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	Key Customer Management
A structured approach for understanding and improving an organization’s capability to serve and grow its most valued customers.
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	For many businesses, a small number of customers are responsible for a high percentage of profitable revenue. Yet, for a lot of these companies, priorities and resources are not optimized to strategically mange and grow these all-important, key customer relationships.  

Part of the problem lies in the inherent complexities of large customer organizations: multiple stakeholders and hidden pockets of influence, operations spread throughout various geographic regions, multiple decision-makers, non-integrated or autonomous businesses units, cultural differences across international boundaries… and the list goes on. Simply deciding which customers are most important can be daunting, with many companies choosing either the largest customers or those who scream the loudest.  All of these factors greatly complicate the task of truly understanding customers and aligning business processes with customer needs.  

Successful companies are able to surmount these hurdles by adopting an integrated, enterprise-wide methodology to manage and grow key customer accounts. 
The purpose of Key Customer Management is to provide companies with a business planning process for identifying, managing and serving their most important customers.  This offering helps a business segment and prioritize key accounts in order to develop management strategies for customers most important to the business.  It provides common tools and methodologies to enforce the organization’s commitment to high-value customers.  And, finally, “Key Customer Management” helps organizations integrate customer plans across the enterprise to drive revenue growth, margin expansion and overall performance.
· Aligns customer strategies with business strategies
· Creates a coordinated interface with the customer
· Identifies drivers of customer behavior and predicts customers at risk

· Defines and measures key attributes of  satisfaction and loyalty

· Optimizes investment in customer relationships
Customer Segmentation and Prioritization
Provides in-depth customer segmentation strategies to determine which customers are most important to the business. 

Key Customer Teams
These are cross-functional teams that manage customer initiatives and are responsible for driving customer loyalty and revenue growth.  Team composition is based on priorities of the customer.

Key Customer Management Plans
Strategic and tactical plans focused on your most important customers.  These are targeted plans and actions designed to drive greater value at the customer.

Key Customer Reviews
Business-wide reviews of progress, gaps, and contingencies.  Part of existing operating and strategic planning process or separate review cycle.


	
	
	The “Key Customer Management” methodology, described below, is a 5-step process designed to produce the following outputs and activities: 

· Customer Research and Analysis

· Segmentation and Prioritization of Key Customers

· Integrated Business, Market, and Customer Strategy

· Revenue Growth / Margin Expansion Plans 

· Leadership and Account Management Work Sessions (Initial and Quarterly)

· Customer Feedback and Recovery Planning 
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KEY CUSTOMER MANAGEMENT  methodology
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Conduct work session with leadership and account management


Review business and market strategy


Test account hypotheses through collaborative customer strategy sessions


Validate Key Customer Strategies with leadership team











Understand current, tasks, roles, and responsibilities in selling and servicing key customers


Map organization design and roles to manage customer revenues and performance








Collect market and customer research


Analyze current financial data


Segment and prioritize key customers


Identify critical individuals at each customer site














LAUNCH CUSTOMER ROADMAP





DEVELOP KEY CUSTOMER STRATEGIES





DETERMINE CUSTOMER MNGT STRATEGY





PRIORITIZE 


KEY CUSTOMERS











Overview





Purpose





Benefits





Key Concepts





One-day work sessions quarterly with leadership team


Review market dashboard


Focus on key customers detail


Determine overall adjustments to strategies, resource allocation, objectives


Intervene with recovery plans for at- risk customers





Determine customer metrics linked to key needs


Develop revenue growth and margin expansion plan


Define contact relationship game plan


Develop rolling action item list








Customer Integrated Solutions is a customer excellence consultancy dedicated to sustaining profitable and loyal relationships between our clients and their most valuable customers.   www.CustomerIs.net 
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CONDUCT KEY CUSTOMER MNGT REVIEWS
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