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Agile Leadership in Practice
Julia Paulsen,
Head of Digital Sales and Service, PM, DNB 
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LEADERSHIPAGILE
“Relating to or denoting a method of 
project management, that is 
characterized by the division of tasks 
into short phases of work and frequent 
reassessment and adaptation of plans”

“The action of leading a group of people or an organization”
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Agile Leadership @ Digital Sales and Service

The I in 
Team

WOW Sharing

Let Go
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Adhel needs to be 
challenged, not told what 
to do 

-> leader must provide 
opportunities for 
continuous development 
and not ready-made 
solutions

Arne is very hands on and 
enjoys getting things done 
and seeing results of his 
work 

-> leader must give 
direction and clear goals 
for him to know what to 
focus on and how success 
is measured

Henriette has a great 
vision and knows what 
needs to be done to get 
service to the next level

-> leader must open doors 
and make sure that our 
stakeholders are onboard 
so she can focus on doing 
her job

Fredrik has a great 
strategic overview and 
knows how to lift digital 
loan processes to new 
hights

-> leader must be a 
sparring partner and give 
him freedom to do things 
in his own way while still 
making sure that his great 
vision turns into reality 

Catharina is a multitasker 
who needs to keep busy; 
tight schedules and 
difficult challenges 
motivate her further: 
interested in leadership

-> leader must give her 
chance to shadow the 
work and give 
opportunities to develop 
as a future leader

The I in Team

Let Go
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WOW
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Operating Model: Fundamental questions

1) What's the most important for success? 
Goals and KPIs (OKRs)  -> what you cannot measure, doesn’t exist!

2) Based on the 1st; 
Which functions / tasks should be Group vs BU or Local vs Global?

3) HOW and WHO should make the decisions?

4) How should information flow and what are the processes for 
follow up? How should the work be organized?
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Communication
Sharing
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Practice 
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SPRINT

WOW
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Practice

KANBAN



9/18/19

7

KEY RESULTS
Implement datalayer on most important 
customer journeys by Q2.

Implement dashboards with new tool and 
learn and use optimization tool by Q2. 

We shall always mention what data and 
how we use the data in the presentation 
of efforts. All efforts should receive 1 
comment and 40 likes. 

Know the conversion rate on the 
customer journeys you «own».

OBJECTIVE 1:
ALL DECISIONS ARE BASED ON 

DATA

OBJECTIVE 2:
BE AMAZING AT 
COLLABORATION

OBJECTIVE 3:
TEST EVERYTHING WE DO

KEY RESULTS
All stakeholders roles should be clear by 
the end of Q2. 

We will never leave a meeting point 
without everyone having said something.

We will always be transparent and share 
our backlog daily to our stakeholders until 
they themselves are participating.

KEY RESULTS
We will talk to all stakeholders about 
testing by the end of Q2.

By the end of Q2 we will test 30% of all 
changes we perform.

We are always curious about input, but 
without data we do not implement We 
always say yes to testing. 

Get better at experimenting and scaling 
tests by implementing a tool for 
experimenting. 

Level of achievement

GOALS
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Practice

Setting up 
the OKRs

Q1

Division, Team & Individual

Weekly
individual

review

Bi-weekly
team 

review Grade Q1
Establish
Q2 OKRs

Q2
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Digital Sales and Service’s Agile journey

§ Don’t provide the ready-made solutions, but present the challenge and create environment for people to thrive and innovate together§ Regular stand ups and team meetings; information is power so share it, utilize the team synergies
§ See people as individuals by giving them your time and attention; 1:1 to the rescue!§ Set up the tools and routines so the team actually can work agile

How to optimize Agile Leadership?§ Involve the team from the start in decision making process 
§ Nurture trust in the team in order to spark discussions and reward people for speaking out and challenging the status quo

§ In order to have the overview of the end-to-end customer journey, establish cross-functional-teams
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Further reading…

Thank you. Questions?


