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X18 very likely in Prague in Summer!



Content, experts, methods, cases, visibility



Certificates

Enterprise Design 
Sprint Master
2 day course
Sprint mentoring

Enterprise Design 
Practitioner 
certificates
15 week curriculum
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Enterprise Design 
Engagements



“We need to do 
Design Thinking!”
Some CEO



Design Value

Design Management Institute 2016
Presentations from our joint conference DMI Europe 19 + Intersection 15 available here

http://eda.cx/xv


The evolution of Enterprise Architecture

According to Gartner, by 2018, 40% of enterprise 
architects will focus on design-driven architecture. 

“Design Thinking is about putting the customer at the 
center, designing a solution for them and then linking 
the solution to traditional architect pieces,” said 
Marcus Blosch, Vice President of Research at Gartner.

Smarter with Gartner: The Evolution of Enterprise Architecture. March 23, 2017
http://www.gartner.com/smarterwithgartner/the-evolution-of-enterprise-architecture

http://www.gartner.com/smarterwithgartner/the-evolution-of-enterprise-architecture


What is
Enterprise Design?
Design: the rendering of intent (Jared Spool)
Enterprise: an ambitious endeavour (Len Fehskens)

Enterprise Design is the practice of designing enterprise 
structures, systems and behaviours to realize an underlying 
intent and purpose, in order to create and sustain meaningful 
enterprise-people relationships.



Ambitious! 
Intentional!



What isn’t Enterprise Design?

— #ux #custexp Your new website, app, or UI with arbitrary predefined outputs, measuring 
NPS with limited consideration of intent and impact

— #servicedesign #businessdesign Your new business model, product or service 
designed in the marketing department or by agencies/consultancies

— #bizarch #bpm Your new operating model or process design for more productivity or 
compliance without even talking to the customer

— #entarch Your new IT systems or applications where “requirements” are decided by 
committee, trends or a fuzzy strategy dropping from the sky by “the business”

— #designthinking #innovation Your design thinking workshop or innovation initiative, 
“brainstorming” while ignoring the market and operational complexity

— #orgdev Your org chart to distribute blame for things going wrong

— #brand Your superficial style guide not considering behaviour, offerings, org/ops

— #digitaltransformation #culture Your cups or calendars on how to write better emails



In love with
process

Christopher Webb
Deloitte



In love with 
structure

TOGAF / Adam Davies



In love with
Post-its™
http://99u.com/videos/55967/natasha-jen-design-thinking-is-bullshit

http://99u.com/videos/55967/natasha-jen-design-thinking-is-bullshit


Discipline wars

Dave Gray



What happens if you don’t design your enterprise?                twitter.com/entawk



#entawk #brand

John Gøtze



#entawk #csr



#entawk
#ux #cdo



#entawk #cio

Rigsrevisionen (2004) Udvidet 
notat til statsrevisorerne om 
ToldSkats IT-systemer.
Folketinget. (John Gøtze)



#entawk #bpm 

Hotel SOP
(432/1500)

1) Always designate a Group Coordinator from the Front Desk prior to arrival.

2) Liaise constantly with the sales Group coordinator for information.

3) Check that Arrival Registration cards have been prepared for the group along with the rooming list for 
signature.

4) Check all Relevant correspondence has been read and briefed during the staff briefing.

5) Check Group Billing instructions and cross check the billing instructions entered on the Property 
management software.

6) Once Priority group rooms have been allocated, cut rooms keys for arrival.

7) If Group is arriving at one time then all rooms must be allocated and all keys cut.

8) The number of keys per room must match with the occupancy of the room.

9) Insert Key Cards into key card Jacket and place on the tray along with rooming list.

10) Print traces report for Front office and read the instructions given.

11) Choose an appropriate group check in area according to the following:

Size of the Group / Block / Wing the group is staying / Transport to the hotel / Time of  check in

12) Registration cards  along with Keys should be kept in Alphabetical order.

13) Sufficient stationary / Pens must be kept ready for guests to sign their registration cards.

14) Welcome Drinks and cold towels should be prepared so they may be served on arrival. And accurate 
number of Drinks to be pre ordered so that the room service supervisor is aware of this requirement.

15) The Bell Desk / Concierge must be kept informed of the group arrival time and the following needs should 
be coordinated: Luggage Tags are ready. / Luggage delivery plan is organized.

16) Their Duty Roster has been prepared taking into consideration the group’s size and Arrival Time.

17) All changes with the group arrival time check in area and group size to be given to the concierge.

18) Collect wake up call for the group from the tour leader.



#disruption



Something special



Numbers



Airbnb in Tel Aviv

Haaretz

https://www.haaretz.com/israel-news/.premium.MAGAZINE-in-tel-aviv-airbnb-may-have-revealed-its-darkest-side-yet-1.5466748


Client Topics and 
Challenges



Common challenges

— Becoming more customer oriented
Enterprises that focus more on customer experiences than products and 
markets: they need to understand the customer, map and measure their 
experience, and connect this to their operations and organization

— Leading the digital transformation
Enterprises that provide digital capabilities to customers and employees based 
on their needs: they need to look into new ways of working, change the rules, 
and design platforms

— Driving innovation and transformation by design
Enterprises that create conditions for innovate and change at a much higher 
pace: they are often threatened by new incumbents and need to shift their focus

— Navigating complexity
Enterprises that embrace complexity, rather than just cope with it, as a source 
of opportunities: they have build a large



Who is your 
customer?



Who is your 
customer?
don’t say 
the business



Enterprise as value chain

Michael Porter



Where do we fit?

Michael Porter

Service Design

Enterprise Architecture

Business Architecture
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Complex Systems
Behaviour

Edward Lorenz



Innovation
Creating and adopting
something new

Transformation
Changing 

what exists

Enterprise
Spectrum

Michael L. Tushman: 
The Ambidextrous Organization. HBR 2004.

https://hbr.org/2004/04/the-ambidextrous-organization
https://hbr.org/2004/04/the-ambidextrous-organization


Design
Spectrum

Roberto Verganti: Design-Driven Innovation
HBR 2009.

Uncovering Opportunities

Developing Solutions

http://www.designdriveninnovation.com
http://www.designdriveninnovation.com


Innovation

Transformation

Enterprise Design
Spectrum

Opportunities

Solutions



Enterprise Design
Spectrum

Innovation

Transformation

Opportunities

Solutions



Enterprise Design
Spectrum

Big Small

Integrated
Local

System-wide 

Incremental

Disruptive

Isolated

Innovation

Transformation

Opportunities

Solutions



Aspects, Concerns Innovation

Transformation

Opportunities

Solutions



Big Picture

Anatomy

Frames

Design Space

Rendering

Language



Enterprise 
Design
Framework

Innovation

Transformation

Opportunities

Solutions



Enterprise 
Design
Stack

Innovation

Transformation

Opportunities

Solutions



Perspectives



Concerns



Language



Enterprise 
Design 
Stack



Enterprise 
Design
Stack



Stack



Casting an Enterprise Design team



Mapping to EA frameworks



Mapping to UX frameworks



Design Value 
Scorecard



Mapping



Example: Toyota Fast Forward

Intersection Video https://www.youtube.com/watch?v=AhKNb7kWHvk 

https://www.youtube.com/watch?v=AhKNb7kWHvk


Using the stack



Enterprise 
Design
Scan

Innovation

Transformation

Opportunities

Solutions



Enterprise Design Scan

Qualitative Research User/Customer Research Expert Sessions Stakeholder Interviews

Quantitative Research Top Tasks Survey Assessment Survey

Desk Research,
Baseline Modelling Journeys, Processes Systems, Resources Goals, Objectives, Initiatives

Data Analysis Analytics, Behaviour Records, Data Models Unstructured Data, Metrics

Intent 
(Qualities)

Behaviour 
(Activities)

Structure 
(Entities)



Assessment Survey       with thanks to Gerry McGovern and Guy Stratermans



Assessment 
Survey



Enterprise 
Design 
Assessment



Enterprise 
Design 
Assessment



Top Task Identification

Gerry McGovern / Customer CareWords
Example data from OECD Top Task Identification

Give priority 
to a few top 

tasks

% Vote

Tasks

Influence 
tiny tasks

Customer Top Task



Toyota Employee Top Tasks

Time-consuming                                                                  
Value-Add                     



Creating Momentum



Enterprise 
Design
Sprint

Innovation

Transformation

Opportunities

Solutions



Agile, lean, design thinking

Lean
Startup



Enterprise Design Sprints

Look at everything 
that matters

Small diverse teams

Continuous 
improvement

Small iterations

Incremental delivery 
and fast feedback



Real-life Enteprise Design Sprints



Approach



Deutsche Telekom
You + Me: 
A Sprint Story

eda.cx/telekomsprint

http://eda.cx/telekomsprint


Define 

Why

How

What



Enterprise Design Sprint



Collaborate



Flavours

Engagement
Focus on vision work and engaging people

Experiment
Focus on generating ideas

Realization
Focus on implementing new designs

Strategy
Focus on developing strategies

Meta
Focus on Enterprise Design approach 
and tools



database with activities, tools, experts



enterprise design 
sprint canvas

eda.cx/edf



Enterprise 
Design
Scenarios

Innovation

Transformation

Opportunities

Solutions



Custom models





Craig+Milan
Intersection
talk

DED&M paper

https://www.youtube.com/watch?v=KXxi1TwHfDg
https://www.youtube.com/watch?v=KXxi1TwHfDg
https://www.youtube.com/watch?v=KXxi1TwHfDg
https://www.dropbox.com/s/5nr6ibo84nwff28/Designing%20Future%20Enterprises%20full%20paper.pdf?dl=0


Metamodel



Service identification



Modelling 
Framework



Elements

Vocabulary

Stack Aspects Relations

EntityQualityActivity 

Enterprise dynamics and 
behaviour:
Process, Task

Enterprise motivation and 
performance: 
Goal, Value, State

Enterprise structure and 
assets:
Entity, Concept

An element is related, connected 
or linked to another

Depicts a flow or sequence of 
behaviour from one element to 
another

An element is composed of or 
aggregates other elements.

Big Picture

Anatomy

Frames

Design Space

Rendering



Model qualities

with thanks to 
Sandeep Johal,
Leonardo Consulting

Syntactic 
Quality

Pragmatic 
Quality

Semantic
Quality

EDML Scope: 
link, integrate, 
bridge and 
translate

Model
Purpose

ArchiMate, 
BPMN, UML...

Dashboards, 
Charts
Lists....

Illustrations, 
Visual Thinking,
Diagrams...



Modelling journey



Top Model Survey 12/2017 - Results (155 responses)

Top Models
25%

Medium Models
25%

Survey by Enterprise Design Associates
December 2017



Research 
some 
options

Reason to 
travel

Ent-Air-Prise
Example Pre/Post Flight Blueprint

Actor
Business Passenger

Passenger 
Experience

Journey

Functions

Interactions

Website / App 
Screens

Persona
Bertrand Busy

Author
Antonia Architect

Version
3.51 / 2017-12-11

Created with EDML, a tool of the 
Enterprise Design Framework

Share with 
colleagues

Obtain 
approval

Make 
detailed 
plans

Travel Arrive and 
get there Follow up

Decision-
making Preparation Landed at 

destination Quality

Trending 
Company 
Destinations

Book a flight Send by email Submit to travel 
system Your flight plan Your 

destinations Rating

Inspiration Search Sharing Authorization Flight plan Guidance Evaluation

Browse 
options Book a flight Share travel 

plans

Submit for 
travel 
approval

Check 
approved 
flight plan

Find hotel or 
business 
location

Tell us about 
your flight

See Flight 
Blueprint

Awareness



Ent-Air-Prise Persona
Bertrand Busy

Characteristics

Bertrand travels a lot for his company. He 
expects swift and easy planning, and a 
painless and frictionless flight experience.

Likes

Top Tasks

Dislikes

Tools

Links

Author
Name Name

Version
3.51 / 2017-12-11

Created with EDML, a tool of the 
Enterprise Design Framework

Business 
Passenger

Loyalty 
Scheme 
Member

Sync with his 
calendar

New 
smartphone

Losing time

Get travel 
approval

Coordinate 
with 
colleagues

Speed Having power 
for his laptop

iWatch

Day in the life

8:00 Brief for meetings

10:00 In meetings

12:00  Just a quick lunch with staff

14:00 Rush to the airport, finish deck

18:00 Go to business dinner



Author
Milan Guenther

Version
0.1 as of  2018-01-08

Created with EDML, a tool of the 
Enterprise Design Framework

Core Metamodel

Emotional 
Quality

Customer 
Story / 
Scenario

Customer 
Task / Job Channel

Touchpoint 
(“Measured 
Moment”)

Function 
(Requirement / 
User Story…)

IT SystemBusiness 
Process

Operation 
Capability + 
Quality Metric

http://enterprisedesignframework.com


Emotion: 
Safe, Happy, 
Surprised

Blueprinting Vocabulary

Actor
Customer Segment

Customer 
Experience

Customer 
Journey

Delivery 
Capability

Business 
Processes

IT Systems

Persona
Customer Persona

Author
Milan Guenther

Version
0.1 as of  2018-01-08

Created with EDML, a tool of the 
Enterprise Design Framework

Touchpoint: 
Bank visit, 
open the app 
+metrics

Story:
“I need to 
prepare for 
later”

Task:
Compare 
packages

Channel: Online 
/ Offline, Web / 
Mobile

Operational 
Quality: 
Speed, 
Accuracy

Business 
Process:
Handle claim

IT System: 
CRM, PolicyDB

Function / 
Capability: 
Rate 
simulation

Message, 
dialogue

App/Website 
Screen 

Document, 
Piece of 
content

Business Plan
Business Goals/Objectives/Plan

What is our role in our customer’s lives?
What happens in the field in daily customer interaction?

Who are we designing for?
What are their goals, what are ours?

What capabilities do we have to build and develop in 
order to meet and exceed our customer’s expectations?

How do we implement the capabilities needed in our daily 
operations, business processes and IT systems?

Interaction 
Design for 
key 
scenarios

Organization 
Entity 
responsible for 
a process

http://enterprisedesignframework.com


Author
Milan Guenther

Version
0.1 as of  2018-01-08

Created with EDML, a tool of the 
Enterprise Design Framework

Extended Metamodel :)

Emotional 
Quality

Customer 
Story / 
Scenario

Customer 
Task / Job Channel

Touchpoint 
(“Measured 
Moment”)

Function 
(Requirement / 
User Story…)

IT SystemBusiness 
Process

Operation 
Capability + 
Quality Metric

Message, 
dialogue

App/Website 
Screen 

Document, 
Piece of 
content

Interaction 
Design for 
key 
scenarios

Organization 
Entity 

Customer 
Segment

Persona with 
Insights

Business 
Goals

http://enterprisedesignframework.com


Enterprise Design 
with QualiWare



EDML Elements

Identity 
Activity 

Architecture 
Activity 

Behaviour

Value Streams

Activity, Task, Job

Activity, Task, Job

Brand, Identity

Resource, System

Artefact, Product, Context

Actor, Stakeholder, Segment

Values, Traits

Capability, Performance

Value, Motivation

Value, Concern, Interest

Big Picture

Anatomy

Identity Entity Identity 
Quality

Architecture 
Entity

Architecture 
Quality

Actor Activity Actor Entity Actor Quality

Experience 
Entity

Experience 
Quality

Experience 
Activity 

Identity
Who are we, what do we stand 
for? What is this about?

Architecture 
What can we do, how does it all 
work? How does it fit together?

Experience
What is our role in people's lives?

Actors
Who is important, what matters to 
them?



EDML Elements

Content 
Activity 

Touchpoint 
Activity 

Service 
Activity 

Step, Task

Service, Activity

Use, Production

Activity, Task,  Process, Service

Channel, Context

Resource, Asset

Item, Piece, Element

Product, Resource, Market

Touchpoint, Moment 

Performance, Quality

Meaning, Value, Quality

Goal, Value

Frames

Touchpoint 
Entity

Touchpoint 
Quality

Service Entity Service 
Quality

Content Entity Content 
Quality

Business 
Activity Business Entity Business 

Quality

Touchpoints
Where to we meet people, what is 
their journey?

Services
How do we create value for our 
audiences?

Content
What content matters, for what 
purpose?

Business
What do we offer, what is 
success?



EDML Elements

People 
Activity 

Structure 
Activity 

Function 
Activity 

Behaviour, Task, Activity, Job

Behaviour, Activity

Action, Use

Message, Communication

People, Profile, Persona

Concept, Object, Entity

Medium, Channel, Support

Trait, Value, Need, Desire

Function, Purpose, Goal, 
Quality, Requirement

Attribute, Characteristic, 
Property

Reach, Impact, Meaning

Design Space

Comm-
unication 
Activity 

People Entity

Structure Entity

Function Entity

Comm-
unication Entity

People  
Quality

Structure 
Quality

Asset, Resource
Function 
Quality

Comm-
unication 
Quality

People
Who are we designing for? What 
do they do, want, need?

Function
What purpose are we designing 
for?

Structure
What matters to our design?

Communication
How and what are we 
communicating?



EDML Elements

Decision, Use

Interaction, Task, Job, Step

Process, Service, Task

Job, Task, Activity, Responsibility

Information, Node, Item

Device, Interface, App, Website

Resource, Asset, Item

Organization, Team, Unit, Group

Interpretation, Value 

Goal, Motivation, State

State, Condition, 
Performance, Rule

Purpose, Function, 
Objective

Information 
Entity

Interaction 
Entity

Operation 
Entity

Organization 
Entity

Information 
Activity 

Interaction 
Activity 

Operation 
Activity 

Organization 
Activity 

Information  
Quality

Interaction 
Quality

Operation 
Quality

Organization 
Quality

Information
How do we structure and manage 
information, make it easy to find, 
access and use?

Interaction
How are we facilitating 
interactions?

Operation
How do we design our operational 
processes?

Organization
How are we organizing our work in 
teams?



EDML Elements

Behaviour, Use, Service

Perception, Understanding 

Description, common terms

Journey, Path

Component, System, Node

Sign, Medium, Artefact

Thing, Artefact

Place, Space

Purpose, Performance, 
Feature

Perception, Understanding 

Purpose, Function

Purpose, Function

Technology 
Activity 

Sign Activity 

Thing 
Activity 

Place Activity 

Technology 
Entity

Sign Entity

Thing Entity

Place Entity

Technology  
Quality

Sign Quality

Thing Quality

Place Quality

Rendering

Technology
How are we making use of 
technology?

Signs
Who are we, what do we stand 
for? What is this about?

Things
Who are we, what do we stand 
for? What is this about?

Places
Who are we, what do we stand 
for? What is this about?



Enterprise 
Design
System

Innovation

Transformation

Opportunities

Solutions



System



Milan Guenther
Partner
milan@eda.cx

enterprisedesign.io
hello@eda.cx
@ent _des

mailto:milan@eda.cx
http://enterprisedesign.io
mailto:hello@eda.cx
http://twitter.com/ent_des

