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Experience Design Case Study

CLIENT SITUATION

A leading global beverage
company had undergone
several major organizational
changes as part of a
transformation journey
toward sustainable growth.

It overhauled management
reporting, accountability,
processes, and structure to
better align its culture with the
new realities of the business.
To be successful, it needed
employees at all levels to
understand, internalize, and
adapt to the changes.

Given past organizational
change experiences, leaders
of the company’s business
transformation initiatives
knew they needed a new
change approach and they
reached out to North Highland
for help designing new
processes, instilling new ways
of working into the company
culture, maximizing employee
engagement, and creating a
smooth path for restructuring.
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A leading global beverage company looked to North
Highland for support driving an organizational
transformation designed to fuel the next chapter of its
growth. With a partnership grounded in co-creation,
North Highland guided the company in infusing design
thinking into its change initiatives, engaging leaders
and associates, and embedding new ways of working
into the company culture.

OUR APPROACH

The strategy involved two main areas of the global beverage
company’s business: end-to-end marketing and innovation.
North Highland focused on the people impacted by the change and
what it meant for them; on co-creating with those experiencing the
change; and on designing an experience journey able to engage
hearts and minds to capture buy-in and sustain the change.

North Highland employed immersive design thinking techniques,
including hands-on design sessions, inspirational videos, and
empathy mapping. Senior leaders experienced the change first
before cascading it to other levels of the organization, creating
strong advocates for the new ways of working. These strategies
helped align leadership and associates and gave North Highland
a deep understanding of the workforce experiencing the
transformation. North Highland was an active partner throughout,
guiding the emotional engagement that is critical to buy-in and

ongoing change alignment.
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ENGAGING HEARTS AND MINDS

FOR SUSTAINABLE GROWTH

VALUE DELIVERED

Our approach of co-creation embedded new

problemsolving capability within the organization
helping the marketing and innovation teams shift
their mindset to one of continuous evolution and
improvement. Rather than being told the end

goal, the teams were engaged and excited about
developing new ways of working and a culture of

change. Ultimately impacting 100 executives and
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over 60,000 employees, our work helped to solidify a critical success factor for transformation: the ability of

leadership and associates to understand, internalize, and adapt to changes. The partnership boosted internal

muscle for transformation at scale—taking the organization one step closer to achieving its ultimate vision of

achieving sustainable growth.

ABOUT NORTH HIGHLAND

North Highland is a leading change and transformation consulting firm, recognized for its deep expertise

and collaborative, action-oriented approach. Invested in our client’s success and powered by the belief that

everything begins and ends with people, we bring together the brightest minds to create positive change and

transform businesses through customer, workforce and operational lenses.

Headquartered in Atlanta, Ga., and regularly named a best place to work, North Highland is an employee-

owned firm with more than 5,000 consultants worldwide and 65+ offices around the globe. The firm is a

member of Cordence Worldwide (www.cordence.com), a global management consulting alliance. For more

information, visit northhighland.com and connect with us on LinkedIn, Twitter and Facebook.
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