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Transform Customer Value… 

Customer Value Innovation 

…Into Bottom-line Results 



Axios Customer Value Innovation 

Does your business have unique insight into unresolved customer problems?  Where can 

your companyôs capabilities create value for new customers in new markets?  Can the 

business generate an adequate return while pursing these new growth opportunities?  

In more depth than voice-ofïthe-customer or customer satisfaction initiatives, Customer 

Value Innovation (CVI) uses a variety of proven tools to answer these questions, 

including: 

ÅDiscontinuity & Orthodoxy Identification 

ÅDay in the Life of a Customer (DLC) analysis 

ÅResonating Focus Value Propositions 

ÅValue Mapping 

Customer Value Innovation progresses in two-steps: 

Step 1:  On a typical pilot project, we have a core team of 4 to 8 client managers with one 

manager appointed as the team leader.  An experienced Axios consultant will  be the team 

coach and guide the team throughout the process.  The Axios coach is joined by additional 

Axios staff, faculty affiliates and strategic partners, as needed, depending on the 

complexity of the challenge and the client team resources.  We will  also draw upon an 

extended team of client staff for information, analysis and consensus building.  

Each project begins with a situation analysis; where we bring together the entire 

organizationôs input on discontinuities, market opportunities and the cultural beliefs that 

may prevent successful implementation.  Then, we conduct a two-day training, hypothesis 

development, and project design session.  From there, we explore and validate 

opportunities with customers and channel partners.  Finally, we analyze each alternative 

and develop specific strategies for each market.  Throughout the pilot, the client has full  

access to all Axios tools and best practices.   

Step 2:  Upon successful completion of a pilot, Axios and its clients drive the best 

practices in customer value innovation throughout their organization.  Accordingly, Axios 

trains new project teams on the framework and tools.  Axios consultants remain available 

for continued coaching and analysis on an as-needed basis. 

© 2012 Axios Partners.  All rights reserved.                     www.AxiosPartnersInc.com 

Situation 

Analysis 

Customer 

Value 

Workshop 

Day in the 

Life of a 

Customer 

Research 

Value 

Proposition 

& Delivery 

Design 

Value 

Realization 

Process Overview 



How CVI Is Different 

The customer-satisfaction zealots use the popularity of value propositions to promote 

their 100% customer satisfaction programs and their belief that ñ the customer is always 

right.ò  Yet, winning value propositions do not always ñdelightò customers.   They are in 

fact, quite often just as much about saying ñnoò to customers, as they are about saying 

ñyes.ò  For example, when you fly Southwest Airlines, you will  save some money and get 

there faster, but you will  have to give up the conveniences of assigned seats and food 

service, among others.  The fact is the most profitable value propositions force the 

customer to make trade-offs.  CVI brings these trade-offs into focus enabling more 

targeted and differentiated products and services. 

When most organizations want to understand customersô values, they ask their customers 

whatôs important and listen to the response.  It sounds so simple, but there are some 

inherent flaws with this approach.  

1. You cannot assume that the customer has actually given some thought to the 

question and can clearly articulate their requirements.  

2. Customers donôt understand your business and technology so they really donôt 

know what is possible.   

3. Customers have an annoying habit of asking for things that are unprofitable, like 

lower prices and free services.  

4. Customers like to make suggestions upon which, they believe, you will  act; 

therefore, they tend to focus on incremental opportunities instead of breakthrough 

leaps in value.   

5. Lastly, even assuming that the customer has the winning value proposition all 

figured out, itôs highly likely that they are also telling your competition the same 

thing. 

Simply listening to the customer merely recycles customer opinion.  CVI generates new 

insight and reveals future customer value requirements by enabling client cross-functional 

teams to  ñbecome their customer.ò 

Different from Customer Satisfaction 

More Than Just Listening To Customers 

Most customer research focuses on the buyerôs 

purchase criteria and/or the experience using the 

product or service. CVI uses a series of in-depth 

interviews and direct observation to understand 

the entire customer experience, from discovering 

the need through the disposal of the product. All  

individuals within a customer organization that 

influence or are affected by the product or 

service are analyzed for unrealized opportunities 

to profitably deliver more customer value. 

Analyze The Entire Customer Experience 
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About Axios  

Axios leads clients to innovate and manage their customer value for revenue and profit 

growth.  Drawing on our network of expert resources, we combine highly skilled and 

experienced consultants with the cutting edge methods to address each clientôs unique 

challenges.  Axios has developed and implemented highly effective differentiation 

strategies for clients across a variety of industries, such as financial services, high-tech, 

energy, health care, telecommunications and industrial products.   Our clientsô results 

have been highlighted in Fortune, Harvard Business Review and numerous other 

publications.    

Who We Are 

How We Are Different 

Customized Solutions:  There is no ñsilver bulletòéthat one business process or 

management methodology that can solve every problem.  Each business situation is 

unique.  Axios excels at finding and adapting the best tools to achieve our clientsô 

growth and profitability aspirations.   

New Capabilities:  Axios consultants are not only skilled, results-oriented 

practitioners, but also are exceptionally talented at coaching clients to ñlearn by doing.ò  

When clients actively conduct the analysis and develop the solutions, they develop 

deeply rooted skills for future use.  Generating insights and driving intra- and inter 

company alignment become embedded in our clients.  More importantly, when clients 

jointly develop the solution, the resulting buy-in accelerates implementation.  Axios 

engagements consistently generate at least a 10:1 return on project investment within 

12 months of implementation. 

Cutting Edge:  Our network of Axios leaders, faculty and strategic partners bring the 

best practices across a broad range of expertise.  If  our current network does not have 

the necessary expertise, we will  leverage those contacts to bring new best-in-class 

practitioners to your engagement. 

 

Axios Client Results… 

Overtake  the 
Market Leader 

80% Penetration  
for a New Product 

Raise Price  
by Over 20% 

Charge  for 
Previously 

Free Services 
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