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Our Agenda

ÅChanging circumstances

ÅExample

ÅEvolution to a dramatically different place

ÅThe results

ÅHow to (best practice)

ÅResources (places to get this stuff)
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128,000 
Business books 

published since 2005

10.8billion words

81 years to read

101 storeys tall
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An outside in process is one which has been created to 
successfully deliver a customer outcome and has been 
designed from the customer's perspective. 

This process is likely to reduce the number of moments of 
truth or interactions with the organisation and is "doing 
the right things", in terms of delivering the process as 
part of an overall customer success strategy. 

An inside out process may be thought of as one which also 
provides the goods or services to the customer, but the process 
to provide these are viewed from the organisation's 
perspective. It may be "doing things right" but not necessarily 
"doing the right things". 

It may seek to improve the customer's experience, but not 
necessarily aligned with delivering a successful customer 
outcome, or what the customer really wants.

David Mottershead, 
Certified Process Professional - Creative Digital Technology (Australia)

Outside-In process ïwhat is it?
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ïA Call to Action

Confluence of THREE major factors

ÅPeople

ïRebellion and Customer Promiscuity

ÅTechnology

ï81% Americans Online, 73% Australians (2008)

ÅOnline Economics

ïUS$19.6 Bnonline advertising sales (2007)

These three trends have created a new era.
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80% of CEOôs believe 

their brand provides a

superior customer

experience

Only 8% of their 
customers agree 

(Bain & Company)

Perception
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1975

The World was a 

simpler place...
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bad?

C:/Users/Steve/Documents/BPGCLASS/2009/complexity2009.pptx


It isnõt simple anymore

2009



Think about...

ÅAll those rules

ÅThose procedures

ÅThe standards

ÅThe systems

ÅThe hierarchy

ÅReporting lines 

ò.. You know things got so 

complicated we actually 

decided to structure 

ourselves along the line of 

our enterprise software 

system, so things might 

work betteró 

CIO, Global Telco, 2008.

(Source BPGroup IQPC 08 Survey)



We now have a bewildering array 

of choice in almost every product and 

service.














































































