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AXxios Customer Value Innovation

Doesyour businesshaveuniqueinsightinto unresolvedcustomemroblems? Wherecan
your ¢ 0 mp acapabilgiescreatevalue for new customersan new markets? Canthe
businesgieneratean adequateeturnwhile pursingthesenewgrowth opportunities?

In more depththanvoice-ofi the-customeror customersatisfactioninitiatives, Customer
Value Innovation (CVI) usesa variety of proven tools to answerthese questions,
including

A Discontinuity& Orthodoxyldentification

A Dayin theLife of aCustomeDLC) analysis

A Resonating-ocusValue Propositions

A Value Mapping

CustomerValue Innovation progressef two-steps

Stepl: Onatypical pilot project,we havea coreteamof 4 to 8 client managersvith one
manageiappointedasthe teamleader An experienceddxios consultanwill betheteam
coachandguidetheteamthroughouthe process The Axios coachis joined by additional
Axios staff, faculty affiliates and strategic partners, as needed,dependingon the
complexity of the challengeand the client teamresources We will also draw uponan
extendedeamof client staff for information,analysisandconsensubuilding.

Each project begins with a situation analysis where we bring together the entire
or g ani mputon discahttuitiesmarketopportunitiesand the cultural beliefs that
may preventsuccessfuimplementation Then,we conducta two-daytraining, hypothesis
development,and project design session From there, we explore and validate
opportunitieswith customersand channelpartners Finally, we analyzeeachalternative
anddevelopspecific strategiedor eachmarket Throughoutthe pilot, the client hasfull
accesgo all Axios toolsandbestpractices

Step 2. Upon successfulcompletion of a pilot, Axios and its clients drive the best
practicesn customervalue innovation throughoutheir organization Accordingly, Axios
trainsnew projectteamson the frameworkandtools. Axios consultantgemainavailable
for continuedcoachingandanalysison anasneededasis

Process Overview

Day inithe Value
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Analysis Customer, & Delivery Realization
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How CVI Is Different

Different from Customer Satisfaction

The customersatisfactionzealotsuse the popularity of value propositionsto promote
their 10 customersatisfactionprogramsandtheir belief that ii the customelis always
right.d Yet, winning value propositionsdo not alwaysfi d e | tugtdnter8 Theyarein
fact, quite often just as much aboutsayingfi n dotcustomersasthey are aboutsaying
i y .6 Borexamplewhenyou fly Southwestirlines, youwill savesomemoneyandget
therefaster, but you will haveto give up the convenience®f assignedseatsand food
service,among others The fact is the most profitable value propositionsforce the
customerto make tradeoffs. CVI brings thesetradeoffs into focus enabling more
targetedanddifferentiatedproductsandservices

More Than Just Listening To Customers

Whenmostorganizationsvantto understancc u s t ovalees,thay asktheir customers
w h a impartant and listen to the response It soundsso simple, but there are some
inherentflaws with this approach
1. You cannotassumethat the customerhas actually given some thoughtto the
guestionandcanclearly articulatetheir requirements
2. Customersd o nudderstandyour businessand technologyso theyreallyd o n 6 t
know whatis possible
3. Customershavean annoyinghabit of askingfor thingsthat are unprofitable,like
lower pricesandfree services
4. Customerslike to make suggestionsupon which, they believe, you will act
therefore theytendto focuson incrementalopportunitiesnsteadof breakthrough
leapsin value
5. Lastly, even assumingthat the customerhas the winning value propositionall
figuredout, i t higkly likely thatthey arealsotelling your competitionthe same
thing.
Simply listening to the customermmerely recyclescustomeropinion CVI generatesiew
insightandrevealsfuture customewaluerequirementdy enablingclient crossfunctional
teamsto 1 b e c thameustomeo

Analyze The Entire Customer Experience

Most customerresearchfocusesontheb u y e | _‘ |
purchasecriteriaand/orthe experiencaisingthe Discou: i =
productor service CVI usesa seriesof in-depth ’
interviews and direct observationto understand | CUS'L"I'IQI'EV'E'? ‘ -
the entirecustomerexperiencefrom discovering Hﬂ.ﬂ — cYCLE |l

Use

the needthroughthe disposalof the product Al
individuals within a customerorganizationthat ‘

influence or are affected by the product or - —
serviceareanalyzedfor unrealizedopportunities E Manage g nﬁgg@
to profitably deliver morecustomewalue N e
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About AxXios

Who We Are

AXxios leadsclientsto innovateandmanageheir customerwvaluefor revenueand profit
growth Drawing on our network of expertresourcesywe combinehighly skilled and
experiencecconsultantswvith the cutting edgemethodsto addressachc | i aumqued s
challenges Axios has developedand implementedhighly effective differentiation
strategiedor clientsacrossa variety of industries suchasfinancial serviceshigh-tech,
energy,healthcare,telecommunicationandindustrial products Ourc | i eeasults 6
have been highlighted in Fortune, Harvard BusinessReview and numerousother
publications

How We Are Different

Customized Solutions Thereis nofi s i |bwé¢ @ that ane businessprocessor
managementnethodologythat can solve every problem Eachbusinesssituationis

unique Axios excelsat finding and adaptingthe besttools to achieveourc | i ent s 6
growthandprofitability aspirations

New Capabilities:  Axios consultants are not only skilled, resultsoriented
practitionersput alsoareexceptionallytalentedat coachingclientsto il | e iy domgo
When clients actively conductthe analysisand developthe solutions,they develop
deeplyrootedskills for future use Generatinginsights and driving intra- and inter
companyalignmentbecomeembeddedn our clients More importantly, when clients
jointly developthe solution, the resultingbuy-in acceleratesmplementation Axios
engagementsonsistentlygenerateat leasta 10:1 return on projectinvestmentwithin
12 monthsof implementation

Cutting Edge Our networkof Axios leaders faculty and strategicpartnersbring the
bestpracticesacrossa broadrangeof expertise If our currentnetworkdoesnot have
the necessaryexpertise,we will leveragethose contactsto bring new bestin-class
practitionerso your engagement

AxXxi os CI i ntr

Overtake

Charge for .
Previously
_Free Services
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