Impact Story:
Creating BNSF's
Digital Customer
Experience




My Part

As an Individual As aTeam As a Program
Leader Leader

App PM 7/ IC leading
scrum team
development
Originated compelling
vision

Owned org & exec
communications &
buy-in for vision

IC leading PM + scrum
team alignment
Owned cross-team
epic Design Thinking
Business leader &
SME for app
consolidation +

IC influencing
enterprise
Developed E2E
Customer experience
strategy

Created Customer
research program
Owned cross-business
& program alignment
VP+ sponsor comms




ur Starting Point: App Overload &
onflicting Experlences
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A Compelling Vision

Current State
« 94+ Customer-facing apps + Customers need to do THEIR job
« Conceived & developed in silos « Easy to find, easy to do
« Largely about BNSF » Design experiences from login

BNSF




The Plan

Quick Customer rototyping
Improvement Research &
Validation

Strong E Share

Partnerships




Radical Alignment

Design Thinking / Design Sprints
e Assembling SMEs, business owners, operations leaders, IT, Product, Eng, UX &
Customer owners aligns thinking
e Aligned thinking aligns priorities

Plan Together
e Talking together helps, and isnt enough
® Design together, plan together

Communicate, Communicate, Communicate
e Full program meetings every 3 weeks

® | ESS expensive, time consuming than 1-off meetings / posts
e FEveryone hears the same message, the same way




Work Examples




The Outcome: 5 Year Funded Plan to
Transform Digital Customer Experience

Trace

Industry Notifications
Railcar Management
APls

Profile

Message Us
Geo-Fence

Update from John Miller-May 29, 2020
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Evidence of Success

A Message from Tom
Williams - BNSF Customer
Tools now Available

Rail Talk - 2023

Customer Notification 2023



https://www.bnsf.com/news-media/customer-notifications/notification.page?notId=a-message-from-tom-williams-bnsf-customer-tools-now-available
https://www.bnsf.com/news-media/railtalk/service/customer-experience.html?utm_source=chatgpt.com
https://www.bnsf.com/news-media/customer-notifications/notification.page?notId=enhanced-shipment-tracking-on-the-trace-web-tool&utm_source=chatgpt.com

Learning

Be Bold Customers First Be Adaptable
e Inaction e Usersuccess IS e Noideais precious
e Invision customer success e Plans WILL change
e Seeking sponsorship e TEST ideas before we e Seek dissent to drive
develop better outcomes
e Customers WANT to be
asked

More Comms

e Talking together doesn't
equal alignment

e Communicate; repeat

e Invite conversation



