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Digital Transformation and Customer Experience



We are the sum total of our lived experience…



Business and Technology Modernization (“BTM”)
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Relentlessly focus on the customer and value…
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• “Big C” and 
“little c” customers

• Experience matters
• Customers have 

choices over the 
long term

• If you seek 
feedback, use it.



Keys to success on the transformation journey…

• Embrace the spirit of Agile… progress over perfection.
• Small, cross functional, empowered teams.
• One team, one goal mindset.
• Lean governance and SteerCo.
• Metrics informed.
• Communicate early, often and authentically.
• Anchor on value to business (and customer)



IT Guiding Principles



Happy Birthday Dominika!



Thank You
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