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Innovation Insights
Creating an Innovation Movement & Enhancing 
the Customer Experience

Presented by:

Cindy Cruz
Innovation, Automation & Continuous Improvement Sr. Manager
Victoria Motes
Innovation, Automation & Continuous Improvement Manager

“Every artist 
was first an 
amateur”

Ralph Waldo Emerson

John Doe
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PwC: Our innovation story

Shifting the culture: Leadership at all levels

Video: “Greatness” by David Marquet
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Shifting the culture: Innovation across silos

Automation
Continuous 
Improvement

With a self-service model and 
easy-to-learn tools, we empower 
our stakeholders to automate 
processes of every size.

We provide principles and tools, 
as well as a shift in mindsets and 
behaviors, to help find efficient, 
process-based solutions and 
deliver more value to our 
customers.

PwC Digital Services

In the spirit of 
continuous 

improvement, 
where are we now?
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Customer experience is the new battlefield

89% of companies expect to compete mostly on the basis of customer 

experience by 2016 – vs. 36% four years ago. 
Gartner Research, 2015

Poor customer experiences result in an estimated $83 Billion loss by  

US enterprises each year because of defections and abandoned purchases. 
Forbes, 2013

Customer power has grown, as 73% of firms trust recommendations from 

friends and family, while only 19% trust direct communication. 
Forrester report: “Consumer “Ad-itudes” Stay Strong”, 2012

86% of consumers will pay more for a  better customer experience. 
RightNow Customer Experience Impact Report, 2011

At the core of innovation is the customer experience

Dave Carroll -- United Breaks Guitars

A lasting, negative impact

Joshie, the giraffe

A lasting, positive impact
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Innovation framework for a unique customer experience

Service Design thinking is an iterative process

PwC office space

How Might We…
Ensure we have 
appropriate work 
space for everyone?

Now, 
let’s try it!
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Service design: Research

Research gives us insight into what 
matters most 

➔ Quantitative vs. qualitative

➔ Personas & customer journeys

➔ Service blueprints & process 
documentation

Service design: Ideation

Ideation helps us visualize a place to 
start 

➔ Divergence and convergence

➔ Idea Portfolio

➔ Visualization
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Ideation breakout: How to generate ideas

1. Start with a problem (consider a pain points exercise to 
determine what’s most challenging to the team)

2. Turn your problem into a research question to further 
understand and define your key insight

3. Turn your key insight into a “How Might We” 
question

4. Diverge: Leverage brainwriting to generate many ideas 
(brainwriting 101, 6-3-5 technique, 10x10)

5. Sketch your ideas

6. Converge: Narrow down to the best ideas

◆ Benny Hill Sorting or other voting methods

◆ Idea Portfolio

7. Begin prototyping your best ideas!

Service design: Prototyping

Prototyping tests our ideas in front of 
the customers fast

➔ Wireframes

➔ Advertisements

➔ Simulations

➔ Business Model Canvas
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Service design: Implementation

Implementation brings our best ideas 
into reality

➔ Iterative in nature

➔ Can’t “boil the ocean”

Key takeaways

Don’t assume you 
understand your customers

Iteration is the key 
ingredient for success

Embrace the Shi**y 
first draft

Leadership at all 
levels

You don’t have to be 
an expert to do this
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Our 
challenge 
to YOU

What can you start 
doing Monday to drive 

innovation? 

Thank you


