
Key considerations

— Does your organisation truly understand your customers’ needs and pain points? 

— Does your strategy cover all channels and touch points to ensure consistency across the
entire customer journey?

— Do you approach customer experience design from both the inside-out and the outside-in?

— Can you respond to rapidly evolving customer and marketplace dynamics?

— Can you effectively design and deliver integrated interactions across both machine-based and 
human-driven touch points?

— Do you continuously manage the economics of the customer journey across product offerings, 
balancing both customer demands and the cost of delivery? 

— Do you measure customer interactions across different products, delivered across various 
channels, using multiple KPIs?

For the connected enterprise, experience is everything. Customers expect consistent, 
effortless experiences. To ensure experiences that regularly meet and exceed customer 
expectations, you must be intentional. By designing and orchestrating seamless and 
personal customer, employee and partner experiences alike, you can improve your 
reputation with customers and build teams that understand your business’s 
overarching vision.
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Understand your customers and create experiences that leverage customer experience (CX) best practices 
to build meaningful customer value propositions, nurture loyalty across all touch points, to help give your 
customers reasons to return.

Unlock opportunities for transformation, create and carry out a plan for change, and aim to continuously 
manage and optimise the experience for success, and upskill your teams to continue to do so. 

How can KPMG help?

Developing the best customer 
experience roadmap, assessing 
your existing technology and 
processes and how these reflect 
customer expectations.

Identifying what ‘good’ looks 
like for your organisation and 
building a framework that can 
help you deliver value to the 
business and the customer.

Collating data from 
multiple sources to 
identify customers’ 
needs and predicting 
how these might change.
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What does a connected enterprise look like?

The most successful organisations exhibit eight 
characteristics that span all aspects of the enterprise. 
The capabilities of front office, middle office and back 
office integrate seamlessly to support the brands, 
products and services, interactions and workforce.
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Tapping into the customer experience

Sydney Water has traditionally been an asset-centric business, but it knew it had 
to transform to put the customer at the centre of everything they do. Sydney 
Water called upon KPMG Australia to help implement a new operating model, 
transforming the customers’ experience at each of its service touch points. 

A fresh strategy, innovative technology, a cultural shift and a change 
management plan has led to great success in their quest for customer-centricity.

We deliver the results that matter.

Are you ready to be twice 
as likely to succeed?

• Generate business value at every stage 
of your transformation journey.

• Build an insights-driven,
digitally-enabled and customer centric
business.

• Empower and enable your people to
align the organisation for agility and
performance.

• Engineer secure architectures to enable
agile, high-speed innovation.

Colin Jowell
Director, Management Consulting
T: +61 2 9335 8642
E: cjowell@kpmg.com.au

“KPMG Connected Enterprise helps 
organisations to develop the best 
customer experience roadmap to deliver 
personal and intentional experiences 
across all touch points.”
Corinna Bertram
Partner, Management Consulting
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