Value Proposition Development

Crystallizing and clarifying the value you deliver to customers

The lack of a clear value
proposition is the root cause of
many of the Customer
Management and Marketing
problems in large numbers of
organisations: low customer
satisfaction; high cost-to-serve;
lack of competitive
differentiation.

Defining the value proposition
(or propositions) is a key part of
the Customer Framework’s
offering in defining the future
state. The resulting definition will
work at a number of levels from
a first level down from the
organisation’s mission or vision
to a detailed set of customer
standards, often in the form of a
Customer Charter.

Always based on an
understanding of customer
needs, the approach either uses
the organisation’s existing
needs research or puts in place
quick, small-scale research that
provides at least enough input to
develop an initial proposition,
where one did not previously
exist.

A clear focus is also provided on
the creation of material that
helps the communication of the
proposition, both internally to
staff and externally to customers
and the market in general.
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Qur showrooms will be open forthe same hours as the main shopping centres.

Wewill always be available to deal with your guestions in our showrooms but are very happy foryou
to browsealone.

Wewill answer your phone calls to our Contact Centre quickly and will get back to you withinx
minutes ifwe cant answer your call.

Wewill reply to your emails and enquiries on our website withinx hours of you sendingthem.

When you order your carwe will agree a collection date with you. Ifwe cannot havethe carready on
that date then wewill deliveritto your home or office

Wewill remind youwhenwethink your caris duefor service by your choice of SMS, Email or Phone.

When youwantyour car serviced wewill always give you an appointment within2 days and will doour
bestto offer next day appointments ifthe service is overdue,

Ifyoubring your car for service atthe agreed appointmenttime we will attend to you withinx minutes
and haveyoufreeto leavewithin y minutes,

Wewill provide youwithtaxi vouchersto get you back to the city centre

Wewill agreea collectiontime with you and will netify you by SMS, Email or Phone ifthe car is ready
earlierthan this

Wewill provide Internet Access and Wireless Networksin thewaiting areas of each service facility.
Ifthereis any delay inyour car being ready after service work wewill contact you to adviseyou at
leastx hours beforethe agreed colleciontime

[fwe haveto delay the collectiontime by morethan one hourthen a sliding scale of discount will apply
based onthelength ofthe delay

Wewill have your car atthe collection area withinx minutes of your account being settled or youwill
receive a discountvoucher for your next service visit

Ifyouare not satisfied with any aspedt of the way we deal with you then we welcome your complaint
by SM3, Email, Phone or Website and will get back to youwith atleastan initial response within x
days

Onceyou have bought three cars fromus and hadthem reqularly servicedin ourworkshopswe will
provide you with a discount structure that is not availableto other customers.,

The Customer Framework™ is a portfolio of Tools, Replicable Methodologies and Unique 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
management and a flexible deployment process.

Touchpoints

Consulting & Communications

=
rcustomer
o

|

~




