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Beyond Touchpoints and Irritants
Stories from the Field







ABOUT THE MOMENT

Through a focus on building
iInnovation teams, we help build an
engine of continuous innovation to

evolve the way you work.



ABOUT THE MOMENT

Innovation Design

Impacts at the project, team and organizational level

Processes Capability

and Services and Culture
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ABOUT THE MOMENT

We're Innovation Designers: Projects follow this high-level design process

Concept Prototype
Insights Short-list of Solutions Customer Case

Problem Definition Additional Insights Business Case for Pilot B




Discover

Powerful customer insight



Diverge

Exceptional Ideas



Develop

Inspiring and Practical Prototypes



Deploy
Getting you ready to go to market



TODAY’S AGENDA

Let’s get real
Stories from the field
Pro-tips



Let’s Get Real
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SPOTLIGHT: VOICE OF THE CUSTOMER

~90% ~28% ~710%

Companies with CXO or ' Increase 2017-2019 ' Not reporting to CMO
CCO

Gartner: “2019 Customer Experience
Management Study: Marketers Take More
Control as CX Expectations and Budgets Rise.”



MOMENT IMPACT

66

We are a regulated industry.
There’s a lot we can’t do.



MOMENT IMPACT

66

[t seems risky to invite employees or
customers to design a process with us.
What if they build something we can’t

deliver?



MOMENT IMPACT

66

[Insurance is by nature risk averse.
We like to stick with things we know
will work.



Stories From The Field
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Disclaimer

I’'m sharing stories here, but they are de-identified.
Each story is real, and has been scrubbed of identifiers for obvious
competitive reasons.
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MOMENT IMPACT

66

We are a regulated industry.
There’s a lot we can’t do.



Discover

Insurance Canada



CLIENTA







MOMENT IMPACT

66

[t seems risky to invite
employees/patients to design a
process with us.

What if they build something we can’t
deliver?












MOMENT IMPACT

66

Insurance is by nature risk averse.
We like to stick with things we know
will work.









Our clients are at the heart
of all these successes
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Let’s think about the
opportunities you have for
those kind of successes.
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Our customer(s)

Owr value proposition is... What we know about our customers...
Current position in the market... Where we see opportunities... What we think our customers need/want from us...
Barriers to capitalize on opportunities... We are successful if... The most important thing(s) we need to learn about customers (current or future) are...

The Moment
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www.themoment.is

Thank you.

Erika Bailey Sean Howard
erika@themoment.is sean@themoment.is





