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The Reality

Organisations are experiencing:

• More digital investment

• More pressure to deliver

• More complexity to manage

“Many organisations deliver change — but 
struggle to sustain progress.”

SOURCE: MemberWise Digital Excellence (2026/27) Research Report

https://memberwise.org.uk/dx/



The Core Structural Challenge
Most organisations are structured to fund delivery — not sustain progress



What We See:

Member or User Needs Evolve

“Transformation is not a destination. Change never stops”
Source: Tulip – Digital Transformation is a Bridge to Nowhere

Plan   >  Procure  >  Delivery  >  Launch  >   Pause

But the organisation isn’t structured to evolve with them

The Operating Model Gap

https://tulip.co/blog/digital-transformation-is-a-bridge-to-nowhere-enter-continuous-transformation/



The Membership/NfP Struggle
Membership/NfP organisations face unique structural challenges that make 

continuous evolution hard – even when the desire is there

Annual budgeting cycles

Funding decisions locked in long before needs evolve

Funding tied to projects

Investment approved for specific initiatives, not ongoing progress

Multiple stakeholders

Different departments, priorities and platform owners

Procurement-led thinking

Focus on buying solutions, not driving outcomes

Success measured at launch

Attention and investment drop once the project goes live

Fragmented progress

Improvements happen in silos, not as part 

of a joined-up plan

Rework and inefficiency

Lack of consistency leads to duplication, 

workarounds and wasted effort

Long gaps between improvement

Opportunities are identified but not actioned in time

Inconsistent experience

Member experiences vary across platforms and touchpoints

Prioritisation challenges

Hard to know what matters most or what will 

have the biggest impact

Structural realities: The impact:



Optimal Operating Model
Moving to continuous evolution and delivery



Continuous Improvement
How organisations are restructuring investment to support continuous evolution

Increasingly, organisations are restructuring their existing spend (not additional spend!),

shifting from reactive support and periodic projects to continuous improvement



Organisations making sustainable progress are:

Practical examples include:

• Continuously analysing behaviour

• Identifying friction early

• Validating priorities with real users

• Using insight to inform decisions year-round

Insight & Understanding
Continuous insight — not periodic discovery

• Analytics reviews

• User interviews

• Journey analysis

• Behaviour tracking

https://memberwise.org.uk/dx/







Organisations making sustainable progress are:

Practical examples include:

• Continuously refining priorities

• Maintaining visible roadmaps

• Aligning stakeholders around shared outcomes

• Adapting based on changing needs

Shared Prioritisation
Transparent roadmap — not static annual plan 

• Now / Next / Later roadmap

• Shared Jira/DevOps backlog

• Quarterly reprioritisation

• Cross-functional governance

https://cloudmore.com/content-hub/navigating-digital-transformation-projects-bottom-

up-vs.-top-down-big-bang-vs.-incremental





The focus shifts:

Practical examples include:

• Large launches > Incremental improvement

• Long delivery cycles > Regular releases

• Delayed value > Continuous momentum

Delivery Rhythm
Continuous delivery — not periodic transformation

• Monthly improvement cadence

• Dedicated sprint weeks each month

• Smaller high-impact releases

https://www.linkedin.com/pulse/big-bang-approaches-digital-transformation-do-work-

mark-marshall-931xe/





Mature organisations increasingly:

Practical examples include:

• Reduce reactive support overhead

• Improve platform stability

• Automate maintenance where possible

• Reserve more capacity for improvement activity

Stability & Support
Stability should enable improvement — not consume investment

• Lightweight retainer support for monitoring & maintenance

• Channel remaining budget to reserved sprint capacity and 
shared improvement roadmap

https://memberwise.org.uk/dx/



Technology as the Enabler
Platforms, CRM and digital systems form the foundation – but value is created through how 

they are governed, connected and evolved.

Technology should provide:

• Stability not Complexity
• Flexibility not Dependency
• Scalability not Fragmentation
• Connection not Constraints

“Technology rarely limits 
progress. Operating models 
do”
Source: Navigating Digital Transformation Projects: 
Bottom-Up vs Top-Down, Big Bang vs Incremental

https://cloudmore.com/content-hub/navigating-digital-transformation-
projects-bottom-up-vs.-top-down-big-bang-vs.-incremental



Building Trust
Members don’t experience projects or platforms, they experience how consistently value is delivered 

over time

“Consistency is one of the strongest drivers of customer loyalty 
and trust.”
Source: PwC Future of Customer Experience
https://www.pwc.com/gx/en/services/consumer-markets/consumer-insights-survey.html



Takeaways

1. Are we structured to evolve — or just deliver projects?

2. Do we have a group accountable to members which has 

to report to the outside world?

3. Are priorities continuously visible?

4. What happens after launch?

5. What would change if success was measured over time?

Follow-up questions? 
Catch me at the bar!

Or reach out to me here:

mike.cundall@cantarus.com

+44 (0)7766 734 849

https://www.linkedin.com/in/mikecundall/



Scan the QR code for exclusive 

download access to this presentation, 

plus useful bonus learning content.

Dive   
Deeper   


	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19

