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• User-centered design and user research

• Organizational Psychology doctorate

• Diversity, Equity, & Inclusion background 





I am because we are



—Nelson Mandela
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“The Social Responsibility of Business is to 
increase profits”



Charles W. Scharf

Chief Executive Officer and 
President
Wells Fargo



"Society is demanding that companies, both public and private, serve a social purpose. To prosper over time, 
every company must not only deliver financial performance, but also show how it makes a positive 
contribution to society. Companies must benefit all of their stakeholders, including shareholders, 
employees, customers, and the communities in which they operate.” 

–Larry Fink
CEO, Blackrock in a letter to Fortune 500 CEOs

“Companies can do more than just make money, they can serve 
others. The business of business is improving the state 
of the world.”

–Marc Benioff
Chairman and CEO, Salesforce





© Photo by TK Hammonds on Unsplash



| Learning

| Connecting

| Generating 

What

So what

Now what



What





16© Photo by Mac Reddin/ben o’bro on Unsplash



So what



© Photo by Waldemar Brandt on Unsplash



Technology

Content

Analytics

Design

Product Mgmt.

QA

Strategy



Photo by Francisco J. Villena on Unsplash



Photo by Francisco J. Villena on Unsplash



Now what



© Photo by Ricardo Arce on Unsplash





Culture
© Jay R. Galbraith

Strategy
—

Direction

Processes
—

Information

Rewards
—

Motivation

Structure
—

Power

People
—

Skillsets/
mindsets



Determines direction
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“I don't keep a budget but I put money aside for emergencies and 
save for vacations.”

“Generally, budgets aren't all that interesting to me.”

“I don't do a budget, I just keep track of balances.”

“I have an internal gauge for my finances.”

“I budget in my head. My wife wants to have these meetings where 
we go over the books. We don’t have them.”



Location of decision-making power 
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Flow of information
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How incentives motivate behavior
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Policies that shape mindsets and 
skills



New conversationsNew conversations

Discrete to-do’s and fixes New way of thinking and talking about 
the customer





Seamless multi-touchpoint transitions can’t 
be delivered with cobbled together solutions, 
band aids, and work-arounds.

Seamless multi-touchpoint transitions can’t 
be delivered with cobbled together solutions, 
band aids, and work-arounds.

Creating positive multichannel experiences 
requires cultural and  organizational 
reprogramming.

Creating positive multichannel experiences 
requires cultural and  organizational 
reprogramming.

Not every channel is a 
sales channel, and that’s 
okay.

Not every channel is a 
sales channel, and that’s 
okay.

Service sets the stage for sales 
and so it’s just as important.
Service sets the stage for sales 
and so it’s just as important.

There is no such thing as a non-
value transaction from the 
business, or the customer’s, point 
of view.

There is no such thing as a non-
value transaction from the 
business, or the customer’s, point 
of view.
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—Desmond Tutu
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