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and unlock hidden value.

Develop customer-centric strategy >



CUSTOMER CENTRIC STRATEGY

The importance of aligned customer experiences

just one bad

experience

This shows how failing to prioritise customer needs
and expectations in strategy can erode customer
loyalty — even if a brand initially has a strong
relationship with them.

Without a customer-centric approach, businesses
may lose revenue due to misaligned customer
experiences, highlighting the critical need to
engage with and understand customers.

Here at BlueOcean Agency, our clients can find it
challenging to carve out time for customer insight
development, like customer interviews. Many rely
on ad-hoc sales calls for customer insights, which
is practical but will likely not reveal the full picture.
We can be more intentional in developing a
deeper understanding of the customer.

Here are four insights into the customer-centric
approach, and how you can bake them into your
day-to-day to support alignment and growth
QCross your organisation.
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https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/future-of-customer-experience.html
https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/future-of-customer-experience.html

CUSTOMER INTERVIEWS
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Genuine interactions fuel good marketing

If we ask the right questions, marketers can
uncover a wealth of insights into customer
needs and preferences — and copy and
campaign ideas for days.

A bank of quotes and customer insights can
quickly become a sharable resource within your
organisation, helping to align sales, marketing
and beyond.

Freyja Spaven
Senior Marketer, BlueOcean Agency
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SHORTEN THE SALE CYCLE
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Shorten the sales cycle with customer-centric assets

We can use customer insights to equip the sales
team with valuable materials and facilitate the
right conversations, helping to shorten sales
cycles and support the force multipliers.

For example, when James Igglesden, Product
Marketer and Entrepreneur, needed to increase
sales at a dental supply organisation, he

developed a training program for the sales team.

This approach, including creating several
“wraparound” sales assets, brought a shorter
sales cycle and more conversions.

James Igglesden
Product Marketer
and Entrepreneur
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https://www.salesforce.com/uk/resources/articles/customer-expectations/
https://www.salesforce.com/uk/resources/articles/customer-expectations/

LEVERAGE CUSTOMER FEEDBACK
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Leverage customer feedback for strategic growth

Design your interviews to uncover customer pain
points and unmet needs and use them to improve
existing products and services.

A deeper understanding of customer preferences
guides us into more strategic decision-making,
helping us to focus on the areas that will bring the
most customer value.

Freyja Spaven
Senior Marketer,
BlueOcean Agency
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DISCOVER THE HIDDEN VALUE
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Discover the hidden value in service offerings

Customer insights can discover the value
hidden in the services you are already
providing to unlock new growth areas.

Transform them into standardised offerings by
giving them a clear value proposition with
tangible outcomes, and you may open doors to
new markets and enhance customer satisfaction
in the process.

James Igglesden
Product Marketer and Entrepreneur

HOW TO SHORTEN THE SALES CYCLE — AND UNLOCK HIDDEN VALUE



INSIGHTS INTO ACTION _,, 225 INSPIRED

Shaping a new product with
customer-centric strategy

The challenge was discovering how to differentiate
and launch a successful product into a new market.
Through customer interviews, we discovered
customers valued a free audit that was always
conducted before any mechanical work began.
Using real customer insights from interviews, we
shaped the audit into a product, unlocking more
value for our client and enhancing the experience
for the customer, who loved the value-add of an
audit service.

If we can leave you with one takeaway,
incorporating customer insights into strategy is a
powerful driver of alignment and growth across B2B
organisations. Everyone benefits from a deeper
understanding of customers, helping to deliver more
value and unlock new opportunities for growth that
may have been overlooked.
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CUSTOMER CENTRIC STRATEGY

Add customer-centricity to strateqgy

CUSTOMER CENTRICITY

Customer interviews are a powerful
tool for providing a direct line to
customer preferences.

LEVERAGE

Business owners can unlock growth
opportunities, uncover pain points and
unmet needs with customer interviews.

SHORTEN THE

We can use customer insights to equip
the sales team with materials that
have messaging continuity, helping to
shorten sales cycles.

UNCOVER HIDDEN VALUE

Customer insights can discover the
value hidden in the services you are
already providing to unlock new
growth areas.
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NGA MIHI B2B INSPIRED

Bz B At BlueOcean, we aspire to learn and share as
I NSPI RE D much as we possibly can to inspire fellow B2B
professionals to be some of the best and

brightest in the world.

Helping the B2B
CO m m u nlty Succeed Follow the WE DO B2B podcast and join the community of marketers who are

making waves across New Zealand and abroad.

Watch on
> YouTube
Listen on
e Spotify
- Listen on
Apple Podcasts
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DO
B2B

We eat nothing but B2B marketing
for breakfast, lunch and dinner.
To find out if we could be a good
fit to work together, please
contact us.

B BlueOcean | The B2B Agency

'

CONTACT US

0800 258 362

hello@blueoceanagency.co.nz

€& Levell, 143 Durham Street,
Taurangq, Bay of Plenty 3110

GridAKL, 12 Madden Street
Auckland 1010

a
3 www.blueoceanagency.co.nz




