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Further, faster, together
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Customer Strategy & 
Planning 2016

Welcome to Stratford upon Avon 

25th and 26th April 2016  Shakespeare 400
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RS Components
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ƴ Case study presentation

ƴ Time for your questions 

ƴ Presentation of finalist certificates

There are post-it notes and large pens on every 

table. Write down at least one thing that wows 

you about what you hear. Then put it on the 

poster at the back on your way out.  

-Ivan Smith-

Support Services 
Department Manager
Motability Operations

Session Chair
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Innovation Award Case Study

RS Components
Emma Botfield

Head of Customer Service Northern Hub

Paula Mckillen

Head of Customer Experience Development
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Transformation at Pace
Paula McKillen & Emma Botfield
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Transformation at Pace
The Seven Secret Ingredients

1. Challenge Thinking
Change the language, break the rules if necessaryê òDonõt be afraid to failó òGet used to marmiteó

2. Handpick Talent
For experience & attitude. òAsk yourself - Whatõs stopping you?ó òBe swans ðcalm on the surface, 

fierce activity underneathó

3. Source a supplier you can trust
On-time, on budget & in-scope. òLess conversation, more action.ó òEngage the right people.ó

4. Journey Mapping
Become customers, live their experience. òI travelled with parcels.ó òI saw it being used.ó

5. Stakeholder Engagement
Interview, roadshow, board level exposure. òWe hired a theatre.ó òFlush out gaps in understanding.ó

6. Signs of Breakthrough
Language & behaviour change, everyone wants to be involved. òSuccess has many fathersó

7. Cultural Movement
Empower people to care, take risks & challenge each other. òThink outside-inó òFind a simpler & 
faster way.ó
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VOC Rollout in 
30+ Countries

& using the insight to drive improvements
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Challenge Thinking

Get The Lovers Onside
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Before I Felt Now I Feel

A Misfit

Suffocated

Isolated

Accepted

Free

Energised

K
e

llie

Handpick Talent



©
 P

ro
fe

ssio
n

al F
o

ru
m

s L
td

 2
0

1
5

Before I Felt Now I Feel

Out of Control

Sinking

Struggling

In Control

Part of a Team

Invested In

L
a

u
ra

Handpick Talent



©
 P

ro
fe

ssio
n

al F
o

ru
m

s L
td

 2
0

1
5

Before I Felt Now I Feel

Misunderstood

Frustrated

Alone

Valued

Empowered

Alive

L
o

u
is

e

Handpick Talent
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Before I Felt Now I Feel

Disengaged

Follower

Lacking 
Confidence

Inspired

Leader

Self Belief

T
h

e
re

s
a

Handpick Talent
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Before I Felt Now I Feel

Frustrated

Restricted

Unfulfilled

Empowered

Valued

Respected

D
a

ry
l

Handpick Talent
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Supplier to Partner
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Further, faster, together

#ForumConf

Thank You 
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Take a moment to reflect

15

Write down in your conference handbook: 

ƴWhat you found most interesting and relevant for your organisation

ƴKey takeaways from this session and ideas you could implement

ƴHow you could share these ideas with others (in your organisation or network)

Feedback: share your learning, create a visual record of today’s session

ƴHave you put your wow factor on a post-it to share on your way out? 

ƴForms available if something hasn’t met your expectation or you want to 

give a personal thank you to the speaker(s) because this blew you away

#ForumConf
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