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Go BACKSTAGE!
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According to Forrester fewer than 50% of companies actually deliver on an 
outstanding experience 

According to Fortune Magazine; “Less than 10% of strategies effectively 
formulated are effectively executed.”

Customer 
Experience

92% of companies view 
customer experience as 
one of their top 
strategies

60% use customer 
experience as a 
competitive 
differentiator
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ENJOYABLE

EASY USEFUL
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Outcomes occur based on what happens BACKSTAGE

Customer 
Experience

PAIN FREE

PROACTIVE
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Vision
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Vision CLARIFIED

ACTION Taken

Value ADDED

VISION Reinforced

Cynics OVERCOME

Vision
Manage Your VISIBILITY



PowerHouse Consulting, Inc.    ◘ 360 Route 101, Suite 6, Bedford, NH 03110    ◘ 800.449.9904    ◘ www.powerhouse1.com PowerHouse Consulting, Inc.    ◘ 360 Route 101, Suite 6, Bedford, NH 03110    ◘ 800.449.9904    ◘ www.powerhouse1.com 

Leaders must be able to 
specifically identify key elements 
of the customer experience …  
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Strategy

Identify 3 specific elements of the 
customer experience



PowerHouse Consulting, Inc.    ◘ 360 Route 101, Suite 6, Bedford, NH 03110    ◘ 800.449.9904    ◘ www.powerhouse1.com PowerHouse Consulting, Inc.    ◘ 360 Route 101, Suite 6, Bedford, NH 03110    ◘ 800.449.9904    ◘ www.powerhouse1.com 

 Identity –
Who are you?

 Clarity –
Link to activities

 Omni Channel -
Consistency across all 
access channels and 
databases

 Behaviors –
Branded experience

Brand
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 Growth

−Markets/Penetration,

−New Products/Services

 Efficiency

−Operational improvements

−Proper asset utilization

 Value Proposition

−Quality, Price, Speed???

Business 

Objectives

Contact 
Center
Contributes
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Stra-Tactical Map

Adapted from: Norton & Kaplan’s book: Strategy Maps

Vision

Strategy

Process & 
Technology

10



PowerHouse Consulting, Inc.    ◘ 360 Route 101, Suite 6, Bedford, NH 03110    ◘ 800.449.9904    ◘ www.powerhouse1.com PowerHouse Consulting, Inc.    ◘ 360 Route 101, Suite 6, Bedford, NH 03110    ◘ 800.449.9904    ◘ www.powerhouse1.com 

 Identify Technology & Process 
requirements to support the Vision, 
Strategy and Business Objectives

 Master the art of making a 
business case in terms executives 
understand

 Contextualize technology 
recommendations, acquisition, 
implementation, to business objectives 

 Define and align cross-functionally 

 Understand customers changing 
channel choices 

Technology

Process
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“Without excellent 
operations, 
companies will find it 
difficult to execute 
strategies”

David Norton; Strategy Maps
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Operations
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“Operational innovation 
may appear 
unglamorous or 
unfamiliar to many 
executives, but it is the 
only lasting basis for 
superior performance.”

Michael Hammer, “Deep Change, How 
Operational Innovation Can 
Transform Your Company”

Benefits
Lower direct costs
Better use of assets
Faster cycle times
Increased accuracy
Greater customization
More added value
Simplified processes

M. Hammer, HBR

Operations
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Forrester: “An improved agent experience leads 
to better customer satisfaction outcomes”

Do your people know their role? 
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“All the world’s a stage, and all the 
men and women merely players.”
As You Like It; Shakespeare – 400+ years ago!!!

People

Information

Organization
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 People

− Define competencies, hire the right 
people, 

− Consistent training & learning, e-
learning, quality and performance, 
culture

 Information capital

− Analytics, collaboration, 
performance management, 

workforce management

 Organization capital

− Cross functional alignment, budget, 
teamwork, manage, mentor, coach, 
ratios, scheduling practices
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Align intangible assets to 
corporate strategy

People

Information

Organization
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Contact Centers 5 STAR RATING 

 Imagine the strategic impact when:

− Reduce time needed to do X

− Improve accuracy (reduce errors)

− Cut the cycle time of an order (improve 
process)

− Improve response time (planning, people, 
process, learning)

− Improve both quality and utilization of resources 
(assets)

− Improve the systematic collection of data to 
customize and segment customers by value, 
targeted campaigns

− Broaden the utilization of data collected, 
collaboration

− Etc. etc. etc.
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Consider changing 
the way things 
are done – as 
opposed to 
improving an 
existing 
operational 
process!
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The Show Must Go On …..

Senior Management Support

Employee

Savvy and 

Satisfaction

Technology

Application and

Utilization

Competitive Distinction

Customer

Experience

Loyalty Retention

Profitability
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Backstage
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HAPPY HOLIDAYS
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The End
Thank you for 
coming

Book Available NOW 
www.Amazon.com


