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* Clinical Review: Alzheimer's
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The Importance of the Customer
Experience in a Down Economy

International Thought Leader Report
First Edition, L

Peter Lavers, Publisher
Customer Futures
John |. Todor, Ph.D. and William D. Todor, Ph.D., Editors
The Whetstone Edge, LLC

Authors
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Bill Price
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When times are
hard, cash is in
short supply and
customers are in
even shorter supply,
you need to carry
out a ‘strategic
due diligence’ to

Let the Value Equation Guide You

Through the Recession
Graham Hill, Ph.D., Germany

We are probably entering info a prolonged recession. Some even talk of a
new depression. Many companies have responded with knee-jerk cui-
backs. But smart companies are using the value equation’ to guide their
actions, The value equation looks at which customers are critical for the
company, how they create profitable value for core customers and what
they must do fo maintain growth in core customer profitability. The value
equation is the key to understanding which business activities to invest in,
which to maitain and which to cut back. It is the key to driving profit-
able growth in a prolonged recession,

Type in the word "recession” into Google and, at the last count, it returned
over 32 million hits. Everyone is talking about the recession and many
companies have already started to do something about it. Often this means
cutting swathes of staff without much thought to their long-term success:
British Telecom announced it is cutting 10,000 jobs, Citibank that it is
cutting 52,000 jobs and the City of London is forecast to lose over 370,000
jobs during the recession!

No Company Ever Shrunk to Greatness



CUSTOMER FUTURES

Six Rules fg
Recessio}

workings of good 4
customer managemen tZ™

g




Strategic Due Diligence

Cu :&@% er

Zappos Sites: Zappos.com Couture RiceShop

Needs |

aopping Cart | My Account | My Favorltes | Help

Bran
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Unle.n.‘lb BOURKE
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) Home
Brand List
Latest Styles

Shoes

Clothing

Bags & Luggage
Backpacks
Boots

Slippers

Customer
Experience

Delivery
Capabilities
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Understand the Value Equation

U Identify core customer jobs
nderstand
customer | |dentify desired outcomes
Needs e ey .
Prioritise jobs & outcomes

Zipgs  EEmE—cmemem

" Customer
Experience.

|

Understand | |dentify delivery system costs

Delivery . .
Costs Identify delivery system revenues
U Calculate customer value
nderstand

customer | Understand contribution to cashflow
Value . . . .
Identify associated risks, issues




Reframing Recession:
Lessons from the potato

Frove Seen amhmideting = for monchs
creatt crunch grd skyrocketing costs for food
teision of some Kind weec imminent. Of

£, e hove experented much of it hefore, But od we
Busily deuelop plons to ueather the dowenurs, we 2end

optimam. Go beck 200 gears and donsider the haoble
FOloto. i the 1o, '.:*-'_""';'..;n:lzhn:n:l uphenyal and
ey climetr change bad cresied o stuoifen e would
recogeniE iy, Across Europe, repested crop foilures
fod devdstoted the gran market. o the gap stepped
the dnlsved, incosmdired ead unbl then, unposufdr,
pobdtn. Teo cestunes afeer being inbodaced to England,
it bazome o steple of the Brish dhet.

Potato
Learnings

1. Hang out with customers

2. Watch out for unlikely
competitors

3. Be inspired by extreme
value

4. Go elephant hunting
with a slingshot

5. Prototype best ideas
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Focus on Customer Jobs

Quote...
“People don't want to buy a qus
qguarter-inch hole!”

C

-inch drill. They want a

...Uunguote

Ted Levitt
Marketer

B



We ‘Hire’ Products to Do Jobs

MARKETING

Giving Customers a

J O B Fair Hearing

the wpuis that are

\

...Make a 6mm hole ir
e.g. to hang-up i




What's New in iPhone 3G

3G Speed 3G
Browse fast on 3G

cellular networks.

Learn more b

IPhone In Bﬁanga
Enterprise

Get push emall, calendar,
and contacts. Learn more #

Maps with GPS i
Find your location %
and track progress.

Learn more #

App Store

Bownload @
thousands of apps

Learn more P

Important Information

Apple Ultracompact USB
Power Adapter Exchange
Program. Learn more P

redtures

App Store iTunes

IPhone3G

Gallery

BLIN apecs

eh

15,000 apps. And counting.

The fastest way to buy an iPhone 3G starts here »

Find a Stare

Top Paid Apps

Top Free Apps

Facebook

Stay connected with
yOur network,
View in iTunes »

Things

Manage tasks and
get things done.
View in iTunes b

Shazam

Find out what song
is playing.

View in Tunes #

Yelp
Read reviews of

places near you.
View in ITunes ¥

Fieldrunners
Play a game of
tactical strategy.
View in iTunes #

Wiew All ¥



Products Change... Jobs Don’t

Job: Listen to recorded music at home

1935 . 1970 1990 2008
33 RPM Tape CD-ROM iPod
LP Record Gold

Edition



Customer Value Calculator

‘Stage 3‘ Stage 2 ‘ Stage 1 ‘

HP 35s
Scientific Calculator

e WIEW NPT
RCL R Lanf

Costs
Revenues
Lifetime
Discount Rate

Portfolio of customers
Risk adjusted value

Referral value
Network value




N t. .d Sign on | Site map | Contact us | Branch finder
ALELN) IV (1 [& Proud to be a building society e
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Internet Banking Security Privacy Policy

The bad weather and Mationwide service = Find out more
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More info » | Demo = = 23, | insurance together
Register = SO]ld o Stable‘ ot + 5% discount online

Conditions apply .
Latest news Dependable. e

Guaranteed

Just the placeto  § Equity Bond
put your savings . ekt Rk Sh it pokantial

at the end of six year term

Home insurance

Base Rate Changes »
Mortgage Statements
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Security news - Important
information for Visa debit ...

w

House Price index - Find %

the value of your property More info »

Win great football prizes

"
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e Global directory | Contact | Zurich-City,/Tourism

ZUR]CH&' Zurich Financial Services

About Insight Investors Media Careers

]

o ' l;ri.:i‘“' -.. >

Customer Centricity

\ Discovering what consumers really think
H e N f of customer service
i i ¥ lIh'fl
. . S it . . il R e ARk
How can we help you today? } Zurichoverview ~ » Individuals = » Businesses 3
: - =

A e e 1

Zurich HelpPoint™  Here to help your world

Understanding vou and vour needs, how vou want to
Zurich HelpPoint captures our focus on customers a dmnhu‘r‘lby

glect a country

Quick Links

News releases Annual results reporting 2008 Stock quote
» Meldungen auf Deutsch 5 February 2009 10-FEB-09 / 15:27 CET ZURN
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Focus on Your Best Customers

Ucndetrstand P?tetct |Identify best customers
ustomer > es
Needs customers | ldentify products most used
“Customer Protect
jitomes Critical Identify critical touchpoints
EWFE?"CP-- Touchpoints y P
~--=:r..1
Protect . . .
Understand citical | ldentify critical delivery systems
elivery > . . . . T
Costs st::;?;: Identify supporting delivery capabilities
Understand
Customer
Value
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WHY CHOOSE US? YOUR ACCOUNT HOW DO I? MOBILE WEB

PAY AS YOU 6O

View all Pay Monthly phones
View our Tariffs

SIM Only

Pay As You Go

View all Pay As You Go Phones
View QOur Tariffs

SIM Cnly

My emall address:

1 Q Q —
Forgotten your
r'!:.n{iu.mrd;r LDEIH

FREE TEXTS o

View our Tariff ON ALL PAY AS YOU GO PHONES Going Abroad

Fhone Settings

Store Locator FIND OUT MORE

Picture Messaging

Top Up
PAY MONTHLY PAY AS YOU View all Pay Monthly Phones

ot a Question?

Sony Ericsson
LG Cookie KTTOI samsung GB00
* Free phone * Free phone * Free phone
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HARRARHS.COM RESERVATIONS MY TR CASING LOCATOR TRIP TOOLS CONTACT US HOT DEALS TOTAL REWARDS

LAS VEGAS ATLANTIC CITY RENO/TAHOE NEW ORLEANS/GULF TUNICA

MAKE A RESERVATION

-=%elect Destination--

| A L Never A Dull
Check-In Date - ; 5 / ; i Nh-l'l'ﬂrlt At 111E'

Feb bl [ 11 54 [ 2009 6] =
Check-0ut Date

Feb o] [ 12 14 | 2000 13] =
#Adults #Children

(10 [ ok
M Bz Hare GUARANTEE

View/Cancel Reservation

| —=5Select Casinos-—-

PIQTITRE THE

ATLANTIC CITY * £ m
et anp G ¢ foom ENTER NOW!

STAY & PLAY PACKAGES E-MAIL SIGN UP

The easiest way to keep abreast of the |atest promotions
offered by Harrah's Entertainment!

Click To Sign Up Now!

HARRAH'S RENOD:
Stay 2 Nights and Save
Stay 2 consecutive nights over select

periods and save 25%!

Book This Packagel HOT DEALS

Hot Deals at Caesars Palace N
Hot Deals at Rio All-Suite Hotel & Casino bilalihe™ _
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Sweat your Business Assets

Protect Cross/up
Best > Sell to
Customers Customers
i’am;»'« R
e —— Protect Sweat
E';" ien Critical »  Customer
')per” il Touchpoints Experience
. === |
|
Protect
.. Sweat
Critical .
. »  Delivery
Delivery Svstems
Systems ¥
Understand Invest
Customer > In Core
Value Business

|dentify cross /up-selling opportunities
Minimise spending on customers
Monitor customer retention, loyalty & profitability

Invest in critical touchpoints
Minimise spending on customer experience
Convert touchpoints to self-service

Invest in critical delivery systems
Minimise spending on delivery capabilities
Maximise use of delivery infrastructure

Invest in business innovation
Minimise borrowing, spending and risk
Identify disruptive business opportunities



Targeted Investments Pay-off

Change in spending behavior, percent

Gap hetween successful leaders’ and less successful former peers

R&D*
SG&A-? Advertising®

1990-91
recession 14.0 22.1 9.2

Expansion® l -14.2 I -3.4
6.8

www.mckinseyquarterly.com



,\\T\‘ﬁﬁ}!y

—

—-
-

LE & WIRELESS

HOME ABOUT US INVESTOR RELATIONS NEWS

-
.
L

CA

Cable & Wireless is one of the world’s leading international
communications companies. We operate through two standalone business

units - International and Europe, Asia & US.

Europe, Asia & US provides enterprise and carrier solutions to the
largest users of telecoms services across the UK, continental Europe,

Asia and the US, with an absolute focus on service.

Our International business operates full service telecommunications
companies in 39 countries through four major operations — the
Caribbean, Panama, Macau and Monaco & Islands u

LATEST PRESS RELEASES CALENDAR

INVESTOR RELATIONS
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Use Lean to Take Out NVA

Costs

Business

Cross/up
Sell to
Customers
Lapps emememmeemee
S r— Sweat Lean
E-:"'_ i - Customer »  Customer
.)goer” = Experience Experience
. — ==
|
Sweat Lean
Delivery »  Delivery
Systems Systems
Invest
In Core

Understand value stream processes

Identify non-value-adding activities

Remove non-value-adding costs... Lean
Remove non-value-adding variation... Six Sigma
Introduce customer pull mechanisms
Continuously improve through Kaizen



LA AT CARS TRUCKS SUVS&VAN HYBRIDS i

Toyota’s Lean Principles 15

1. Know what customers value
2. ldentify the value stream
3, Line,up value so that it flows

 Let the customer pull value
rive for perfection

A SHOPPINGTOOLS A FOROWNERS A TOYOTA CERTIFIEDUSED A TOYOTA RACING A ABOUT THE COMPANY Espafiol th=r

HOME | CONTACT US | SITE MAP | YOUR PRIVACY RIGHTS | LEGAL TERMS | OPEN ROAD BLOG | SIGN UP FORINFO | ) | ©2008-2009 Toyota Motor Sales, ULS.A, Inc. All information applies 1o ULS. vehicles only



50 Most Innovative Companies
Business\Week | —m— _—

2004-07" 200407* 200407 Innovative...
(In %) (Im %) (in %) (% who think s0)
1 APPLE USA North America 47 69 83 Products (52%)
2 GOOGLE USA North America 73 8 53 Customer Experience (26%)
3 TOYOTA MOTOR Japan Asia 12 1 15 Processes (36%)
o U North America 16 8 12 Products (26%)
6 TATA GROUP India Asia NA NA NAProducts (58%)
7 NINTENDO Japan Asia 37 4 77 Products (63%)
8 PROCTER & GAMBLE USA North America 16 4 12 Processes (30%)
g SONY Japan Asla 8 13 17 Products (56%)
10 NOKIA Finland Europe 20 2 35 Products (36%)
11 AMAZON.COM USA North America 29 -1 28 Customer Experience (33%)
12 IBM USA North America 1 11 4 Processes (31%)
13 RESEARCH IN MOTION Canada North America 56 -1 51 Products (37%)
14 BMW Germany  Europe 6 -5 11 Customer Experience (40%)
15 HEWLETT-PACKARD USA North America 10 17 35 Processes, Business Models, and Customer Experience (27% each)
16 HONDA MOTOR Japan Asia 12 6 14 Products (40%)
17 WALT DISNEY USA North America 6 14 7 Customer Experience (63%)
18 GENERAL MOTORS USA North America -2 -98 -11 Products (55%)
19 RELIANCE INDUSTRIES India Asia 31 -7 94 Business Models (31%)
20 BOEING USA North America 9 32 21 Products (63%)
21 GOLDMAN SACHS GROUP USA North America 30 6 28 Processes and Business Models (33% each)
22 3M USA North America 7 5 3 Products (45%)
23 WAL-MART STORES USA North America 10 -2 -2 Processes (48%)
24 TARGET USA North America 11 3 NACustomer Experience (67%)

25 FACEBOOK USA North America NA NA NACustomer Experience (51%)
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Empower Staff to Deliver

Increase

Business

Cross/u
/up Customer
Sell to
Self-
Customers .
Service
';’ap;;c;«- e S i it
gz e— Lean Empower
Uil - Customer Front-line
-)g:)er” il Experience Staff
- T ]
|
Lean Empower
Delivery Support
Systems Staff
Invest
In Core

Identify self-service opportunities
(Modularise products & business rules)

Introduce front-line delivery targets
Empower front-line staff to deliver targets
Monitor and support delivery of targets

Introduce delivery system targets
Empower support staff...
Monitor and support delivery...
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Search ba.com

* Register now > Remember me ]

United Kingdom »>Change country

Flights and more | Manage My Booking | Information Executive Club |
Welcome to
Country of departure ba com ® Manage My Booking (il

k$4 > Book multi-

[ United Kingdom
city

From
| Londen (All) e

To > Where we fly

Depart
Loy MMy

[ One way only

Return
DDy MM Y'Y

= My dates are fixed

Class |il
| Economy l-ﬂ
Ticket type [il

E Lowest price
Flexible conditions

Adults Children Infants
(12+) (2-11) (0-2)

(1] [oh (ol

L WEST,
BREAKS> JICOAST

BUSINESS CLASS
FLIGHT SALE EXTENDED

March travel only
Book by 24 February

*View business class flights

Enjoy an upgrade
and bonus
BA Miles

PR [ S

{) check in online [il

Booking
reference Lil

Last name

Go ¢

* All travel news

> Arrivals and departures

* Important changes for
travellers to the USA

Our travel extras

||:.| > Hotels

;II > Car rental

|E|| > Sightseeing

|@| > Airport parking
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Word of Mouth Marketing

"LM‘{E{ P 7] &_;Dﬁ'-w - Password.

Did you forgat your password? Click heme

Voca]pol nt Home /Join /Activities /Message Boards /Surveys /Did You Know? /Contact Us

P&G Tremor...the

We are powered by Procter

services provide a total sol M‘T};%

campaign execution and gu Members get access to fun, thought-provoking Vocalpoint inspires a lot of conversation among members. Check out the

experiences and explore products and services. hottest threads on our Message Board.
Our Word of Mouth by What's for dinner?
‘]I'j t & How do vou trim the fat from vour nightly dinner
vip - al routine? Share the recipes and meal planning ideas
ieasuremen you use to get healthy dinners on the table. Visit
Tunavision.com

7 i pdias » JOIN NOW

st B

We harness our Science, Scali

Connectors (Vocalpoint Moms - Tremor Teens) with discussion triggers to create consumer-

to-consumer relationship marketing that delivers measureable results on a naticnal scale.
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Focus on the Short & Long-term

Increase

Manage
Customer
Customers
Self-
. For Value
Service
i’ami;«- R
—— Empower Maintain
Customer: .
E"" ien Front-line Customer
')per” il Staff Experience
R
|
Empower Maintain
Support Delivery
Staff Systems
Invest Maintain
In Core Value
Business Creation

Maintain customer profitability
Balance customer lifetime value
Balance customer portfolio

Maintain customer experience
Invest in future critical touchpoints

Maintain delivery system
Invest in future core systems

Maintain business profitability
Minimise borrowing, spending and risk
Maintain options for future growth
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> [\/ \ »Shop all Departments . » Your M&S = » My Account

Enter Keyword or Product Code Current Offers including 50% off fine jewellery

Welcome to Your M&S

Enter Email Address:

Enter password:

# Mew user? Register now.
» Forgotten yvour password?

a trip to Venice! Enter
our prize draw with

» VALENTINE'S
FLOWERS

Iand the perfect gift!

* View All Flowers the NEW
# View All Valentine's

Watch




P&G Search

» PG Global Operations g ﬁ P&.G Go

Home Everyday Solutions Products Company News Careers Investor B2E Directory

February 10, 2000

b EAG tal Operat ,gw
B News connect + develop % Rl A r
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- u L,
Log in to your account. Why Partner
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“Nothing inbioclogy makes sense except in
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