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Hello, this is customer Services.
How may | help you?

James Edmondson IMPOWER
Sarah Murphy-Brookman Buckinghamshire Council
Lloyd Jeffries Buckinghamshire Council



1 - How well would you say you understand
your customers?
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2 - To what extent has understanding your
customers influenced your organisational-
wide transformation?
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Customer Networking Group
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IMPOWER’s Theory of Change

Step 1 Step 2 Step 3 Step 4
Identlfy.n.ew Crefate rea! Deliver impact at Create a more
opportunities by confidence in . -
. . scale by learning to [ resilient
widening the seizing the . .
. . manage differently organisation
ambition opportunity
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IMPOWER’s Organisational Resilience
Framework

Six characteristics of Organisational Resilience
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The Listening Tool
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Journey Mining
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