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Some of the critical questions and issues we will be
answering today

= How can = Why is = All parts of an = Understand the four
Customer customer organization must be steps to create a great
Experience be a segmentation aligned to the strategy customer experience.
differentiator for critical to to create a good
an organization? creating a great customer experience.
customer

experience?
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CPE (NAsBA)

* Click the link in the CEU Request Widget to sign up for credit

* Stay online for the entire webcast

* Click ‘ok’ for 3 popups that occur during the program

* Credit available for participation in live webcast only
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Making the most of the webcast

Ask Questions
(via the Ch&A bax )

A

Download
Resources




Today’s Speakers THE CONFERENCE BOARD @

Sharon Moura Doug Von Feldt Stacy Starkka, PhD
Principal and Client Executive Engagement Executive (Moderator)
AlignOrg Solutions AlignOrg Solutions Distinguished Principal Research Fellow,

Human Capital
The Conference Board

@



fj Business Buyer Expectations Mirror Growing Consumer Expectations

Customers’ expectations for empathetic and personalized engagement don’t stop when
they go to work. Much like consumers, business buyers see a gap between their
expectations and the reality they experience.
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Poll Question

What is a differentiating customer experience?
* One that distinguishes your organization from the com
* One that your customers value and is a reason they c
« Being great at every interaction with the customer

» Focusing only on the customer service function
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Is and Is Not

& €3

A differentiated customer experience IS... A differentiated customer experience IS NOT.....

» One that distinguishes your organization from = Delighting the customer at every interaction

the competition = Focused only on customer service
» One that your customer’s value and is a
reason they choose you

A differentiating customer experience is often described as “amazing” or
“best in class.” If your organization provides uniquely compelling
experience and attracts new customers, it’s likely a differentiating

customer experience.

L
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Your Customer’s Journey Matters

O
 Built from customer data and insight
« Always from the customer’s perspective
10 |

» Used to design the experience for the customer’s desired journey

Q > Explore >> Evaluate >> Purchase >> Install >> Operate >
Q > Discover >> Select >> Onboard >> Use >> Advocate >
@ > Attract >> Convert >> Nurture >> Close >> Service >

Simplified Illustrations

L
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0 Where will an “at par” CX will be ok?

It depends....

> Research >> Innovate >> MFG >> Sell >> Distribute >
w Q@ @ O O ©
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Where a differentiated B2B CX will help your organization win

L It depends... some customer touch points have greater strategic value than others.

> Explore >> Evaluate >> Purchase >> Install >> Operate >

Life Sciences
Manufacturer
Building O

Equipment
Manufacturer
Healthcare
Product
Manufacturer
Software-as-
a-Service
Provider
Telecom Q

Provider

Identify your customer’s critical moments before you begin to deliver
a strategic differentiated B2B experience.

AlignTirg
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Customer Segmentation Matters

There are many ways to segment customers. This organization
looked at how customers wanted to interact with them

Minimum Touch

Product information
Digital interaction
Live person via phone
Content library

© AlignOrg Solutions, 2022. Confidential

i Emerging

Single point of contact

Inside sales contact

General marketing insights
Forecasting support

Help driving end user demand
Business generation
Flexibility, agility

Proactive recommendations based
on prior behavior

Portal access for information

é White Glove

New idea collaboration
High-touch partner collaborator
Forecasting

Channel Manager interaction
Interaction with sales organization
Dedicated account team
Customized insights

Proactive solutions to issues
Quarterly joint planning

POS data analysis

System integration

AlignTirg
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Customer Segmentation

Transaction
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B2B Personas Matter

Who are the customer personas that
matter for your organization?

Service Technician
| want to show up as a

professional. Make it easy
for me to be a professional
on servicing your products.

Purchaser

| am busy; it needs to be
frictionless to buy from
you.

CEO

| want to know | am
partnering with innovative
winning companies.

Reduce my investment risk.

HR Leader

Teach me to fish. Show
me how to identify OD

needs and solve for them.

© AlignOrg Solutions, 2022. Confidential
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Customer Insight ‘ Model for Organizational Implications

Customer
Journey Map

Customer
Segmentation

Personas That

0 What are the organizational implications of your choices?
Matter Most
16 |
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Alignment is King

"The alignment of many choices has more impact on success than a handful of “best-in-class” but misaligned choices.”

Areas for Key Questions Organization Implication Examples
Alignment

Strategy

Work

Structure &
Linkages

Information &
Metrics
People &
Rewards

Leadership &
Culture

How does this insight inform how your organization will win in
the marketplace?
What capabilities are differentiating?

What work will change as a result?

What is the strategic impact of the work?

How will you re-imagine work processes that impact the
customer?

How will you align that work to a structure?

How will you measure effectiveness of the organization?

How will you allocate staff?
What type of talent do you need and how will they be
rewarded?

How will this change the leadership you hire and how they
behave?

What organizational choices will you make to create the culture
you need for success?

© AlignOrg Solutions, 2022. Confidential

Billing, typically a necessary function, becomes a
competitive differentiator

Ensure journey maps reflect all work required to
create a create customer experience, not just
customer facing work

New Customer Experience organization for “White
Glove & Emerging” customers aligned by geography
and customer type

Shift from customer service metrics to customer
experience metrics

Highly skilled PHD’s may be required to take
service calls to resolve issues quickly

Every leadership meeting starts with a customer
story. Leaders actively sponsor a customer
account.

AlignTirg
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Poll Question

What side of the organization cube does your organization str

* Work: Ensuring the processes that drive customer exp
clearly documented, and are being followed

+ Structure: Everyone is clear on what their role is in the

* |nformation & Metrics: How to measure customer serv
measures are being used

» Culture: The organization culture reflects the desire to
a key differentiator in the marketplace
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Culture

o

“The secret of success is changing the way you think.”

- Jack Welch
Customer- Get off the
First .
Culture PowerPoint and
Customer into Action

Centric
Culture

Culture of
Customer
Intimacy

Culture of
Customer
Care

change:

O Organization choices, and
O Leaders’ thinking & behaviors

Culture is a cause and a result of design choices; the best way to change culture is to

20 | © AlignOrg Solutions, 2022. Confidential
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Four Steps to Differentiated Customer Experience

how the organization competes and operates.”

1 Strategy Alignment: Ensure customer experience is built into the strategy and is a
true differentiator in practice and not just in words.

2 Deeply Understand the Customer: Allocate the expert resources and do the in-
depth research.

Organizational Alignment: Use a high involvement approach with a cross
3 functional team to design your organization for a differentiated experience.

Insight to Innovation: Implement a business model that continuously learns about

O
“You don’t change organizations unless you change the way people think about
4 the customer, generates new meaningful insights and turns them into action.
21 |
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In Closing...

your distinctive offering at critical moments — and differentiates your
organization from the other noise in the marketplace.

| True organization alignment enables customers to consistently feel

. L
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Thank you!

Sharon Moura
Sharon.Moura@alignorg.com

www.alignorg.com

© AlignOrg Solutions, 2022. Confidential

Doug Von Feldt
Doug.VonFeldt@alignorg.com

www.alignorg.com

AlignTirg
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#» Continued Learning: AlignOrg Solutions’ CX Executive Guide

Designing an v" Use the customer experience as
24 |

Organization a competitive advantage
for a Differentiated

Customer Experience v Discover if a differentiated

customer experience is a winning
strategy for your organization

A GUIDE FOR THE C-SUITE EXECUTIVE

v" Measure how customer
experiences help your
organization succeed

Watch your email for a link to download a complimentary copy
© AlignOrg Solutions, 2022. Confidential AI ig n 0 rg



Upcoming Webcast Programming from The Conference Board

®  What the New Landmark #MeToo Law Means for the
Future of Business and Employees (March 30, 2022)

® How to Address Health Equity Gaps in Musculoskeletal
Pain & Mental Health Care (April 5, 2022)

®  Human Capital Watch™: The Next Horizon of the Ukraine
War: Leveraging The Power of Organizations (April 12,
2022)

View all our upcoming webcast programs at
https://lwww.conference-board.org/webcasts/upcoming/
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https://www.conference-board.org/webcasts/upcoming/
https://www.conference-board.org/webcast/specials/me-too
https://www.conference-board.org/webcast/specials/health-equity-gaps
https://www.conference-board.org/webcast/human-capital-watch/2022-April

NEW Podcast Series: CEO Perspectives - Insights for What's Ahead™

Hosted by our CEO, Steve Odland, this bi-monthly
series features in-depth interviews with thought
leaders from The Conference Board to provide
business executives with data-driven insights to

prepare them for what’s ahead.

PERSPECTIVES

Insights for What’s Ahead™ Listen & Subscribe

Available on our website at https://www.conference-board.org/podcasts/ceo-
perspectives-podcast or on most popular podcasting platforms, including:

@ Jipy, LiEtenen LISTEN ON
#” Apple Podcasts *.1" Google Podcasts
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https://podcasts.apple.com/us/podcast/c-suite-perspectives/id1565427142
https://podcasts.google.com/feed/aHR0cHM6Ly9jc3VpdGVwZXJzcGVjdGl2ZXMubGlic3luLmNvbS9yc3M?sa=X&ved=0CAMQ4aUDahcKEwjI8MDA4LfwAhUAAAAAHQAAAAAQAQ&hl=en
https://open.spotify.com/show/2Y7c9gtdZJqocXdak7MOY5

Geopolitics Content Hub

Updated daily with the latest insights for your
company to navigate the Russia-Ukraine Crisis

Visit https://www.conference-board.org/topics/geopalitics
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https://www.conference-board.org/topics/geopolitics

myTCB"

Sign in to enjoy customized, convenient access to the full range of
Member benefits — the latest research, benchmarking & data tools,
peer networks, and events delivering Trusted Insights for What’s Ahead.

Watch this short video to get started.

= THYCDNFEHENCEEQARDQ US EUROPE ASIA | CHINA GULF

Conferences & Data s Conters  Actess My Calendar
Member Events  Benchmarking  Councils  Experts

MY LATEST RESEARCH & INSIGHTS RENDING TOPICS

My Councils & Communities
Economy, Strategy & Finance
Center ty

Featured Insights
Emerging Markets View: Falling
infection rates set the stage for
continued recovery New & Noteworthy
| 17 March, 2021 | Economy Watch Reports

Salary Increase Budgets for Achieving Ambidextrous C-suite Challenge ™ 2021:
( 2021 Results of the 2020 Leadership: Driving “Perform Leading in a Pos D-19

& Transform” Innovation for Recovery (C

Step-changed Business Results

25 March, 2021 | Publication fy Calendar
 Data-driven Approach for
fanaging & Direct-contracted
rovider Network
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https://www.conference-board.org/mytcb
https://youtu.be/J-Owz0s0gX8

CHRO SUMMIT:
THE FUTURE OF WORK

VIRTUAL EVENT
April 20, 2022

This event is Complimentary for The Conference Board members.

Register now at www.conference-board.org/chrosummit
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