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What is the Problem
we’re trying to solve?
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Tt > Better Faster Together

V olatility
The rate of change is
actually accelerating and U ncertainty
that alters the logic by
which we need to operate. C omplexity
Forbes
A mbiguity
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What is our
Current Condition?

| SURVEY
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sURveYy  Key Takeaways

v"Unanimous recognition that digital competence is
essential to achieving strategic goals.

v"Many interdependent communities of practice with
similar/shared principles and goals are often competing
and sub-optimizing.
These communities are NOT collaborating.
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Countermeasures

Hint: the answer is not just more technology . . .
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High-Performance Learning Organization

1. Superlative Customer Value and Experience
Optimal Flow of Value and Knowledge

Culture of Continuous Improvement

Data-driven Problem Solving and Decision Making
Data Integrity and Actionability

Innovation by Leveraging Uncertainty while Mitigating Risk

N o0 o AW N

Generative Leadership

Excerpt from THRIVE - Creating and Sustaining a High Performance
Learning Organization, Steve Bell and Karen Whitley Bell (Release date TBD)
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1. Superlative Customer
Value & Experience

Omnichannel
- Customer
EXperlence experience
excellence
Image source: TTEC Customer Strategist
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Superlative Customer Value and Experience

The South Mall Visitor Journe g p
UMMARY OF VISITOR MOMENTS Ofice of Visitor Servi
Office of Visitor Services
o
Tourism Industry - = ~ Next Steps
?“:‘:‘:e ! TripAdvmser) / N\ Modile phone  Info desk
T nites o 5. Ty el Gutedock Oner visil aories
e Transportation / " Tamwas  Maingls :5:::- mane. camers
e anied Mezro Orounds ™ . 2 Inter-building by Soumnics b.Gfs
‘0 ;::s " Garden n o [e) transit Coilincted pamphiets
ing Garage Encala Actilacts from inseractive
' \ Word of Mouth Bus Drzpot bt g \  Oukdngs p / :*,,Z,,., (-~
Family B Wy
& o N
I
I

Signs & Ma ~ o i
Follow ravtars S _S==Z I .
Sidewalk exhitits /ol - -~ P N\ 7 O
\ ,q mﬂ‘ Orientation Help N\ ”
|

Vg N / \
2] / 1 e Hussum e :l'::::. / Places to Meet Q / o /d
/ Iy N Towhscreans & Rest -
g 1 ] / ~ / ~ Brechures / Bathrooms v Mobile Device / it
= é v b / ~ 0 mag of mall / Cate \ /
= L v / S o Mok sprm s Photo appe Share
S Start \ \ I rroves L -2 e & Conversations with
' d Denches / friends and lamily
e 1 | \ /7 \I/ /f\ mv sites (0 3.
- \ 7 Dighl Planning m “a_ \ ? /o’ EXIT Back to the World Facasso s
wire station r
g o’/ Tools \ Exhibits People / / Paideg arags netwarks!
ines o ildi if Taxd
Y e O Eniry Logitic b M IR) cmes TZP* /7| SuidngEa e
Transit apes (Hepsiop. g chock \ \ Testusl plocards ~ Othervisitors /' e Campus signage
Skeshare) it ~ N Prejecions 7/ < Dzors
Meeting paint N e Exhibit sudio 7 - o Soum Mal underground
Bamrocms SRl Thesters e Escalators
Sl Resources \‘\s‘___’:’ —
Telephone Loe
Marketing —horig
ey Wasiie s in museum/galleries/halls
Smihscnan Channel
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O©AIl Rights Reserved.
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2. Optimal Flow of Value and Knowledge

Leadership, Management, Collaboration, Learning

Business and Operating Models \

Development,
Product and ] 2 Production/Delivery

Service

et and Service
Capabilities

Value Streams

3 Customer Experience Lifecycle

Excerpt from THRIVE - Creating and Sustaining a High Performance
Learning Organization, Steve Bell and Karen Whitley Bell (Release date TBD)
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Focused
Team
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3. Culture of Continuous Improvement

Improving...
e the culture for learning
e the capabilities for learning

e the physical environment for
learning
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4. Data-Driven Problem Solving and
Decision Making

Dynamic Deterministic

Complex Complicated

(knowable but dynamic) (knowable)
Analyze

Categorize

Chaotic Simple

(unknowable) (knowable)

Image source: Cynefin framework
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5. Data Integrity and Actionability
Virtual Gemba

Gemba Discovering hidden
Direct Observation patterns and relationships in
and Experience Data Volume, Velocity and Variety
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5. Data Integrity and Actionabi litf%
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Integrity Actionability
e Quality (clear, correct, e Discoverable
complete, consistent) e Accessible
e Relevant e Usable
e Timely e Capable
e Context & Scale
e Secure
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6. Innovation by Leveraging
Uncertainty while Mitigating Risk

v’ Strategy has become more emergent, collaborative and Bayesian.
Saul Kaplan

v’ Key to successful innovation: rapid, low cost, data-driven
experimentation, coupled with
enterprise-wide
omnidirectional learning.
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7. Generative Leadership

Gen-er-ate (verb)

To create, to cause something to come about
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OPPOSITIONAL
Cautious
Controlling
Flexible
Hierarchical
Reasoned
Resistant
DEFENSIVE UNIFORM
Cautious Appreciative
Conforming Considered
Controlling Controlling The Two Traits of the Best
Directive Competitive .
Hierarchical Flexible PI"Oblem-SOIVlng TeamS
Resistant ierarchical Source: Alison Reynolds and David Lewis,
Low > High HBR, April 2, 2018
PSYCHOLOGICAL SAFETY

© Steve Bell and Karen Whitley Bell, Digital Lean Strategies, LLC 27 March 2019 17



B -
Digital »====~
Tt > Better Faster Together

Stmtegiey 2 B
.

ACCELERATE

Technology Organizations
gY. L8

Nicole Forsgren, PhD
Jez Humble, and Gene Kim

Martin Fowler ond Courtney Kissler
Steve Bell Karen Whitley Bell
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