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• Telefonica Group

• €7bn turnover, 25% profit (OIBDA)

• 12,000 employees

• 22 million customers

• 7th most valuable UK brand



Why

Customer Centred Design at O2

How What worked



CCD = tool to create great O2 Customer Experiences

Why Customer Centred Design?



Why change?

Sometimes we deliver a great customer 
experience…

CCD = better Return on Investment (ROI)
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…. sometimes not



Why

Customer Centred Design at O2

How What worked

• 1m more Fans

• better ROI
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O2 brand guidelines
What O2 looks like 

O2 Brand Promise

O2 experience 
- ?

1. What is an O2 customer experience?



2. But how do you make it?

…Design process  

Idea Define Deliver

old O2 process….

- Customer at heart

- Try stuff, prototypes 

- Iterate



This is what it looks like



3. Collaborate – big time!

New 
Business

Operations

Finance

Sales & Service

CorporateMarketing

CEO

HR

CCD
team



Decision CE Committee, CE Clinic

Control

4. Decision making & control



5. Tools & Training
project



‘How-to Guide’

One
process
Use design for clarity



Range of training tools

1. Animation 4mins

2. E-learning module 30min

3. Half day course 4h

4. Full day 8h

5. local ‘Specialist classes’ 1-2h

5. Tools & Training



Why

Customer Centred Design at O2

How What worked

• What is an O2 Experience?

• A design process

• Collaborate! 

• Decisions & Control

• Tools & Training

• 1m more Fans

• better ROI



1. Individual product’s satisfaction

2. # of fewer Changes

3. Employees: are we a more customer centric organisation?

4. Launches: # of unanticipated issues and fixes during launch

5. Efficiency of process- via survey in Operations

Measuring CCD?



Results so far?

1. Products launched

• Int’l Favourites

• Gurus

• Conferencing

2. CE Committee, CE Clinic

3. Internal Feedback



Top Tips

1. Need Board sponsorship

2. Collaborate: influencers & champions

3. Design led process

4. X-company CE Committee, Clinic

5. Tools - keep it simple, hijack the biz tools

6. Hardwire decision making & control mechanism

7. Use design for clarity



Why

Customer Centred Design at O2

How What worked

• What is an O2 Experience?

• A design process

• Collaborate! 

• Decisions & Control

• Tools & Training

• 1m more Fans

• better ROI

• Measuring?

• First results

• Top Tips

Your 
thoughts

?


