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The new economy 



Digital economy 
 
 
 
Network economy 
 
 
 
Sharing economy 



The experience economy -  
a shift in economic value 



The progression of value 



The progression of value 

















Customer exprerience -  
a new economic offering 
 
“A complex combination  
of products, services, spaces  
and information” 
 
(Sounds like a PM’s  
worst nightmare to me) 



Customer exprerience -  
 
not only utility & direct value,  
but also novelty, engagement,  
relationship & indirect value 



Are we trying to solve problems  
or trying to impress people? 
 
Both. 



It’s not “touchy-feely” stuff. 

























A different definition? 



Customer experience -  
the process, the end-to-end  
interaction with your customer 



A relationship 
at every touchpoint. 



How they learn about you 
How they talk to you 
How they buy from you 
How they use your product 
How they call for help 
How they share with people 



This is not customer service. 
This is not marketing. 
 
It’s the customer facing  
your whole company. 



Brand and promise 
Products and services 
Processes 
Strategies 
Management 
/ 
Ad on the subway 
A social media post 
Purchase 



The customer takes  
centre stage. 



Our lives are shaped by  
the experiences we have  
with the world, the people  
and the environment. 







People don’t care about you,  
your products, services, offerings, 
processes or strategies. 
 
They care about themselves. 



“People will forget what you said,  
people will forget what you did,  
but people will never forget  
how you made them feel.” 
 
– Maya Angelou 





An amazing experience sets our  
expectations higher and higher. 







The Left Brain 
Approach - 
Customer 
experience as 
a process, the 
relationship 
with the 
client. 

The Right Brain 
Approach - 

Customer 
experience  

as giving 
something 
special to 

people. 



How all of this affects projects 



What are projects for? 



Projects are made  
to make change happen. 



Change involves learning,  
new directions, risk, 
mistakes, experimenting,  
failing, trying again. 

Projects involve specs.  
Fixed terms. Scope. Budget.  

Deadlines. Restrictions. Output.  
Responsibilities. Reports. 







Change means “risky”. 
Projects mean “safe”. 



“This might not work.” 



Organizations don’t suffer  
from a lack of new ideas. 
 
Organizations suffer  
from making new ideas happen. 



How customer experience  
and project management meet 



Meet our old friends,  
The Triple Constraints: 
 
scope, time & cost. 
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Meet our old friends,  
The Triple Constraints 
The Seven Constraints 
The Eight Constraints: 
 
scope, time, cost, etc. 
(+ kids getting sick) 



Meet our new friend, 
the metric to measure  
all of our constraints against: 
 
customer experience. 



“Will this project move us  
forward in delivering a superior  
experience to our customers?” 



Your challenge: 
 
infuse customer experience  
in project management during  
the whole project cycle. 



The end customers 
 
“How does it feel to deal  
with you?” 
“How does it feel to buy this?” 
 
Customer-facing projects  
Customer experience programs 



Your colleagues and employees 
 
“How does it feel to work here?” 
“How does it feel to be part  
of that project?” 
 
Projects for external customers 
Projects for internal customers 



“What everyone in a company  
does can be reduced to one  
of two functions: to serve the  
customer or serve someone  
who does.” 
 
– W. Edwards Deming 



The Holy Grail -  
customer-centric organizations 



They seem to do it all –  
engaging employee experience,  
great customer relationship  
processes, amazing experiences 
with high value as their  
primary economic offering 







Changing corporate culture - 
Dilbert knows best 



Don’t wait for a change  
of culture. 
 
Use customer experience  
as a trigger to  
change your culture now. 



How? 



People 
-  Understand your customers  

and their world (the “why”) 
-  Visualize the customer (eBay) 
-  The customer of the customer 
-  Team diversity is key -  

IT managers showing empathy 
for the customer, engineers  
closing a sale, supply chain  
passionate about service 





Processes 
-  Customer experience as a 

priority for the whole company 
-  Kickstart projects that break  

internal silos 
-  Don’t set specs, set challenges 
-  Involve outside partners 





Spaces 
-  Can you deliver change in the  

windowless conference room? 
-  Set up “war rooms” 
-  Spaces for end customers  

matter a lot - ambience, light,  
smell, touch, feel 





One more thing… 



A new experience offering with  
a solid project management 
foundation 
 
 
 
for 3-6 year olds  
and their parents 



A new experience offering with  
a solid project management 
foundation 
 
 
 
for 3-6 year olds  
and their parents 



Red Paper Plane (rpplane.com)  



Missions -  
a whole new way to learn  
and play. 



1. Observe  
and remember 

2. Select and 
prototype 

 
3. Create and  
present 

Based on a process - 
design thinking 











 rpplane.com  



 rpplane.com  



 rpplane.com  



Project management  
can be an experience  
in itself. 



Have a great weekend. 
 
 
Georgi Kamov 
georgi@designthinking.bg 


