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Why you need the 



Transformation 
transformed 

PROCESS 
  Welcome to… 



Transformation 
transformed PROCESS 



and many more 

Who is using these tools & techniques? 



But why don’t they have anything in common? 

 Different shape 

 Different size 

 Different industry 



the one thing 
they all have 
in common is… 



attitude 
To their 

The 



Customer  
Experience is now  
the single most 
Important business 
Imperative…fact 
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Many companies 
claim to 
understand 
customer 
experience,  



Many companies 
claim to 
understand 
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experience,  



but no one 
understands it 

like us…fact 



but no one 
understands it 

like us…fact 



Who’s responsibility 
is customer 
experience? 
Marketing, customer 
services, product 
development? 
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People think that 
customer experience 
and process 
improvement are two 
separate things… 



People think that 
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They 
couldn’t  
be more 
wrong 



They 
couldn’t  
be more 
wrong 



It’s not 
complicated 



It’s not 
complicated 



The sum of 
all of your 
process = 



your 
Customer 

experience 



What shape is 
your 

organizational 
structure? 
Think about it…   



Think about it…   



CEO 

Marketing 

  

Sales Customer 
Service Operations Finance 

Our organizations 
All look the same 



CEO 

Marketing 

  

Sales Customer 
Service Operations Finance 

Processes desperately try 
To fit in & work around 

These industrial age structures 
 



CEO 

Marketing 

  

Sales Customer 
Service Operations Finance 

But What is  
missing? 



Where is the 

????????????????? 



We’re all so focused 
on our own 

department success 
that we have 

forgotten about 
customer success 



We’ve all got 
“the customer 

isn’t my job” 
syndrome 



We’ve all got 
“the customer 

isn’t my job” 
syndrome 



But 
there is 
a cure 



But 
there is 
a cure 



Imagine how different 
things would be if we 

could organize our 
selves and our 

processes around 
customer success   





Imagine a world 
where all tasks and 
activities were 
aligned towards to 
customers 





It’s not about a mass 
restructure, 

It’s about a  
mass  

mindset  
change 



Welcome to a world 

With a new 
focus 
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Welcome to a world 
Where we can reduce 

costs by up to 80% 
without a focus on 

cost cutting 
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Welcome to a world 



Welcome to a world 
Where we don’t 
just do ‘things’ 

better, we do the 
better things 



Welcome to a world 

Without 
constraints 



Welcome to a world 

Without 
constraints 



Revenue 
cost 
service 



Revenue 
cost 
service 



Yep, that’s right 
Positively effect revenue,   

Cost & customer experience 
All at the same time 

That’s called winning the triple crown 



Yep, that’s right 
Positively effect revenue,   

Cost & customer experience 
All at the same time 

That’s called winning the triple crown 



Think it cant be  

Let us prove 
it to you 

Done? 



If this small part 

Just imagine what the 

Of what we do 
Has made you think 

differently 
BP Group will achieve 



This is just the tip 
Of the iceberg 



Director of Process, TATA 

Even if you think you understand  
process you haven't experienced it 

like this before!  



SVP, process, citibank 

It was one of the most valuable 
and enjoyable sessions I have 

attended! 



SVP, Process Design,  
Bank of America 

The best training I 
have ever received 



After working with us… 
you will never 
Think about 

Process in the 
Same way again 



you will never 
After working with us… 

Think about 
Process in the 

Same way again 



21st century 
Process is about 

& customer focus 
flexibility 



21st century 
Process is 

At The customer  
about innovating 

experience 



21st century 

Customer 
experience 

Process is 



are you 

Ready? 



Contact  
James.dodkins@bpgroup.org 

For training & consultancy 


