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Energy Engagement

Empathy & human 
focus

More effective 
collaboration & 
alignment

More client input

Reduced 
development time

Faster time to 
market

Outcomes

Design Thinking 
Practitioners

Employees who believe
PB is client-focused 

78%
80%

2018 2019

“I am so thrilled to be 
given these tools.”

“Excellent methods to 
drive new ideas and 
business innovation.”

“Very powerful toolbox 
of methodical 
approaches to 
create/unleash ideas.”

72
LPS

Our Client Centered Innovation Program

126



Strategy Partner Executive Support

Getting Started



A Portfolio of CX Leaders Beat a Portfolio of 
Laggards and the S&P 500
CX Quality Can Affect Stock Performance

Note: Equal weighting was given to each stock when creating portfolios, and the total returns is calculated 
without reinvesting dividends.
Source: Public stock price information from dividendchannel.com
Source: Forrester Research, Inc.

33% increase 
Employee engagement

50% reduction 
Number of design defects

50% faster 
Time-to-market

75% reduction
Time required to gather and align on initial 
requirements

33% reduction
Time required for project development and 
testing
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CX 
Center of Excellence 

Client Centric Methods & Mindset

Business Unit CX Leads and CX Champions

ScalingBuilding the foundation
2017 20202018 2019

Optimizing & innovatingSetting the course

Client Focused Client Obsessed

2023
Client Centered



Empathy

Questioning

Imagination

Collaboration

Visualization

Iteration

Photo by Dylan Gillis on Unsplash

https://unsplash.com/@dylandgillis?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/support?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText


Selecting a Partner

Design Thinking Behaviors 
as an ideal

Design Thinking Behaviors     
as a way of working

Empathy

Collaboration

Visualization

Imagination

Questioning

Iteration

?



LUMA Institute shows us how

Design Thinking Behaviors 
as an ideal

Design Thinking Behaviors     
as a way of working

Empathy

Collaboration

Visualization

Imagination

Questioning

Iteration

Tangible
Concrete
Transferrable
Widely applicable
Human-centered

Everyone designs who devises 
courses of action aimed at 
changing existing situations into 
preferred ones.



LUMA Institute shows us how

Design Thinking Behaviors 
as an ideal

Design Thinking Behaviors     
as a way of working

Empathy

Collaboration

Visualization

Imagination

Questioning

Iteration Looking Understanding Making

2-day 
Introductory
Workshop

Three remote coaching 
sessions

Certification!Apply to
real-world
projects

Google Design 
Sprint

Brainstorming 
Session

Weekly Standup 
Meeting



Client-Centered Innovation Program

Senior
Leadership

CX Leadership

Key Teams and Individuals
Client-Touching
Product Management, 
Marketing, Innovation

Client-Facing
Sales, Support, 

Professional 
Services

Client-Back-
Office-Support
Legal, HR, Finance, IT

Create conditions for CX to 
flourish at PB

Drive change throughout the 
organization 

Operationalize CX within the 
organization

Adopt CX mindset and 
approach

Everybody
All PB Employees

Client-Centered 
Innovation 
Program in 
partnership with



Pilot Purposefully

Get Critical Feedback 
Develop champions



Celebrate Early Wins

Reduced client 
onboarding time from 
2 Days to 10 minutes



Make it your own

Harness enthusiasm 
and bring expertise in 
house



Keep it relevantKeep it relevant

Drink your own 
champagne



It’s working



Recognition Outcomes ResultsEnergy & 
Engagement

72
LPS

LUMA Program NPS

“I am so thrilled to 
be given these tools.” 

It’s working

Employees who believe

PB is client-focused 

78%
80%

2018 2019

Increased 
Client 
Satisfaction

2017* 2018 2019

PB NPS

*FDR clients not included

PB revenue

NPS correlates with 
Revenue

Empathy & human 
focus

More effective 
collaboration & 
alignment

More client input

Reduced 
development time

Faster time to 
market



Go deep before 
broad

Meet teams 
where they are

Celebrate every 
success

We have learned along the way
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LeeAgent
Attrition

Call Handling
Time



Defining Work from Office 2.0



Thank you

Ruth Frank
Ruth.Frank@pb.com
@RuthAFrank

Chris Pacione
chris@luma-institute.com


