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Personal motto: 
Everything can be made better
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Beginning – 2002
After extensive customer research 

Lyse found a value proposition that 

customers wanted: 

• Build one neighborhood at the 

time

• Dig yourself to save money

• Tv, internet and voice in one 

package

Business goal:

28.000 customers by 2017



600.000 customers 
through 36 partners in 
Norway and Denmark.
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The Netflix-slide

25.02.2020
OMAR R. LANGSET - DEPUTY CTO - ALTIBOX 5

Our mentality – if you want to use 

Netflix, then we will make sure you 

get the best Netflix-experience on 

our internet
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The Eurosport slip-up of 2017
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In March 2017 Altibox launched an opt-out based change to our entertainment 

package, giving all our customers this fantastic new content – for a mere price 

bump of 100 NOK per month. 

Customers surely will love this, right? 
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2017-03-31 - Lyse Blog by Chairman of the Board Toril Nag 

and CEO Thomas Skjelbred

https://blogg.lyse.no/2017/03/31/stang-ut-for-supertilbud/

Stavanger Aftenblad – 2017-03-31

https://www.aftenbladet.no/lokalt/i/konAj/altibox-snur-etter-

klagestorm-na-ma-kundene-aktivt-bestille-eurosport

"Missed the mark on 

super offer"

"Altibox turn after storm of complaints: 

customers must actively opt-in to the 

Eurosport-package"

https://blogg.lyse.no/2017/03/31/stang-ut-for-supertilbud/
https://www.aftenbladet.no/lokalt/i/konAj/altibox-snur-etter-klagestorm-na-ma-kundene-aktivt-bestille-eurosport
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"We underestimated how MASSIVELY 

annoying it is when someone try to make a 

decisions on your behalf"

- Toril Nag, 31.03.2017
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Build and launch Freedom of Choice in 8 weeks

Pivotal moment: User Experience as a mandatory and leading initiative to ensure 

happy customers first, happy business second
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STRATEGIC CUSTOMER GOALS

Lyse and Altibox has defined a clear strategic goal of moving from transaction to 

relation, and becoming customer centric

✓ Develop a customer centric 

organisation

✓ Increase customer satisfaction 

and the best reputation
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KEY NUMBERS

6
initial user 

interviews

10
stakeholder 

interviews 

across Lyse, 

AiB and Smartly

3
2 day RUMBLES 

with >40 Lyse-

AiB participants

(including 4 

focus groups 

with over 30 

users)

As-Is Capability 

Assessment

1
Vision

4 Service 

Objectives

6 Design Drivers

6 Personas

>30
CX concepts in 

long-list

15 tested across 

2 concepting 

sprints with 

circa 16 user 

sessions

1
Blueprint

1
Roadmap

1
Way Forward
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BLUEPRINT LAYERS

SERVICE BLUEPRINT

PHASE DESCRIPTIONS

A. CUSTOMER

1. Goal

2. Wants & Needs

3. Current painpoints

B. FUTURE JOURNEY

1. B2C Customer

2. B2B customer

C. SERVICE

1. Concept List

D. PROCESS, COMPETENCE & KPIs

1. General Capablitites

2. Specific Capabilities

3. KPIs

F. TECHNOLOGY

G. DATA SOURCES
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Simplify My Life Give Me What I Want 

When And How I 

Want It

Consistent Voice 

And Message

Know Me And 

What I Need

SERVICE OBJECTIVES



• 10+ designers – UX, graphical design, customer research

• Actively recruiting ;)

• All customer facing team must have some design capable 

resource involved

• Trialing cooperation with local sports clubs for user research

• Running design sprints for the most challenging tasks

- the moving customer journey 

- the "all in one invoice"-challenge

• Establishing creative colocation working areas between Lyse 

and Altibox



• 430 000 points of delivery make Altibox the biggest

provider of fibre optic services in Norway

The user know best

What took us here, wont take 

us there

It takes time to change the 

mindset and the incorporated 

way-of-work of a large 

enterprise



When you know where you are going, the rest is 

just hard work.. 

- Eimund Nygaard, Lyse CEO (repeatedly) 
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