
The Client
Booz Allen Hamilton,Inc.,referred to as Booz Allen,is one of the oldest
strategy consulting firms in the world.A privately-held company head-
quartered in McLean,Virginia,Booz Allen has over 100 offices
and19,000 employees serving clients on six continents.Booz Allen
works with many leading corporations and global governments,agen-
cies,NGOs,as well as nearly every part of the U.S.Government and
military infrastructure.

The Situation
Booz Allen Hamilton was gearing up to introduce a customer experi-
ence based research and delivery methodology into its traditional
Customer Relationship Management consulting practice.The consulting
team needed marketing materials for an upcoming conference to mar-
ket the new approach.

The Solution
Customer Experience Management (CEM) is
based on the idea of capturing the “pains” of cus-
tomers as they interact with the company.These
pains are closely examined to identify the opera-
tional,management,marketing and technical issues
behind the pain and measure the business impact.

An Ideal Customer Experience brochure illustrat-
ed the financial gains and cost savings,and overall
customer impact of utilizing CRM programs and
improved technology.A Flash Presentation was
also developed to play at the booth.

The Results
The Flash demo successfully attracted the atten-
tion of several key prospects.Consultants on hand
were able to walk them through the customer
experience process and used the brochure to highlight key “pains”
found during an assessment and stimulate dialog on how CEM could be
used to help them solve key issues in their organization.
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