
• Request the Warringah room for 1 hr in Outlook and Myer 
Academy will confirm availability. The room will be set up for you 
with chairs in a semi-circle, cards and pens to use, and the CFP 
displayed on the wall.

• Once availability confirmed, schedule the meeting with your 
team and ask them to complete the Learning Moment on 
myeracademy.com.au before the session 

• Prepare by completing the Learning Moment, reflecting on it, and 
familiarising yourself with the session plan

• It is a tight agenda so make sure you start on time

Clear priorities, refreshed values and a new take on the loved Myer brand all contribute to our vision: making
Myer Australia’s favourite department store. The Customer First Plan is about good retailing and we’ve lost
our focus on the customer.

As a leader, you have the greatest influence in building customer centricity, motivating your team, aligning
their work and achieving the Customer First Plan.

Unpack the Customer First
Plan (CFP) with your team
and ensure your team’s
work and behaviours align
with the 6 CFP priorities.
Help to create momentum
for the business as a whole.

 Book Warringah room,
and invite team, asking
them to complete
Learning Moment as pre-
work

 Prepare for the session

 Hold the 1 hour session
with your team using the
session plan provided

 Follow up after the
session

By end February 2019

SSO people leaders run
sessions for their teams

WHAT DURATION

1) Welcome & Context 5 mins

2) Customer First Plan Reflections 10 mins

3) Contributions to the Customer First Plan 20 mins

4) Our Customers 15 mins

6) Wrap Up 5 mins



1) Welcome & Context (5 mins)

• Open session and provide context:
• Myer’s business performance reflects we’ve lost our way and we’ve lost our focus on the 

customer
• Every team and every individual needs to focus on what we can do to deliver positive 

outcomes quickly i.e. increased profitability of the business  
• The Customer First Plan (CFP) is about good retailing and provides us with a blueprint

• Our team (along with every SSO Team) has to own the Customer First Plan: today is the
beginning of this active ownership

• We’re going to:

• unpack the Customer First Plan

• look at what we’re doing to deliver the CFP

• Identify all our customers and think about how connected we are with the Myer
customer

2) Customer First Plan Reflections (10 mins)

• Invite the team to share their reactions to the CFP Learning Moment. Capture team feedback on the 
whiteboard

• Explore further by asking some of the following:
• what stands out most for you about CFP?
• what are your greatest concerns about CFP?
• as we successfully deliver CFP, what will be different?

• Wrap up the conversation by highlighting emerging themes.

3) Contributions to the Customer First Plan (20 mins)

• Introduce the CFP template on the wall.
• Ask your team (either in small groups or individually - depending on the nature of their work) to write 

their key activities onto the CFP whiteboard template under the relevant priority. 

• Lead a conversation choosing a mix of the following questions:
• what are we doing to deliver the Three Focus Areas? 
• how well do we understand the Efficiency Levers and how efficient are we?  
• if we do nothing differently, how confident are we that we will successfully deliver the CFP? 

If we’re not confident, why is that, and what needs to happen? 

• Ask the team to place a tick next to the three actions that will make the biggest contribution to CFP.

• Highlight that these priorities are to be the team’s focus  



4) Our Customers (10 mins)

• Lead a conversation about external and internal customers with the following, capturing themes on 
the whiteboard: 

• who are our team’s customers?

• how well do we know our external customers?
• what else can we do to better understand them?
• what decisions do we make every day on behalf of the customer?
• what is helping and hindering our external customer’s experience?

• how well do we know our internal customers? 
• what would they be saying about us at the moment?
• what decisions do I make every day on behalf of the customer?
• what is helping and hindering my internal customer’s experience

• So now that we are clear about our customers, how well do our CFP priorities ultimately deliver a 
positive outcome to the Myer customer?

• If our CFP priorities do not deliver an outcome, what changes are required?

5) Wrap Up (5 mins)

• Thank the team and highlight the key themes and takeaways. 
• Distribute cards to your team members and ask them to write down the smallest action that will 

make the greatest difference that they can action in the next 2 weeks. Ask them to display this action 
at their workstation to remind them every day how they will deliver the Customer First Plan.

• Take photos of the completed whiteboards for reference and post images to Yammer, 
#SSOCustomerFirst, and return room to original state

• Reflect on the workshop, considering how you can support your team to deliver CFP.
• Lead informal conversations with team members on their personal actions, and look for 

opportunities to address items with the team as a whole.
• Find further resources on the Myer Leaders’ Portal:

• Seek additional support from your HRBP 
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