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Why Me?

• Freelance BA / CX Leader 

• Worked for the last 15 years in Business Analysis, PMO and Customer Experience 
Leadership in the Telecommunications and Utility Industries.

• Educated at Cass Business School (BSc Mgt and Systems Science Hons)

• More recently  - VP PMO, Process and CX at Colt and previously their Director of 
Business Analysis, Head of Group CX at BT and Headed up Business Design and CX 
at EE

• Lead and managed teams from 6 to 120 globally

• My Signature has been to transform ‘Technical BAs to Customer and Business 
focused practices’

…………..Always loved BA and CX its potential to 
transform an organisation 

- the two are connected



Today’s session………..
Upping the ante on Business Analysis

Share a brief overview of some CX techniques and methods with a chance to put one 
into practice and identify how it would affect how your teams work today within 

your business.

1 CX Methods and Journey Map video example 10 mins

2 Group Exercise - Create a journey map by persona 20 mins

3 Short exercise play back 10 mins

4 BA and CX Connection example and CX Framework 10 mins

5 Group Discussion – How does/ would using CX techniques impact your 
BA practice and organisation,  any key challenges?

20 mins

6 Short exercise play back 10 mins

7 Close 5 mins



Source: Hany Mokhtar

Video – Customer Journey mapping 
Buying Coffee

https://vimeo.com/78554759
https://vimeo.com/78554759


www.designingcx.com





Break Out Session 1 – 20 mins

• Create a CX journey map for buying coffee from your *persona’s perspective.

– Identify 2 or 3 opportunities in your journey to delight or differentiate the experience for your 
customer?

– Think about how would completing this exercise affect your team’s BA processes / tools?
– If it were done before you documented requirements

– If it were done after

– If it wasn’t done at all

*Personas - They describe a group of people in a way that is easy to understand or emphasise with.  You 
describe the person as a human being (Background, story, personality, interests etc.) and as a stakeholder in 

context of a service ecosystem (needs and expectations)

_________________________________________________



BA and CX connection example

Large Telco ‘Technical IT team of BAs and to relaunch them as business and customer focused –
Let the ITAs be technical’.
Our First steps 

• Understand the customer, be the customer
• Persona’s, role play 
• Invest in building your BAs understanding of CX. know what it is like to be a customer for us – now 

and in the future.
• Understand how the ‘business’ are building journey maps, what the vision is and what the measure 

for success are. 

Our Next steps
• Journey maps prepared ahead of project feasibility, BAs assisting
• Impact to CX understood – Links of CX to requirements
• Can it be measured? Are these requirements understood, can you measure the changes?
• Create a ‘virtual reality’ of what we are asking for will be like for our customers?
• Mock ups, Prototypes wire frames, walk through
• Connected CX, Process, Requirements and IT Architecture teams and processes and systems
• Change Governance procedures – Customer Change Boards





“We now know 
what our desired 

customer 
experience is -
and we LOVE

it!!”

“We’ve thought 
about it and  know 
what capabilities 

are needed to 
deliver it”

“I know how I 
can help make 

it happen”

“Me 
too!!”

“And 
me!!”

“I 
don’t 
”

“Come 
on, we’ll 

show 
you”

Evolving a Customer Experience
Framework – not just about maps



Differentiated 
Positioning

The definition of what 
we stand for in the 

market place

Our Mission and 
Vision

Brand Identity

A visual identity that 
conveys our 

differentiated 
positioning to the 

market place

Market 
Segmentation

A clear understanding 
of who our target 

customers are

Measurement 
Framework

To ensure we turn 
customer feedback 
into direct action

Service Principles

Define the Principles 
that will make the 

experience unique and 
superior

Experience Design

Defines the best 
experience that we 
can deliver to our 
different customer 

segments throughout 
the lifecycle

Engaged people

Who are energised to 
put the customer at 

the heart of the 
business with an 

internal culture that 
supports the 

‘company’s experience

Transformation 
Roadmap

The prioritised route 
map for the delivery of 

the differentiated 
experience

Evolving a Customer Experience Framework

Where do you fit in this?





Group Discussion – 20 mins
How does/ would using CX techniques impact 
your BA practice and organisation?
………….Any key challenges?

Feedback points by Table:

Table A:  3 main impacts to your practice

Table B:  3 skills BAs have to support CX

Table C: 3 key challenges your practice faces moving into the CX Space

Table D: 3 things you could go and apply today in your teams



Some prompt questions for your group discussion 

– Who owns the customer in your organisation?  Could you put a RACI against it?
– Who owns the Customer vision and brand?
– When you get involved with a project / business change, has this work been completed 

already? Do you have a clear CX vision or blueprint you are designing to?  Are you involved at 
all in the creation of this?

– Do you keep track of how the vision CX is being impacted throughout the project as 
requirements move and change if you don’t does someone else?

– How do you test if the desired CX has been achieved?
– How do you connect CX impacts to the business case objectives?
– Do you track how the project change impacts your CX measures?
– What are your organisations CX measures? Do you know how you are performing against 

them?
– What skills does your team have to help develop CX technique application in your organisation
– What skills or knowledge gaps do you believe your team has to be integral to work on 

Customer experience?
– What happens if your team are not involved in this?
– How can you and your team take a lead in CX?



Close…….  

I’m hoping……………….. Today has given you a little insight on how 
to connect Business Analysis (BA) and Customer Experience (CX) 

techniques and how to take the first steps to ensure your BA 
practice is a cornerstone of the design and execution of a great 

CX for your business.. ……. 

Useful resources / sources
• Pinterest, YouTube (especially Oracle), Linkedin Groups (checkout my profile)
• Get talking to those in your business involved in CX already
• Connect with each other
• Great info / templates  http://designingcx.com/cx-journey-mapping-toolkit
• Online crash course 

http://static1.squarespace.com/static/55ba4533e4b0cde7d7dd93ae/561bcf02e4b0bc599a39
521e/561bcf0be4b0bc599a3953db/1444663051867/Crash-Course-CX-Journey-Mapping-
20120731.pdf?format=original

• Some inspiration – CoolCX Brands 2016 1to1Media 
https://online.flippingbook.com/view/268786/1

http://designingcx.com/cx-journey-mapping-toolkit
http://static1.squarespace.com/static/55ba4533e4b0cde7d7dd93ae/561bcf02e4b0bc599a39521e/561bcf0be4b0bc599a3953db/1444663051867/Crash-Course-CX-Journey-Mapping-20120731.pdf?format=original
https://online.flippingbook.com/view/268786/1




Handouts, worksheets and resources

• Print out of one pager Journey types

• Print out of blueprint example TBC

• Printout CX Lifecycle Framework example

• Print out of Coffee Journey screen shot

• Print out of exercise question

• Post it notes and pens for Petrol journey, flip 
charts

• Print out Personas



Source: Hany Mokhtar





Source: Stanford D School      https://vimeo.com/78554759





Break Out Session 1 – 20 mins

• Create a CX journey map for buying coffee from your *persona’s perspective.

– Identify 2 or 3 opportunities in your journey to delight or differentiate the experience for your 
customer?

– Think about how would completing this exercise affect your team’s BA processes / tools?
– If it were done before you documented requirements

– If it were done after?

– If it wasn’t done at all

*Personas - They describe a group of people in a way that is easy to understand or emphasise with.  You 
describe the person as a human being (Background, story, personality, interests etc.) and as a stakeholder in 

context of a service ecosystem (needs and expectations)

_________________________________________________



Break out Session 2
Group Discussion – 20 mins

How does/ would using CX techniques impact 
your BA practice and organisation?
………….Any key challenges?

Feedback points by Table:

Table A:  3 Main impacts to your practice

Table B:  3 Skills BAs have to support CX work

Table C: 3 Key challenges your practice faces moving into the CX Space

Table D: 3 Things you could go and apply today in your teams



Some prompt questions for your group discussion 

1. Who owns the customer in your organisation?  Could you put a RACI against it?
2. Who owns the Customer vision and brand?
3. When you get involved with a project / business change, has this work been completed already? 

Do you have a clear CX vision or blueprint you are designing to?  Are you involved at all in the 
creation of this?

4. Do you keep track of how the vision CX is being impacted throughout the project as requirements 
move and change if you don’t does someone else?

5. How do you test if the desired CX has been achieved?
6. How do you connect CX impacts to the business case objectives?
7. Do you track how the project change impacts your CX measures?
8. What are your organisations CX measures? Do you know how you are performing against them?
9. What skills does your team have to help develop CX technique application in your organisation
10. What skills or knowledge gaps do you believe your team has to be integral to work on Customer 

experience?
11. What happens if your team are not involved in this?
12. How can you and your team take a lead in CX?






