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SENIOR DIRECTOR – APS – EUROPE, AFRICA, ASIA & THE PACIFIC  

EMIR SUSIC 
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NEW GENERATION 
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MY COMMUNICATION 
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TOUCH 

POINTS 

CUSTOMER 

JOURNEY 

BACK-END 

CRM 

Analytics 

ERP 

Salesforce 

SAP 

Data 

AUTOMATION 
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DEVELOPING A JOURNEY IS A MUST 

 Measuring touch points 

 Capturing customer attitudes and atributes 

 Seeing customer experience from customer 
eyes 

 Showing your experience across touch points 

 Customer time 

 

Focus on 

 

• Workshops  

• Bring internal teams and experts 

• Create eco system maps 

• Customers! 

 

Engage now 
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END PRODUCT 

Lego Example 
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CUSTOMER CENTRICITY 

FROM: CURRENT WAY 

CUSTOMER 
SEGMENTATION 

(single dimension profile- e.g ARPU) 

SELLING COMPANY 
PRODUCTS/ OFFERS  

WATERFALL PLANNING 
(long deployment) 

CUSTOMER CENTRICITY 

TO: NEW WAY 

DETAIL CUSTOMER 
PROFILES 

(multidimensional profile) 

EASE OF CONSUMING 
COMPANY PRODUCTS 

(example cloud) 

AGILE/ SCRUM 
(quick and integration oriented 

deployment)  

PLAN DO 

ACT CHECK 
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ROLES 

DELIVERABLES 

APPROACH 

SCOPE 

PROJECT TYPE 

PRACTICES 

• Program Managem. 

• Project Managment 

• Subject Matter Exp 

• Solution Arhitect 

• System Engineer 

• Scope of Work 

• Change Requests 

• Deployment 

• Acceptance 

• Production 

 

• WATERFALL 

• Feasibility 

• Plan 

• Design 

• Implement 

 

• Scope of Work 

 
• Longer and  

bigger in size 

• Project Plan 

• Work plan 

• Resource Plan 

• Deployment plan 

• Test plan 

•  UAT 

•  go-alive plan 

ELEMENTS ITEMS 

AVAYA AGILE APPROACH 

Defined by  

Customer 

(business user) 

Scrum master 

Product owner 

Scrum team 
 

Service backlog 

Release backlog 

Product backlog 

Interactive 

Inclusive 

Release managed 

90-days cycle 

(usual time box) 

Backlog definition 

No interference  

allowed 

No intruders 

allowed 

-Observations 

Smaller and  

in use 
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CRM integration 

Cloud type 
services 

Analytics 

Back-office 

Robots/Ai 

Company 
Organizations 
• Marketing 
• Finance 
• Sales 

phone 

email 

social media 

chat 

contact centre 

IVR 

web 

kiosk 

branch 
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WORLD IS MOVING 

• Understand individual 
customers journey 

• Enable “smart individual” 
touch points through 
agile engagements 

• Create and manage 
solution/ vendor agile 
ecosystems to provide 
extraordinary service  

 

...TOWARDS INDIVIDUAL AND AGILE CUSTOMER ENGAGEMENT.  




