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KPMG’s Motivational Design 
helps companies create 
exceptional experiences 
that increase productivity, 
facilitate better decision 
making, increase adoption, 
and yield powerful results.

Changing behavior to achieve 
business goals
Most business problems come down to one fundamental 
requirement—how to convince customers to buy the 
company’s product or service. Many companies also need 
to encourage their employees to improve the customer 
experience and increase operational efficiency. Either way, 
companies need to support a variety of experiences to 
help inform, inspire, encourage and influence all the people 
related to their business.

To address these needs, KPMG has created Motivational 
Design, an innovative approach for motivating people 
to change their behavior in alignment with specific, 
business goals. 

A proven framework based on 
design thinking 
KPMG Motivational Design helps creates experiences—
including those on websites, mobile devices and desktop 
computers—that can change behavior by directing the right 
experiences to the right audience at the appropriate time 
through the most effective channels. 

Our Motivational Design approach is an enhancement of 
design thinking, a holistic, and people-oriented approach to 
creative problem-solving. Based on ethnographic research, 
interviews, trends sensing, divergent thinking, surveys 
and conversations, design thinking focuses on developing 
a deep understanding of how customers, employees and 
business associates act in specific business contexts. 

Simply put, classic design thinking shows how people 
act while Motivational Design tells us why they act. 
Motivational Design “connects the dots” between key 
motivational drivers and business goals. With a much better 
understanding of why people do what they do, engaging 
digital experiences can be designed to encourage what 
they do the next time. 

Our methodology:  
A deep dive into motivation 
The KPMG Motivational Design process starts with a deep 
dive into observing customer and employee behaviors in 
order to understand their underlying desires and interests. 
This research forms the basis of detailed journey maps, 
persona grids and empathy maps—all highlighting key 
behavior changes that impact business goals. 

Finally, KPMG professionals apply what they learn to 
develop a clear set of user insights, user goals, and 
business requirements. These outputs directly affect both 
design and technology decisions for applications that 
reflect the unique needs of your company.
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Our proprietary approach: KPMG Journey Mapping and KPMG CYCLE

A core output of Motivational Design 
includes the development of KPMG 
Journey Mapping designed to help 
business experts capture the customer’s 
experience with a high degree of 
accuracy.  
Our Journey Maps are built on top of KPMG CYCLE, an 
easy-to-use design process management  platform that 
supports the rapid prototyping of ideas by cross-functional 
teams. With CYCLE, users can increase the efficiency of 
creating complex journey maps while decreasing the time 
and cost normally required for development.

A new world of customer experiences
In today’s always-connected and instantaneous digital 
world, customers demand compelling digital experiences. 
Motivational Design methodologies can leverage the latest 
digital and mobile technologies to provide rich, seamless 
experiences to help influence consumers.

Motivational Design can support key objectives for today’s 
companies such as identifying new revenue sources, 
delivering omni–channel engagement, creating value–
added innovation to existing products, and maximizing  the 
opportunity of mobile. Equally important, Motivational Design 
can be used to understand people’s intrinsic motivations and 
create experiences through technology and human interaction 
that can fulfill unmet customer expectations, strengthen 
customer relationships and increase brand loyalty.

Increased employee engagement
Companies are continuously striving to increase employee 
engagement, and this means giving employees the best 
tools available to help them become more successful. With 
Motivational Design, companies can:

 — motivate their workforce and increase productivity

 — enable truly mobilized teams

 — increase ROI on legacy applications

 — make quicker decisions with increased confidence

 — increase sales through improved processes.

Journey mapping Business rationale 
and strategy 

Info architecture 
and ideation

Design review Feedback Design revision Approval Development 
integartion

Design and prototype



Increased business value with  
Motivational design

For Trane, KPMG developed a mobile app that helped 
representatives react quickly to support calls and reassure 
customers who needed immediate help. As a result, the 
company increased revenue by 22 percent, product mix 
by over 8 percent, and close rates from 40 percent to 
over 80 percent.

KPMG partnered with a leading electronics brand to 
create a mobile app that vehicle owners can use to 
troubleshoot problems on the spot for greater driving 
confidence and improved performance. The app 
uses Bluetooth wireless connectivity and a rich user 
experience to deliver vehicle diagnostics directly to 
the vehicle owner’s iOS or Android device.

If you are interested in learning more about this 
case study, or if you are experiencing similar issues, 
please contact us.

Dave Wolf
T: 443-852-4144
E: davidwolf@kpmg.com

Rick Wright 
T: 617-988-1163 
E: richardwright@kpmg.com

For more information about KPMG’s digital and mobile 
capabilities, go to: www.kpmg.com/us/digitalmobile.

About KPMG Digital and Mobile Solutions

KPMG LLP’s (KPMG) Digital and Mobile Solutions 
transform businesses by defining and implementing 
more impactful ways for our clients to engage their 
customers and employees. From digital strategy to tactical 
experience design, and development, we create immersive 
digital experiences that are aligned with the goals of 
the business, mindful of people’s wants, needs, and 
motivations, and built to change based on feedback from 
rich analytics, KPMG was recently named as the leader in 
enterprise mobility by a Forrester Research Wave and was 
recognized as a worldwide leader in digital strategy by an 
IDC MarketScape report.

Visit kpmg.com/digitalmobile for more information.
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