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Dodging organizational

‘dead-ends’ in your 

journey
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We are all on a journey

… to maximize customer engagement

Customer 
Engagement

Initiative
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Customer engagement is the means by which a 

company creates a relationship with its customers 

to foster brand loyalty and advocacy
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It’s basically a short-cut to the funnel

Source: HBR
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1. Integrate many data sources
2. Build the data platform
3. Manage customer identities
4. Understand the data
5. Extract insights
6. Target audiences and personas
7. Establish a plan, set goals
8. Establish KPIs
9. Map out journeys
10. Choose sub-journeys
11. Orchestrate touchpoints
12. Execute journeys
13. Collect engagement data
14. Analyze it using appropriate models
15. Optimize journeys
16. Go back to #4 (insights).
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Obstacles for Customer Engagement Initiative Success

Siloed 
organization

Change 
Mng.

Culture

80%

70%
40%

Skills 
shortage

40%

Literacy

25%
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At some point, your journey will 
reach a dead end.

It will seem impossible to go on. 

The key to proceed will lie in the 
hands of your most important 
(and least expected) partner.
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You can’t spell HERO without HR

Sorry, did we say “HR”? we meant CHRO:
Chief Human Relations Officer
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Skills shortage

Siloed 
organizations

Low 
engagement

Un-coordinated 
efforts

>90% of organizations 
feel they’re unprepared 

for the future. Why?

Agile

Not agile

Wrong culture
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CMO / CXO / CCO

CPO
Privacy officer

HR CIO CSO
Service Officer

CDO
Digital 

Officer  

Customer Engagement Initiative Stakeholders

Maximizing customer lifetime value
Custome

r

I Assure privacy 

& trust 

I manage Organizational design, 

engagement & commitment 

I Build the data platform; execute omni-

channel strategy and manage digital operations

I am part of Service and CX design; 

Manage omni-channel strategy

I lead the digital 

transformation change

I Build and maintain the 

customer data platform

CDO
Data Officer

CEO

I don’t only commit, I 

get involved & set the 

tone for the org.

I lead the CE 

Initiative



STKI’s work Copyright@2017. Do not remove source or attribution from any slide, graph or portion of graph

12

Change the 

way we 

Engage

Change the way 

we Measure 

Performance

Change the 

way we Hire

Change 

the way 

we Learn

Change the 

way we 

Operate

Change the way 

we 

Communicate

CHROs To-Do’s in an employee-driven market:
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Change the 

way we 

Engage

Change the way 

we Measure 

Performance

Change the 

way we Hire

Change 

the way 

we Learn

Change the 

way we 
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Change the way 

we 
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CHROs To-Do’s in an employee-driven market:
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The Change management obstacle

Change 
Mng.

80%

70%
40%

40%
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Kotter’s 8-steps process for leading change 

Source: Dr. John Kotter
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Managing change 
will be one of HR’s 
most important roles
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Kotter’s 8-steps process for leading change 

Source: Dr. John Kotter
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Kotter’s 8-steps process for leading change 

Source: Dr. John Kotter
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Kotter’s 8-steps process for leading change 

Source: Dr. John Kotter
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Culture

Culture

70%
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Culture of Collaboration

Collaboration  is needed to 

explore fuzzy problem spaces 

and drive innovation”
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✓ Re-invent the workspace. Beak down 
the (‘digital’ and ‘physical’) walls 

✓ Create the post-portals curated work 
environment

✓ Establish new ECM and social tools
✓ Establish collaboration as a new DNA
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Experimentation Culture

22

Experiments, Pilots and A/B 

Tests

Few are good Scale to business
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Testing & Optimization

Te
st

 e
v
e
ry

th
in

g

Ads

e-mail

Landing pages

Articles and posts

Pricing

Journeys
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New skills needed!

Skills 
shortage

40%
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Who is this NEW person?

Passionate 

about 

re-

imagining

All about 

change

Understand the 

changes in the 

consumer

Talks Tech Facilitates 

collaboration
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Deep understanding of consumer world

Data scientist

Technologist

Story teller

Doesn’t mind some “junior” tasks

T person

Breadth of Knowledge

D
ep

th
 o

f Exp
erien

ce

Team player
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Employer 

Brand

Candidate 

Journey

People 

Analytics

Onboardin

g journey

Candidates as 

Consumers
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The ultimate obstacle

Siloed 
organization

80%
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Building the organization of the future

88% believe that building the organization of 
the future is very important. 
Only 11% understand how

- Deloitte Human Capital Trends report 2017
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So current structures don’t work 

But which structure does?
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What are the main principals
for designing future organizations?
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Principal#1: Networks

Networked organizations are characterized by flexible roles, fluid 
responsibilities, and more-relaxed sign-off processes designed for speed. 

The new structures allow leaders to tap talent as needed from across the 
organization and assemble teams for specific, often short-term initiatives. 
The teams may form, execute, and disband in a matter of weeks or 
months.
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Principal#2: Flatter is Better
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Principal#3: From “Product” or “Channel”
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Principal#3: To “mission”

The “mission”:
Customer Journeys
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Source: Deloitte University Press

HROs will design the future organization
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Agile Organizational Design

Source: Josh Bersin, Deloitte

Built for
Efficiency

Built for 
Agility
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Einat Shimoni

Einat@stki.info

054 70 000 24

mailto:einat@stki.info

