PROFILE

MILEWAY
VALUE STREAM OWNER CUSTOMER FIRST

INTRODUCTION

MILEWAY IN GENERAL (1)
▪

In less than three years, Mileway has grown into Europe’s leader in last mile real
estate, with a 380 strong team and over twenty offices in ten countries. Currently,
there are approximately 200 contractors helping Mileway grow, with just over half
of them working in the IT department.

▪

With a pan-European footprint of 1,700 owned and managed assets across ten
European markets, Mileway is the number-one real estate player of the European
last-mile logistics industry. Most of those assets are small warehouses close to big
cities. This enables Mileway clients such as online supermarkets, on-demand
delivery services and a lot of small businesses to be close to their own customers.
Mileway operates in the UK, Germany, the Netherlands, France, Sweden, Denmark,
Finland, Spain, and Italy.

▪

Mileway was launched in 2019 by Blackstone Real Estate as their first European
start-up company. Blackstone is a global leader in real estate investing.
Blackstone’s real estate business was founded in 1991 and has $298 billion of
investor capital under management. Blackstone is the largest owner of commercial
real estate globally, owning and operating assets across every major geography and

sector, including logistics, residential, office, hospitality and retail. Their closedended funds seek to acquire undermanaged, well-located assets across the world.

INTRODUCTION

MILEWAY IN GENERAL (2)
▪

The company has grown a dedicated team with a local presence in each of its
markets. With employees from all over Europe, from different professional
backgrounds, and of all genders and ages, the team is as diverse as the Mileway
markets.

▪

From the start, Mileway set out to be a different kind of real estate company. As an
audacious newcomer, they have been able to design things the way they always
wanted them, like their cloud-based IT infrastructure and the team’s ability to flex
across borders, combining the best of local knowledge with the pooled expertise of
a pan-European business. In 2020, they picked up an EGI Industrial and Logistics
Innovator award.

▪

Mileway may be young, but with a portfolio stretching across Europe, an
international, go-getting team, and growth plans that match their ambition, they
have some big shoes to fill. To get there, they try to live their values: Drive, Trust,
Grow, Together.

▪

Mileway has an enormous head start in technology compared to its competitors.
Now that 80% of the basics are in place, ‘customer first’ is an important challenge in
technology development the coming years. A digital platform on which Mileway
customers can arrange all their real estate affairs is key here.

Mileway Purpose
Space for local communities to connect, prosper and grow.
Vision
To be the number-one gateway to urban communities.
Mission
Simply the best for our customers’ success.

DEPARTMENT

IT LANDSCAPE WITHIN MILEWAY
▪

Mileway decided to change its original IT operating model and organization (based
on functionalities) because their IT landscape has become more complex. As of
October 2022, Mileway will work within the Scaled Agile Framework (SAFe) and its
underlying principles.

▪

By adopting an agile way of working, they will become even more responsive and
effective, increase efficiency, accelerate time to market, and therefore be better
equipped to keep costs under control. The model is flexible and designed to allow
for scaling, so Mileway can scale up as needed.

▪

The delivery will also become more value driven. Technology goals are aligned
across the organization, and business and IT collaborate consistently to provide
technology products that support efficient operation of the existing business model
and increase revenue.

▪

The core of the new organization is dedicated teams targeted towards business
functions to improve Business and IT integration, remove management layers and
provide end-to-end value streams.

▪

The new model will also improve growing employee engagement. This set-up will
enable Mileway to continue retaining and attracting the right staff in a challenging
and highly competitive labour market.

DEPARTMENT

BASICS OF THE IT ORGANIZATION
▪

IT is currently lead by Bas van Galen, Head of IT. In the new organisation Bas will
have six direct reports: 4 Value Stream Owners (see diagram on left), a Head of IT

Office and a Head of Data & Foundation.
▪

The Head of IT Office connects Value Stream Owners (VSO) by defining strategic
and substantive frameworks (the “what”) for such subjects as Architecture, Security
and Strategy & Portfolio.

▪

Data and IT Infra are managed by a Head of Data and the associated team.

▪

Each Value Stream is headed by a VSO, who is part of the team of the Head of IT,
but has a dotted line to a Senior Leadership Team member.

▪

The VSO is responsible for business alignment with the Business Owners based on
budget and objectives and on product. The VSO develops the product together with
the multi-disciplinary team. He or she has a focus on the product and what
stakeholders need from that product. The VSO is responsible for performance and
personal development of the IT people within the Value Stream.

▪

The (virtual) Portfolio Team (PFT) is responsible for: defining new initiatives based

on quarterly business objectives, describing the concept and defining value,
mapping organizational impact, prioritizing initiatives based on value versus effort
and quarterly planning.
▪

The Realization Team (RT) is responsible for: estimating efforts supporting
prioritization, development of Epics and User Stories and maintenance of existing
applications.

POSITION

VSO CUSTOMER FIRST
▪

Technology is key in order to steer Mileway’s stormy growth in the right direction,
and to accelerate it even further. The new Value Stream Owner for Customer First
will report to the Head of IT and will be a senior member of the IT leadership team.
He or she will have end-to-end responsibility for customer-facing technology
products and services from concept to delivery and is responsible for building a new

team.
▪

This is a role with a wide range of influence. Working in close collaboration with the
Head of Marketing and other stakeholders, the VSO will have a shared responsibility
for their overall business outcomes in the customer domain. He or she brings a strong
vision, best practices and innovations, and will guide the team in how best to
leverage the latest technologies to achieve business goals. The new colleague will
also drive the adoption and institutionalization of the Agile way of working to drive
high-performing time-to-market delivery, while ensuring Mileway adheres to
architecture, security and data management guidelines and standards.

▪

This VSO will be immersed in Mileway’s customers journeys, explore the business
problems and understand their true needs, deliver solutions that enable customers to
grow and succeed, and drive adoption while ensuring a great experience for
customers. The problems that will be addressed in this role requires an analytical and
technological mindset, a keen intuition for the key business and technology issues,
and a strong degree of user empathy.

POSITION

RESPONSIBILITIES
▪

Understands who Mileway’s customers are and what they need to succeed in their
business. Keeps customer advocacy at the core at all times.

▪

Builds a world-class team by attracting, motivating and retaining talented tech
professionals across all levels to build a high-performance culture. The new VSO will
create a learning environment by coaching, maintaining two-way feedback, helping
people extract and share personal lessons learned, and supporting teams to
constantly adapt.

▪

Easily uses the jargon of both technology and business, becoming a true partner to
internal stakeholders.

▪

Defines, communicates and delivers Customer First technology strategy.

▪

Leads delivery, driving an insights-led and process-centric continuous improvement
programme to deliver tangible business value. The VSO will manage and secure
resources and collaborate with stakeholders to ensure quality, adoption of and
adherence to leading standards.

▪

Collaborates with architects, business process managers, product owners and the
innovation lead to define a future-state digital, cloud-native, composable architecture
to deliver a world-class, fully integrated, customer-facing tech stack.

▪

Contributes inspiration on the latest technologies throughout the whole customer

journey.
▪

Converts the data gathered via customer-facing products into insights that will steer
the organisation in the right direction.

Focus of the VSO Customer First in the next 2-3 years:
1.

Make a giant leap with the platform and team in customer-facing approaches. Guide the
transition from ‘square meter’ focused to customer-focused organization.

2.

Gain data on customer preferences and act as an internal customer ambassador.
Challenge all decisions from a customer perspective.

3.

Create new or better business through customer insights (e.g. dynamic pricing).

CANDIDATE

WORK EXPERIENCE, KNOWLEDGE & EDUCATION
CRITERIA

NEED TO HAVE

Around 10 years’ experience in an IT/digital/data role. Spent at least five years working with complex organization-wide
programmes.

√

Proven experience and track record in delivering innovation and growth for global companies.

√

Proven experience and track record in enterprise architecture (and expertise in IT and computer networking).

√

Proven track record in working with data insights (customer preferences).

√

Experience with Agile Transition and/or Scaled Agile Framework (SAFe) and the underlying principles.

√

Experience in leading multi-disciplinary teams of internal and external specialists, product owners, engineers, business analysts
and project managers.

√

In-depth knowledge of customer-facing technology. Includes going digital in an omni-channel approach.

√

NICE TO HAVE

CANDIDATE

COMPETENCIES & PERSONALITY
CONCEPTUAL SKILLS, STRATEGIC
THINKING

LEADERSHIP

RESULTS ORIENTATION

PERSONALITY

Strong strategic skills and a visionary
mindset are a necessity for success in this
position.

A passion for leadership. He / she can
develop a team and mentor talent across
the enterprise. Strong, effective leader that
builds trust and helps with focus in the
teams. Familiar with situational leadership.
This person inspires, empowers and
organizes efforts to achieve a goal
together.
He / she is a strong communicator, able to
explain matters to business owners and
convince them of their approach.

He / she has a great business sense and
commercial savvy accompanied by a
growth mindset. Provides clear direction.

Growth-driven and entrepreneurial
mindset. Acts upon commercial
opportunities.

The new VSO translates & implements the
strategy into goals and action.

Personal leadership style is based on drive,
energy, ambition, inspiration, empathy and
enablement. Approachable. High impact,
both visible and invisible.

The new VSO is able to quickly see
through complexity and bottlenecks,
formulate solutions and gain the right
stakeholder management.
This person gets energy from tackling
complex issues in a rapidly developing
organization.

Excellent written and verbal
communication skills. Comfortable
presenting operational metrics and
investments to the senior leadership team
and business owners in simple language
that is relevant to their organizations.
Fluent in English.

This person brings empathy that allows
them to navigate stakeholder relationships
effectively, applying a nice, natural blend
of formal and informal influence. Convinces
others (inside and outside) of a certain
point of view. The new VSO gets high
scores on organizational sensitivity.
He or she creates space to exchange
insights and opinions with colleagues and
takes responsibility to contribute to the
joint plan.

Fosters entrepreneurship and a ‘get-itdone’ mentality. Very results-driven, but
also knows when to slow things down.
The new VSO delivers on what is agreed,
works transparently and according to
reliable, predictable procedures. He / she
follows up and follows through.
He / she is solutions-oriented, a selfstarter, keeps asking questions, and likes a
new challenge.

The new VSO is pro-active and takes
initiative. He / she is bold and decisive
when necessary, but also knows when to
give in.
He / she uses expertise and knowledge to
achieve results. Takes initiative. Works
confidently and independently. Not afraid
to jump in and get things done.
Collaborator. Thrives in an entrepreneurial
setting and its fast pace.
Lives the values of Mileway: Drive, Trust,
Grow, Together.

ADDITIONAL INFORMATION
EMPLOYMENT CONDITIONS

PROCESS

Attractive remuneration package (base

The interviews at Career Openers will

salary and bonus).

conducted by Rainier Beelen and/or
Peter Freriks. After a selection of the
most suitable candidates, interviews

LOCATION
Mileway’s home base is their dynamic
office

in

Amsterdam

Zuidas.

The

organization equips employees with a
state-of-the-art

technology

package

that helps them keep in touch, wherever

will be scheduled at Mileway. Providing
references is part of the process.
For more information, please contact
Rainier,

Peter

or

senior

research

they are. That doesn’t mean that they

consultant Sanne van den Bos.

need you 24/7. Respect for personal life

rainier.beelen@careeropeners.nl

is key in the culture to keep teams

peter.freriks@careeropeners.nl

happy and batteries charged.

sannevandenbos@careeropeners.nl

