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How a design-led approach can unlock innovation opportunities
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“The trick to design thinking is not as much about thinking 
like a designer as it is about thinking like a customer. 
Putting yourself in the customer’s shoes is the secret 
sauce - and everyone has the ability to do that.”
Jimmy Bremner
Innovation and Transformation Executive

VERTICAL EXPERTISE

• Services Design
• Consumer Services
• Employee Solutions
• B2B
• B2C
• CPG
• Retail
• Higher Education
• High-Tech Media
• Financial Services

SKILLS HIGHLIGHTS

• Experience Strategy
• Business Model Innovation
• Design Thinking
• User-Centered Design
• Digital Product Management

As the global lead of Salesforce’s
Experience Design consulting 
practice Jimmy leads a 
multidisciplinary team of experience 
strategists, product experts, 
designers, and engineers that work 
together to help some of the world’s 
most innovative organizations 
define differentiated customer 
experiences and digital 
transformation strategies.
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Design Thinking:
the beginning. 



“There’s a shift under way in large organizations, 
one that puts design much closer to the center of 
the enterprise. But the shift isn’t about 
aesthetics. It’s about applying the principles of 
design to the way people work.

A set of principles collectively known as design 
thinking—empathy with users, a discipline of 
prototyping, and tolerance for failure chief 
among them—is the best tool we have for 
creating those kinds of interactions and 
developing a responsive, flexible organizational 
culture.”

Design Thinking Comes of Age, Harvard Business Review

https://hbr.org/2015/09/design-thinking-comes-of-age


What does design 
thinking look like 
in action?





BUSINESS
Is it sustainable?

TECHNOLOGY
Is it feasible?

USERS
Is it desirable?
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The Approach: 
Solving human 
challenges 
through design.



Embrace ambiguity. 
We balance a hypothesis-driven approach with 
an emergent one. Innovation can be messy and 
it requires flexibility.

Put humans first. 
Without people, technology is just a cool idea. 
Be inspired by the people we design for.

Prototype to learn. 
Experimentation isn’t about validation—
it’s about learning with users and iterating 
our way to better ideas.

Adopt a beginner’s mind. 
Orthodoxies are a barrier to innovation. Be curious 
about the world, defer judgment, and challenge 
convention.

Be exploratory and optimistic. 
Divergent thinking leaves room for the unexpected. 
Explore options creatively before homing in on an idea.

Balance thinking with doing.
“Doing” is a way to make our thinking concrete and test our 
approach. Don’t rely purely on theory or thought. 
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The Mindset



Diverge Converge

Create 
Choices

Make 
Choices
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The Process: 
Insight-driven.
Divergent/Convergent. 
Multi-disciplinary.
Iterative.



Why are 
more and more 
organizations 
embracing 
design 
thinking?



“The year 2015 revealed just the tip of the iceberg 
in terms of how a range of businesses can draw 
inspiration from design thinking. Its value is that it 
gives us permission to rethink the process we use 
to deliver value—instead of only focusing on the 
end result. The means does indeed justify the end.”
3 Ways to Apply Design Thinking in 2016, Inc Magazine,  January 2016

http://www.inc.com/natalie-nixon/3-ways-to-apply-design-thinking-in-2016.html


Design Thinking
turns theory into reality.



Design Thinking
aligns influencers and 
stakeholders across 
customers, technology 
and business.



Design Thinking
allows solutions to leap 
into the future, making    
innovation happen. 



How do we lead 
with design thinking 
at Salesforce? 



“ At Salesforce we’re hiring a lot of the 
best Design Thinking people in the 
world. They’re doing the best work of 
their careers now because of these 3 
things:
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The speed and ability of 
our platform to prototype.
Our technology is much 
more aligned to this type 
of approach.



Our human-centered 
approach. 
Laser focus on 
Customer Success.
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Our own culture of 
collaboration & 
innovation and access to 
the methods and expertise 
we use to disrupt every day.
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How our customers 
breakthrough with 
Design Thinking & 
Salesforce



Rob DeSisto, Vice President, Global 
Customer Transformation after 20 years as 
VP and Distinguished Analyst at Gartner

“Customers don’t choose 
us because of where we 
are today. They come to 
Salesforce because of 
where we’ll be three 
years from now.”



Pre-sales
Cloud 
Services

Partners + 
Customers



is the average revenue 
increase reported by 

companies with highly 
effective UX. The top 10 UX 

leaders in America 
outperform the S&P with 
close to triple the returns.

37%

said that a bad mobile 
experience made them 

less likely to engage with
a company in the future

52%

deleted or uninstalled
an app as a result of 

encountering problems 
with it’s functionality

or design

86%

of users reported they
stopped using an app due 

to poor performance

90%

Investing in experience is paramount

http://www.on3software.com/tech-blog/business-value-user-experience/
https://www.experiencedynamics.com/training/seminars/5-proven-roi-gains-user-experience
http://googlemobileads.blogspot.hr/2012/09/mobile-friendly-sites-turn-visitors.html
http://www.marketwatch.com/story/mobile-app-performance-increasingly-critical-appdynamics-releases-app-attention-span-study-which-shows-nearly-90-percent-surveyed-stopped-using-an-app-due-to-poor-performance-2014-06-12


How do you ensure what 
you’re building is something 
people will actually use?
HURDLES:
Breakthrough idea generation
Moving from theory to reality



How do you align 
stakeholders when 
the stakes are high?
HURDLES:
Influencer alignment
Change management



How do you design 
products and experiences
people love?
HURDLES:
Adoption and usage
User experience



By sitting in the cockpit with pilots we began 
to understand when and how weather 
matters, and designed a solution put the 
relevant information at their fingertips.

We designed for the pilot, 
not the iPad.



By immersing our team into the process of 
organizing a blood drive, we envisioned 
innovative tools for planning and executing 
blood drives.

We helped Blood Drive 
Sponsors save lives.



Knowing the needs of university professors 
differed from grade school teachers we 
created mobile solutions that put the right 
information in the hands of account teams 

We learned what teachers 
need from McGraw Hill.

67% Faster to complete 
key day-to-day tasks



By understanding the habits and behaviors 
of their drivers BMW provides better in 
route guidance with a mobile companion 
app that connects to your car.

We helped BMW navigate 
their future digital experience.



Put it into action

Include Users / Customers (Approach)

Salesforce Innovation
Now Live in Trailhead!

Stanford D School 
dschool.stanford.edu

IDEO
Designkit.org
ideou.com

Sprint (Google Ventures) 
thesprintbook.com
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Make it Cultural (Mindset)2

Enable Multidisciplinary Teams (Process)3

http://dschool.stanford.edu/use-our-methods/
http://www.thesprintbook.com/


Questions?  



Thank Y   u





How do you design 
products and experiences
people love?
HURDLES:
Adoption and usage
User experience
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Teaching prospects about finance 
relevant to them and their situation
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From Vision
to Making it Real

Through research and co-
creation workshop the 
foundation idea was 
established and visual 
concepts created to bring 
the idea to life. 

Collecting additional input 
from Marketing Agency 
and developing concept for 
customer research.

Design, production and goLive
of the app.
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Creating an irresistible 
travel experience
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Grow the existing experience for Exclusive 
Concierge teams and Members to make
the aspects of personalized travel

CHALLENGE

easier to discover, book 
and share with others.
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From Understanding
to Innovation

During the Discovery 
phase, we worked closely 
with the client to help 
validate our findings

Explore and extend  in-
depth understanding by 
combining it with some 
creative conceptualizing 
and rapid testing

Engaged a wide range of 
Exclusive Resort stakeholders 
to push them to think 
creatively about problems
and solutions
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“The immediate thing we picked up on 
about the Salesforce Services team was 
the passion. They talked us past the 

technology and into the vision. From 

the beginning they led a user-based 

experience. What the team came back 
with is truly how our members think.”

First contact 
reservations 
increased by 30%

Increase in CSAT 
from customers 
by 25%

Increase adoption 
from internal 
agents by 50% 
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Cashing in on human-
centered transformation
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Traditional financial 
services risk losing

$4.7trillion
in revenue to new 
tech savvy companies

Source Goldman Sachs
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Engage EvolveEnable
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Engage

Focus first on the personal needs 
and ambitions of the customer

“Human-centered design is central to the 
omnichannel development for the banking 
industry. It is well established people buy 
with emotion, justify with logic, and take 
action when it is easy.”

– STEVE MONAGHAN, Regional Director, Head of Edge at AIA



Adapt quickly and be responsive to 
customer needs by putting different 
technologies together to create new 
products efficiently and without needing 
to start from scratch every time.
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Enable

Focus on new partnerships 
and outside innovations
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Evolve

A culture of collaboration are required 
to ensure great ideas consistently turn 
into lasting solutions

“The old school thinking, ‘you can have it in 
any color as long as it is black,’ has been 
superseded by customer centricity.”

– STEVE MONAGHAN, Regional Director, Head of Edge at AIA
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Failure happens 
when you lose sight 
of your customer.


