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WELKOM BIJ PVKO

BIJ DÉ COMMUNITY VAN VOOR DOOR 
KLANTGERICHTHEIDSPROFESSIONALS

Samen naar een top klantgericht Nederland!

INSPIRATIE |KENNIS | MOTIVATIE | TIPS |IDEEEN | NETWERK | PLEZIER ….



Taal die verbindt! 
12 april 15:30 | Online Ronde Tafel

Bedrijfsmodellen die op data drijven
11 mei 17:30 | Inspiratiesessie Live

De kracht van persoonlijk contact .. en 
ook de kunst ervan
9 juni 17:30 | Inspiratiesessie Live
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Welkom!

Harald Lamberts
Founder & CEO
Essense

Minyou Rek
Sr CX consultant 
KPN Netwerk

Jochem van der Veer
Co-founder & CEO
TheyDo



journeys
…organiseren 
…innoveren
…operationaliseren



at essense we help on three levels to…
organise a customer-centric way of working
manage your customer journeys
design your customer experiences

…making customer excellence
practical and operational



verticaal verbinden 
van strategie tot pixel 

horizontaal verbinden 
van afdelingen & kanalen

van agile
naar klantgericht



van operatie-gericht (inside-out)

Klanten
service

Sales & 
marketing

Klant 
onboarding

Online
kanaal 

Service mutaties 
/ Advies

Gefragmenteerde
en inefficiente
klantervaring

Losse processes en
systemen in meerdere
afdelingen & kanalen

veroorzaakt



naar klant-gericht (outside-in)

Klantreis
ambitie obv

klantbehoefte

Gecoordineerd en
efficiente operatie over 

alle kanalen heen

informeert



PostNL
Holistic design covers 

multiple channels.

Website & App

Retail

Parcel
machine

Delivery 
interface

Insight–led  

UX Design / sAFe

Journey research

CX strategy

Maturity



Vier niveau’s van klantgerichte ontwikkeling
Aanpak op hoofdlijnen (2017)

Ambitie o.b.v strategie & merk belofte

Journey framework voor lifecycle prioriteiten

Concrete omni-channel service oplossingen

Verbeterde/nieuwe diensten in kanalen (agile teams)



Elke fase levert conrete resultaten op als overdracht.

Journey Journey

ConceptConcept

UX flows
Squad

UX flows
Squad

UX flows
Squad

Service
Scenario

CX visie

LifeCycle

Journeys

LifeCycle LifeCycle

Aanpak op hoofdlijnen (2017)
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Rob Paauw
Customer Experience Manager

UX Design journey factory



verticaal verbinden 
van strategie tot pixel 

horizontaal verbinden 
van afdelingen & kanalen

van agile
naar klantgericht



ING - CX principes
In samenwerking met brand  

In co-creatie met merk en CX het verbinden van 
purpose en merk belofte via klantreizen naar CX principes 

voor  realisatie in kanalen om zo gecoördineerd 
dienstverlening te optimaliseren en innoveren.

wholesale

consument



JOURNEY ‘TEAMS’

AGILE TEAMS

MANAGEMENT

CONCEPT TEAMS

› Ambition & Journey Framework

› from Insights to Prioritised opportunities

› from Opportunity to Validated solution

› from Validation to Implementation

Journey 
framework

Concept Solutions

Products & Channels

CX 
visie

samenbrengen ambitie & kanalen
om merk belofte waar te maken

…maar executie hiervan vereist strak gecoördineerde samenwerking



business owners

journey
framework

phase owners

journey owners

product owners

klant-relatie

klant-interactie
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standardised way-of-working
to ‘deliver’ on brand promise

Sanneke Melker
T-Mobile B2B



case study T-Mobile

Journey Framework T-Mobile B2B

Streamlining the operation for better commercial 

service delivery, more efficiency and preparing to scale

Journey Framework sessions to organise 
all CX management in 3 levels:
>> customer lifecycle phases 
>> omnichannel service journeys 
>> channel-specific design opportunities  

Note: deliverables not legible for confidentialy reasons



Orchestrating customer 
experience across macro-
and micro journeys, using 
data from continuous 
measurement to consistently 
improve the service 
proposition. 

A framework like this would 
connect your service offering
from a customer lifecycle
(relationship level) to specific
channel experiences
(interaction level), connecting
all teams to collaborate
effectively. 

journey 
framework



aanpak journey framework

Begin op lifecycle niveau als kapstok voor iedereen

Bepaal je journey taxonomie om allemaal dezelfde taal te spreken 

Vorm de hierarchie structuur door lifecycle en journeys samen te brengen 

1.

3.

4.

Betrek disciplines om alle ‘journeys’ te verzamelen2.

Bepaal je werkwijze, en richt tooling en governance daar op in 5.
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Minyou @ KPN netwerk

Harald Lamberts
Founder & CEO
Essense

Minyou Rek
Sr CX consultant 
KPN Netwerk

Jochem van der Veer
Co-founder & CEO
TheyDo



journeys
…organiseren 
…innoveren
…operationaliseren



in larger organisations the
way-of-working can be fragmented, 
delivering on a brand promise starts 
with a standardised way-of-working.

The challenge



service design approach
from customer needs to relevant solutions 

user – problem fit

empathise define & 
prioritise ideate validate implement measure

problem – solution fit product – market fit
where to focus? what to create? how to execute?



client case brussels airport

Customer profiles 
based on needs to drive 
service innovation

Understanding passenger profiles based on needs  
and current experience journey map across segments

Customer Journey insights across need profiles 

Note: deliverables not legible for confidentialy reasons



Customer vs.
business value❶ Risk vs. 

Impact & Effort❷

Research Insights Priorities ValidationOpportunities Concept 
solutions 

Working from insights > opportunities > solutions
Based on trends, research and data insights you can start working customer-centric 
horizontally across channels, segments and departments. Prioritising at two moments.



Download 
hier op

Miroverse!

prioritering scorecard
om kansen te formuleren en scoren

https://miro.com/miroverse/scorecard-for-customer-centric-prioritisation/
https://miro.com/miroverse/scorecard-for-customer-centric-prioritisation/


Tailored score card >

prioritering scorecard
Brussels airport client case



Journey roadmap

Product backlog

prioritering funnel
bij een klantgerichte manier van samenwerken.
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We use our scorecard 
methodology as criteria and
then use the prioritisation
matrix in TheyDo to prioritise
journey-driven opportunities  
with the agile backlogs, you 
create a bridge between the 
customer insight development 
process and the delivery of 
new products and services.

A framework like this lays a 
customer-centric foundation 
for decision-making.

opportunity
prioritisation



partnership

journey management 
tooling to operationalise
a customer & journey
centric way of working

Ronde tafel deep dive
Do. 12 mei 2022

X



journeys innoveren

behoefte interpreteren

concepten experimenteren

oplossingen valideren

1.

3.

4.

kansen prioriteren2.
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Minyou Rek
Senior Customer 

Experience Manager

in-house
training
program

KPN network

"The intervision sessions & trainings 
with essense helped us standardise 
and scale customer centric working 
across teams and roles at KPN."



T R A I N I N G  &  C O A C H I N G  
J O U R N E Y  W A Y - O F - W O R K I N G

Journey mgmt
In a customer journey

and project team
collaboration

Piroriteren
Turning insights into

opportunities and
validated solutions

Experimenteren 
& Valideren 

Validate opportunities
and concepts before

implementation

Design impact
Measure impact of 

design improvements in 
the market 
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Minyou @ KPN netwerk

Harald Lamberts
Founder & CEO
Essense

Minyou Rek
Sr CX consultant 
KPN Netwerk

Jochem van der Veer
Co-founder & CEO
TheyDo

Zie slides van Minyou



journeys
…organiseren 
…innoveren
…operationaliseren
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Jochem @ TheyDo

Harald Lamberts
Founder & CEO
Essense

Minyou Rek
Sr CX consultant 
KPN Netwerk

Jochem van der Veer
Co-founder & CEO
TheyDo

Zie slides van Jochem



Hopelijk inspiratie voor klantgericht werken!

Harald Lamberts

Founder

harald@essense.eu

06-15887608

mailto:harald@essense.eu


standardise & scale your way-of-working

multi-disciplinary

in-house tailored programmes

modular setup

training & coaching

roundtables & webinars

for more information: academy@essense.eu

mailto:academy@essense.eu


cx maturity
model & scan
Our maturity assessment can be a 

great way to identify the best way to 

start the journey to customer 

excellence.

Starting Isolated Structured Integrated



organise
customer excellence

our service pillars

manage 
customer journeys

design 
customer experiences

Translate your brand promise and strategy 
into a customer-centric way of working with 
a tangible ambition, and executive support.

Take control of the customer journey and 
proposition. Turn customer insights into 
opportunities and validated solutions.

Deliver on your promise in the market. 
Design a seamless and consistent 
customer experience across all channels.



check
essense.eu

For more information 

& client cases. 

www.essense.eu

http://www.essense.eu/

