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CLIENT SUCCESS ST ORY

Developing an Approach for Marketing a New Methodology

Marlketing Mateals and Health@aCase Stutlyalk Pospect$hiough a Customer ExpaceAssessment

The Client

BoozAllen Hamilton]nc.,referred to as BooZllen,is one of the oldest
strateg/ consultingifms in the world.A privatey-held compay head
quartered in McLean/irginiaBoozAllen has eer 100 offces
and19,000 empi@es seving clients on six continentBoozAllen
works with maly leading corporations and globavernmentsagen
ciesNGOs, as vell as neayl every patt of the U.S.Government and
military infrastructue.

The Situation

BoozAllen Hamilton was gearing up to iotluce a customer experi
ence basedeaseach and deligry methodolog into its traditional
Customer Relationship Management consulting pradittee consulting
team needed magking materialsdr an upcoming coefence to mar
ket the newv approach.

The Solution

Customer Experience Management (CEM) is
based on the idea of pturing the“pains” of cus
tomers as thg interact with the compayThese
pains ae closey examined to identify the opera
tional,managemenmarketing and technical issues
behind the pain and measuthe business impact.

An ldeal Customer Experience dchure illustrat
ed the fnancial gains and costvaasand oserall
customer impact of utilizing CRM ggrams and
improved technolog.A Flash Resentation was
also deeloped to plg at the booth.

The Results

The Flash demo successfullitracted the atten

tion of several key prospectsConsultants on hand

were able to walk them thwugh the customer

experience pocess and used the dchure to highlight ky “pains”
found during an assessment and silise dialog on ha CEM could be
used to help them sobérkey issues in their organization.
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