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TITLE TEXT

INSIDE-OUT THINKING

What do I want?
How can I achieve that?

Let’s do it!
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INSIDE-OUT THINKING



TITLE TEXT

INSIDE-OUT THINKING
in organisation design 
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Customer Web site
IVR
Call center
Front office

Middle management
The IT dept

Sales



TITLE TEXT

THINKING 

OUTSIDE-IN
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WHY IS IT SO DIFFICULT?



VISIT THE FUTURE

EVERYBODY HAS HIS OWN AGENDA

…and customers 
happiness might not be 

the central item



TITLE TEXT

CO-CREATING WITH OUR CUSTOMERS



VISIT THE FUTURE

ONE MAIN OUTCOME

SIMPLIFY!



“I don’t understand”

“I must be stupid” “THEY must be stupid”

before… now…
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ONE MAIN OUTCOME

SIMPLIFY!



VISIT THE FUTURE

IFY!

ONE MAIN OUTCOME

SIMPL



VISIT THE FUTURE

IFY!

ONE MAIN OUTCOME

EAS







Does it


EASIFY 
something?



VISIT THE FUTURE

WHY IS IT SO DIFFICULT?

Data

SurveysCustomer advice

“Experience”

“Budget”

“Culture”

“Reporting”
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EMPLOYEE CENTRICITY



VISIT THE FUTURE

“Clients do not come first. 
Employees come first. If you take 
care of your employees, they will 
take care of the clients.”

— Richard Branson



VISIT THE FUTURE

WHY ARE TECH TALENTS IMPORTANT?

Technology 
= 

fastest/cheapest way to improve 
customer experience  

•Personalisation 
•Speed 
•Price
•Agility



Survey of over one thousand tech hiring managers and recruiters



They love technology!
Let them have it.













My customers are so much 
happier, 

now that I make my developers 
fill in timesheets! 

 —Nobody, ever

“

“
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MY ROLE AS A CIO?





Clear the way for innovation!
Red tape Meetings

Corporate habits
Blame Lack of resources

‘Social’ obligations
Shifting priorities Corporate walls
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ALL EMPLOYEES ON THE FRONT LINE
Even the nerds
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FEEDBACK SESSIONS WITH CUSTOMERS





VISIT THE FUTURE

WHEN DEVELOPERS AND CUSTOMERS GET TOGETHER

Customer 
need

Development 
team
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IN CONCLUSION
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Customers want 
SIMPLICITY



TECHNOLOGY
IS

CHEAP!
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TECHNOLOGY is an EASY 
way to more 

CUSTOMER CENTRICITY



IT people are incredible
ASSETS



My job is just to

CLEAR 
THE WAY FOR THEM 

TO INNOVATE



EASYFAIRS’ JOURNEY 
TO MORE CUSTOMER 
CENTRICITY
THANK YOU!

stephan.forseilles@easyfairs.com 
https://www.linkedin.com/in/stephanforseilles/ 
https://twitter.com/sfo2406
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