monitor

Feedback

Value

Guidance

Products 
and bets

Identify, prioritize and organize

Adjust, analyze 
and 
communicate 

Agile shifts the 
emphasis to outside in, 
but it’s still inside out
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The transformation 
continues with epic 
planning 

Business 
Value

Revenue 
Growth

New product in 
existing 
market

Enhanced 
services in 

existing markets

Cost 
Reduction or 
Avoidance

Retire legacy 
technology

Avoid fines

Improves alignment to 
strategic goals

Project oriented 
planning keeps 
strategies insulated
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What’s the net 
outcome?

87% organizations 
agree – traditional 

experiences no 
longer satisfy

1/3 companies have 
strong marketing/IT 

relationships

CIO/CMO close 
partnerships do see 

1.3x more YoY 
growth

Only about half 
companies 

consistently report 
positive value 

delivery
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Customer journey mapping leading tool to capture customer 
sentiment



© 2020 All Rights Reserved. 14

Customer journeys identify the real value in a product
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Customer journeys clarify expectations for product teams
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Provides the necessary information for prioritizing Value 
Streams

Feedback

Guidance

Monitors
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Using customer journeys provides guidance to prioritize features

Customer 
Journey Strategy New Product

Optimizes order 
creation and 

establishes client 
relationship

Feature 1

Feature 2

Streamlines 
supply chain 

tracking

Feature 3

Feature 4

Improves alignment to strategic goals
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• Identifies dependencies:
– Tasks and activities
– Resources
– Roadmaps

• Provides guidance:
– Decomposing work
– Supports estimates

• Provide insight into:
– Performance measures
– Team velocity

Integrating work streams optimizes delivery of prioritized 
value
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Identify outcome 
and performance 
measures to 
monitor and 
adjust portfolios
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Identify 
customer 
desired 

outcomes

Identify key 
results that 
measure 
outcomes

Select 
cadence for 

outcome 
review

Roll up 
feature 

delivery to 
performance 

reporting

Adjust and 
adapt

Manage and adapt
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Consistent cadence 
reviews enables 
realistic optimization –
and keeps it current
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