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ABOUT ME

Background
« 20 years experience within technology
« 10 years experience as a consultant

Experience

 Clevel appointments for mid and large market
systems infegrators

« Overseen small and large business
transformations

« Worked closely with major providers on new and
disruptive technologies

Alistair Sergeant - CEO - Purple



PURPLE

We are the first choice for clients who look
for radical outcomes that facilitate
franstormational change through the
appropriate alignment of people, process,
technology and culture.
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INDUSTRY CHALLENGES

Demand 'for Regulation
ey Automation
AVEARN.
A I A I
11111 [oNoNeXNe)
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Self Service




Automation

oo
sk

Machine learning tools
are making analytics
more effective, saving
time and money

-

The Blockchain era has

begun and there will be

a rapid shift from pilot personalised
to production of

distributed
ledger
technology

IoT

" | Purple

Transformation
P Together



Z
O
—
<
=
(2
O
Ll
)
Z
<
(2
-
<
—
O
o

o

£
T Y
SE

N HNEEES
. ﬂ.zz-
DD
ﬂzﬂﬂﬂﬂ
e
m. 81 ¢ -Em AL
o —




rmmmﬂlmllililw

,w«mmi
l/'ﬁ'/'l',{ q '. =) l} »

CASE STUDY



RPA OVERVIEW

.
Worker 00 01 02 03 O4 05 06 O7 08 09 W M X 1B M 15 % 7 8 9 201 22 23
C-3P0O
RZ2-D2
0%

Today’s Thoughtonomy Virtual Workforce Ovenview Log




RPA OVERVIEW
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RPA OVERVIEW
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THE THREE AREAS WHERE IT WENT WRONG
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DEFINED APPROACH

1. Vision 2. Insight

The first step on this journey is to iden- * Experience - Assess and document
tify the purpose and if it supports the the customer journey & experience
overarching business strategy. « Process - Document existing pro-
Defining this will help you justify the Ces5es

business case not only to the board * Technology - Audit and document
but to the employees also. the current technology landscape

* People - Skills & fraining needs

Phase 1

g

3. Improvement 4 Selection 5. Design
* Experience - Define the future The selection process is more than just * Experience - Map the To-be
customer journey & required identifying a supplier, you need to journey and implement KPls
experience identify a pariner. Somebody that has .

Process - Complete detailed

understood clearly what you are about, To-be process design

what you are frying to achieve and can

articulate clearty how they will support

you getting there from product * People - Complete training &

* People - Define a fraining & dlignment and organisational cultural fit maintain engagement
communicatfion plan

* Process - Develop To-be processes

* Technology - Document future
technology requirements

* Technology - Provision technology

6. Benefits Realisation
Often missed but without doubt the
most important part of this exercise

Phqse 2 should be how you train and adopt
this fransformation into the hearts and
minds of the organisation but also to
understand and recognise the value
that has been delivered to ensure the
overall programme met the original
outlined business vision

Phase 3



CUSTOMER CENTRIC ORGANISATION

You've got to start with the customer
experience and work back toward
the technology - not the other way

around.
Steve Jobs, May 1997
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Align marketing
with "Org X"

Define dates
for the year

N/A

No marketing materials from
104 "Org X"

) Confirmation of dates

Manage
delegate
attendance list

Assist delegates
with exam
booking

Create listof Send ID# to
delegates  delegates
Send list to Send joining
“Org X" instructions to
delegates

* Support delegates with
Learning Zone access issues

© lateissuing of ID#

Delegates can't access the
right module on Learning
Zone

It would be easier if |
- had editable versions of
marketing material

QP Calm, looking forward

.
‘R Promoting course

We would like a portal,
where delegates can see
their registration details,
modules they are registered
as taking, trigger their own
exam registration, access
their exam results, any
communication from "Org
X"in one place

L]
2

Delegates may get

x conflicting comms from "Org
X" and franchise inc. course
pricing

The course is excellent and
very well received

+ Franchises can often engage
"Org X" UK tutors

,,, Provide early access to
/ editable marketing materials
for franchises

. Annoyed at delays and
mistakes from "Org X"

@ Why doesit sometimes
"W work but not always?

R Resolving issues

Sometimes delegates
experience a long delay in
being added to the e-
learning system and we
may need to be persistent
in chasing this up with "Org
X" to get this remedied.

L]
?

¥ 1D may be sent late

x Access to Learning Zone may
be incorrect or limited

Giving access to all 5
modules at once is a good
improvement in the
Leaming Zone

4p. Provide an online course
management portal for the
delegates

+p. Improve/automate processes
/ to reduce delays and mistakes

Ensure evaluation

torms are
completed

N/A

* Support delegates with queries

* Share any complaints with "Org
X

‘?‘ Queries from delegates

@ Good. it's all going well

x Gets Evaluation from
from FTP

N/A

+ Courses are very good

* Create online Evaluation
forms

Concern about
' delegates' experience in
exams

M | hope the exams go OK

. Sendattendance
2R fist and evaluation
form to "Org X"

N/A

Delegates give good
feedback on course

7 Keep Franchises up to date
with planned changes to
process and systems

MEASURING THE EXPERIENCE

Send the
delegates details
of the exams to

Select exams

Support delegates
with any questions

Be available to field

Respond fo queries from

from schedule register on about exams queries from delegates delegates
Y Y P o P P
@ ® ® °® @
Confirm Support )
selection with delegates with
“Org X' booking queries

% Support changes as
needed

Please could you
confirm your exam
dates?

* Support exam changes
for delegates

Delegates not
© booking on

QP Abitstressed

Ty

o S

| have to also
arrange some resits
from the last cohort

o+ Ligising with
previous
delegates

Exams now exclusively
online, which has
created issues with
delegates who signed
up before the change
was made.

D AW

2

Good choice of
exam dates

ol

| wish | could easily
see who has
booked on

“ Have you booked
your exam®

‘R Chasing up delegates

We are in a difficult
position explaining to
delegates that they are
not able to take exams in
@ manner or location that
all are comfortable with
A significant minority of
delegates have dropped
out.

D AW

2

Delegates may not
book on in time

x Booking by phone

x Franchise cannot
directly support
delegates with exam
bookings

Delegates are able to
make their own
bookings

#+p. Give franchise an exam
/ management portal

Send automated
reminders to delegates
about exam booking

7”- Give delegates an
exam + course
management portal

% Support exam changes
for delegates

) Delegates want to
& practise in advance

@ stressed

| am not confident
. that all the
: delegates will have
a good experience

Some delegates
commented that
booking and paying for
the online exams has
been difficult and
inflexible (office hours
only, phone going
unanswered).

=

2

x Delegates only get 2

weeks' advance
access fo familiarise
themselves with the
exam system

Franchise has no way of
directly supporting the
delegates

+None

4. Give franchise on exam
/ management portal

7?. Give delegates a

practise area that they
don't need a booking
to access

y Give delegates an
exam + course
management portal

% Licise with "Org X" and
TestReach as needed

@ Delegates unsure on
E/\) how fo use the exam
system

' ©On edge about
how it will go

TestReach

DA
2

x Delegates may have

technical problems or
see problems on the
exams

x Franchise has no way of
directly supporting the
delegates

Online exams are
more flexible

Give delegates a
practise area that they
don't need a booking
to access

* Support re-sits

(;77/. When will | get my
7 resulte

| wish | could easily
B knowwhat is going
on with "Org X"

Liaising with "Org X" and
‘R delegates

D AW

?

x Exam results often

sent late in the day

x Delegates do not

know what to expect

x Franchise has no way of

directly supporting the
delegates

+ None

4. Give franchise an exam
/ management portal

‘/ Give delegates an
exam + course
management portal



DEFINED APPROACH

1. Vision 2. Insight

The first step on this journey is to iden- * Experience - Assess and document
tify the purpose and if it supports the the customer journey & experience
overarching business strategy. « Process - Document existing pro-
Defining this will help you justify the Ces5es

business case not only to the board * Technology - Audit and document
but to the employees also. the current technology landscape

* People - Skills & fraining needs

Phase 1

g

3. Improvement 4 Selection 5. Design
* Experience - Define the future The selection process is more than just * Experience - Map the To-be
customer journey & required identifying a supplier, you need to journey and implement KPls
experience identify a pariner. Somebody that has .

Process - Complete detailed

understood clearly what you are about, To-be process design

what you are frying to achieve and can

articulate clearty how they will support

you getting there from product * People - Complete training &

* People - Define a fraining & dlignment and organisational cultural fit maintain engagement
communicatfion plan

* Process - Develop To-be processes

* Technology - Document future
technology requirements

* Technology - Provision technology

6. Benefits Realisation
Often missed but without doubt the
most important part of this exercise

Phqse 2 should be how you train and adopt
this fransformation into the hearts and
minds of the organisation but also to
understand and recognise the value
that has been delivered to ensure the
overall programme met the original
outlined business vision

Phase 3
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CHANGE BRINGS DIVIDE

CULTURE IS COACHED NOT INSTRUCTED ALLOW FAILURE TO HAPPEN

“TECHNOLOGY ALONE WILL NOT DELIVER
DIGITAL TRANSFORMATION”
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DIGITAL STRATEGY STARTING POINT

Experience over technology
= Become customer centric

= Become a Digital Leader

= Create an Innovation Culture
= Encourage mistakes

= Change only comes with people’s hearts

and minct “DIGITAL TRANSFORMATION
IS FUNDAMENTALLY JUST

= Take your time

= Enjoy!

PEOPLE TRANSFORMATION”



Thank you

hello@purpleconsultancy.com

o
P l | rple WWWw.purpleconsultancy.com

+44 (0) 20 3376 7447



