Integrated Customer
Management

How to develop trusting relationships
by putting customers first

What is your
(rue value proposition?
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Advice & Support
Entitlements
Pricing Model
Configurability

The first step 1s to create a
harmonious relationship strategy ...

CULTIVATE LONG-TERM RELATIONSHIPS

AUGMENT VALUE PROPOSITION

ENHANCE CUSTOMER EXPERIENCE

... in order lo
manage the customer’s lifecycle
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Lead Nurturing Offer Management Loyalty & Recognition Voice of Customer

... by using content to

5%@ Content hub stay connected with customers

Microsites
Mobile apps
Notifications

Newsletters

Blogs
Newsfeeds

Infographics

% Online events

) Web seminars
"k Online training

Podcasts
Video tutorials

ATN

E-books
Industry reports
White papers
Buyer guides

Data sheets
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Thought
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Themgtic Platforms
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organized around the
interests and passions of customers Informational o |
Content Commercial
Content
... designed to improve
the customer experience ® > Imecasured by
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Q Product exploration - Evaluation
Recommendations
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Q Training + Order Management
Configuration « Warranties
O@ Loyalty & Advocacy Purchase Intent
N Y, Retention Rate Engagement Score
- | ~ Incremental Sales Number of Subscribers
Q = O”board'gne%_'h ;Eefjkg?m; Support Growth Velocity Brand Favourability
O Segment Share Portfolio Value
\- ./

@ Systems of Insight
... which requires an integrated

Experience

Demand Generation
Management o
Platform Marketing Automation

Systems of Engagement

... at which point, vou qualify as a trusted partner

The circle of trust

... attributable to
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Reward

Explore

Customer
Experience

Interact

Recommend



