Future State Definition

Creating alignment about the outcomes you are aiming to achieve

To operate to its full effect The
Customer Framework " approach
needs very clear and detailed input on
the desired capability levels required
by the organisation at the end of the
programme period.

We normally avoid asking senior
managers and busy operational
people about whether they do or do
not see themselves delivering each
one of hundreds of individual
capabilities.

Our approach is to talk in Business
Outcomes. These are concepts that
business people can easily grasp and
make a judgement on the importance
that they attach to each outcome. We
also illustrate the ‘art-of-the-possible’
whenever we are asking people to
think about future capability.

The Customer Framework™ toolset

Mustration of a typical maturity evelution

CEB: Value-Based Customer Management

Starting out
The walue of customers has not been dafined and s not

formally measured. It 1ends to be assumed that higher vale
CUStOMErs aré 1hosewha curantly own tha most BXpEnsie Cars
Thetefore the taly customers who ane tregted differently sre
thuse Luyiny premivm buad vetiches. Thee i oo ches:

deflintion of w13t the desler's vaiue roposiion 5 1o edher
‘premium’ customars or ‘normal’ cutiomers

Developing

The d-iifhfigrg has devalopad s own dafintion of customer
valua based on the mformation that & has available and 25 views
of WhITarves cusiomer profiadiiny, 11 has crealeda databass
that supports analysis of customer purchase information (by
customer as opposed to vehicls) and has baded ths with at
least three years of customer purchase information covering
vehizlat and servicas.

Advanced

The spif of valee 308 The customer hass nas baan a%alyed
and usedtocreate 3 baskc value-based segnenation famework
inlo which all exsting customers have been placed. A cear
customer value proposition has been developed forthe
dealership along with 3 simple communication device 10 explain
i 1o customers. The propostion is supponed by clearard
publiShad Srvice STandands 30ains1 each proposition sment
The same overall proposition is Celvered to all customerns but
the investment made in terms of communiction and promotion
& driven Dy the valpe segmentaton

Expert

Thgcatula'.m of customer vaiue has been extanded to take into
3ccount the drect costs associated with all transactions and all
wterachons . The comelstion betwean value and cther profiing
charactenstics has bean analyzed Extra dimensaons (i 30stonto
wusiumes value) have been sdded (v e segmeniation hsmenok
(Needs, Attitudeetc.). The history of customers® movement across
segments is stored and each segment has been Jescribed for staffin
segment paesonfications. Segment-specfic verzions of the overall
customer value proposition have beer developed for some key

has all the linkages from the thirty or Kegmants.

forty desired business outcomes back ( ﬂ
to the individual capabilities that will

need to be developed or

upgraded from the current state Required outcomes

is delivered back in a series of

Desired Maturity Statements Al staff will have access to core information on every customer

for the Senior Management
team to sign off and to then

for every productin their market.

5 Al staff in ‘selling’ roles will know what is the most attractive
drive the rest of the engagemer praduct to sell the customer next

The organisation will be placing a financial value on its
customerinformation in ils corporate reporting

Customers will be able 1o update personal information digitally
for zll products held in ore intervention

Completely  Substanialy  Parlly MNotAtAll

Completely Substantially  Parlly Mot At All

Completely Substanfialy  Parfly  NotAtAl

Compietely Substantialy  Farlly Mot At All

The Customer Framework™ is a porifolic of Tools, Replicable Methodologies and Unigue Intellectual
Property deployed by a network of Expert Practitioners who support large organisations in delivering their
Customer Management activity effectively and efficiently.

It is based on an ethos of robust but lean solutions to client challenges backed up by thought leadership,
constant innovation and validated best practice from across the globe. Every tool and methodology has
been used multiple times in blue-chip clients. They integrate around a widely accepted model of customer
manacement and a flexible deplovment process.

Touchpoints

Consulting & Communications

Mawnay

?GUS':IIIGI‘

3]



