BUILDING A DIGITAL
FUTURE WITH
ACCELERATED
SERVICE DESIGN
Experience Design Case Study

A leading provider of perforating and well completion
systems was ready to enter a digital future and launch a
comprehensive e-commerce platform. Applying insights and
recommendations from a series of Futures Sessions, the
company engaged North Highland to create a roadmap for
the customer journey, a supporting operational structure,
and the structure for an e-commerce tool. When the tool is
ready, it will automate how the company engages customers

CLIENT SITUATION
Over the past 20 years, our client
had seen successful organic
growth, but struggled to grow
its back office alongside the
business. The company employed
a paper-based, manual strategy in
sales and needed to move to SAP
and Salesforce to keep up with
competitors in serving customers
efficiently. To move the company
forward, the CEO prioritized a
major digital transformation.
North Highland and the client had
earlier partnered to hold a series
of Futures Sessions to shape the
company’s digital vision, and this
process led the company’s leaders
to decide that a digital product
configurator and e-commerce
platform was needed. The
platform will automate parts of
the order process, streamlining
the experience for customers
and enabling the company
to serve these customers in
unprecedented speed and volume.

and significantly increase the number of customers served.

OUR APPROACH
Picking up where the Futures Sessions left off, North Highland
began by defining the key functions the digital platform needed
to include. A multidisciplinary team from North Highland
leveraged its Accelerated Service Design methodology to develop
a service blueprint that identified the current state of each
customer experience touchpoint. This blueprint also highlighted
the architecture that was needed on the back-end to power
a digitally-enabled, engaging experience. The embedded UX
team created rapid prototypes to paint a picture of the future
portal features and functionality, and technologists provided an
assessment of the current architecture and systems in order to
determine the level-of-effort of future development work.
Throughout the process, North Highland engaged key
stakeholders at each step to ensure alignment and buy-in. When
the platform launches, it will focus on inside sales teams and
be used to automate internal processes. Over time, the tool
will be adjusted to become more customer-facing. Throughout
the project, the prototype will continue to be revised every two
weeks to ensure that the strategy is still on the path to the ideal
transformation.

THE AGILE, ITERATIVE METHODOLOGY OF NORTH HIGHLAND
IS NEW TO THE MAJORITY OF OUR ORGANIZATION, BUT WE’VE
SEEN A LEVEL OF ENGAGEMENT THAT WOULD SUGGEST
OTHERWISE – WHICH I WOULD ATTRIBUTE TO THE COMMITMENT
THE TEAM HAS MADE TO THE SUCCESS OF OUR INITIATIVES.
Digital Strategy and Transformation Manager
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VALUE DELIVERED
North Highland borrowed key elements of design thinking—empathy, co-creation, and iteration—to keep the
project’s focus on people, best ensuring the adoption of the future state tool. By designing and launching the
prototype in phases, North Highland is helping to accelerate deployment and ongoing improvement around the tool.
Utilizing the blueprint, the company helped all stakeholders connect the pieces of the tool and highlight highvalue areas of focus. This process supported alignment and buy-in around the prototype. North Highland also
guided the organization to apply the principles of service design and design thinking in other parts of the business.
When finalized, the value of the tool will be its ability to serve customers at scale. Customer transactions will no
longer be a bottleneck; teams will be able to process thousands of transactions instead of a few hundred in the
same amount of time. The tool will be an integral part of achieving the client’s vision for a seamless, one-stop
shop for all products and services, transforming the way customers engage with the company in the future.

Learn more about Accelerated Service Design here.

ABOUT NORTH HIGHLAND
North Highland is a global management consulting firm known for helping clients solve their most complex
challenges related to customer experience, performance improvement, technology and digital, and
transformation. We add value and support our clients across the full spectrum of consulting, from strategy
through delivery. We bring the big ideas, then we make them real.
North Highland is an employee-owned firm, headquartered in Atlanta, Ga., with more than 3,000
consultants worldwide and 60+ offices around the globe. The firm is a member of Cordence Worldwide,
a global management consulting alliance. For more information, visit and connect with us on LinkedIn,
Twitter and Facebook.

ABOUT SPARKS GROVE
Sparks Grove is an Experience Design agency. As one of the leading capabilities of the global consulting
firm North Highland, we apply design thinking to plan, make, and execute human experiences that cultivate
growth for clients. We use insight, foresight, strategy, design, and development to transform businesses to
more human-centered, purpose-driven organizations.
If you’re interested in learning more about our approach to Experience Strategy & Design, or how Sparks
Grove can help you solve a pressing business challenge, please visit us at www.sparksgrove.com or contact
us at: + 1 404-961-9900.
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