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VALUE = CX + EA

CX is the customer-

facing ambition 

(moment, journeys, 

lifelong 

relationship).

EA is the internal 

system that makes that 

ambition executable 

(capabilities, tech, 

process, people).
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Can you intentionally design for the 
experience, without designing how the 

organization will deliver it?
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Experience Orchestration

Customer journey

Business 

Processes

CX, Data & AI 

Technology
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Service blueprint 

A strategic bridge
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From static blueprint 
to dynamic 
operation

Customer journey 
ops
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Organise to deliver value to your Customer

End-to-end Customer Journey

Customer Journey Steps

Key Customer JourneysPre-purchase Purchase Usage Support
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Organise to deliver value to your Customer and your Business

Customer Journey steps

Key Business JourneysAwareness Acquisition Retention Support

Key Customer JourneysPre-purchase Purchase Usage Support

End-to-end Customer Journey
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Organise to deliver value - align around common KPIs 

Customer Journey Steps

Key Metrics

VOC, BUS, OPS

Awareness Acquisition Retention Support

Key Customer JourneysPre-purchase Purchase Usage Support

CES, Acquisition cost,

Engagement rate

CES, MRR, 

Activation rate

CSat, ARPU, 

nb product contact

CARE, Cost to Serve,

Resolution rate

Key Business Journeys

End-to-end Customer Journey



Digital Services

Orange Restricted

Key Journey - Journey level Key Journey - Journey level

Top Management

Setting Strategy and KPIs
Steering accordingly

CX Management
CX Champions

Leading E2E journey across org. 

E2E Journey

Key Journeys
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Team 

Journey 
Team 

The Operating System for CX
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Organise to deliver value - align around common KPIs 

Journey steps

Key Metrics

VOC, BUS, OPS

Business JourneysAwareness Acquisition Retention Support

Key JourneysPre-purchase Purchase Usage Support

CES, Acquisition cost,

Engagement rate

CES, MRR, 

Activation rate

CSat, ARPU, 

nb product contact

CARE, Cost to Serve,

Resolution rate

CX tech stackCustomer 360°  |  Data Platform | Al & Decisioning | Channels & Content
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Set it map what matters

Run it manage journeys cross-

functionally

Scale it Architect for execution

Customer 

journey

Business 
Processes

CX, Data & AI 

Technology



Thank you!
https://www.linkedin.com/in/marion-boberg/


	Folie 1: Where Experience Meets Architecture: The Journey Ops Effect
	Folie 2: VALUE = CX + EA
	Folie 3
	Folie 4: Experience Orchestration
	Folie 5
	Folie 6
	Folie 7
	Folie 8
	Folie 9
	Folie 10: The Operating System for CX
	Folie 11
	Folie 12
	Folie 13:   Thank you! https://www.linkedin.com/in/marion-boberg/      

