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Design Thinking: Deeply immerse yourself in
your customers' world

W

"Our customers are leaving in droves. Those that stay are killing us in
price negotiations. We need your help to fix it." A major pharmaceutical
company asked me to understand how, despite spending millions in
marketing, advertising, and sales, low-cost generic competitors were
eating their lunch in a particular segment. They had slick brochures that
promised great benefits including higher inventory turnover, lower
COGS, enhanced cash flow, highest returns on investments, high-tech
inventory management programs, and more. Yet revenue was sliding.
Customers seemed to only care about low price. Salespeople were
negotiating away margin, and over-servicing customers to make up for
what seemed like inflated prices. The dots weren't connecting.

| sat down with an elderly Mr. Wong in the cramped backroom only
barely separated from the noise and hustle in the front of his small NYC
pharmacy. When | asked about his experience in working with my client,
he told me that he hadn't seen his sales rep in four years. He had never
seen the brochures detailing the bevy of programs that my client offered.
He admitted, in fact, that he didn't didn't know what COGS was (cost of
goods sold). | came up empty as | tested all of my client's assumptions.

Flummoxed, | asked Mr. Wong, "What is really important to you in
running your business?" His answers were surprising:



http://r20.rs6.net/tn.jsp?f=001y1ltD-1ldJDzDiVwNHG-Es5HooYJqU2RTJRjSvwn_LiyjeQXwVNZuCvqdekoG-EyopkzEkc9dvaYJslnyB0uqef9ptWeGLtc4MoHzDMVY8VZqPA8kw_aDT9Ta8NZl52ToRiXyJpbPUPZ5NOO2hNBh6GoCnh7TxFLw1MFn2PYfjawISGcdb9-qCR9jttP0Bq72WFGrp9uW4cONPUPAS75DVRojREmDZPV&c=&ch=
http://r20.rs6.net/tn.jsp?f=001y1ltD-1ldJDzDiVwNHG-Es5HooYJqU2RTJRjSvwn_LiyjeQXwVNZuJxqdCqIywfY2acRb4cGHfxvmMGsROyV5cDzn1rO-fLP9jSuGvpXTX9J3p43QMv5DPN6w3syUtOBnXVmhl2eBs1YYeyD3l6a-c1zsV5lKkoE95JJpK5LPbFeiqnKtqvMAQ==&c=&ch=
http://r20.rs6.net/tn.jsp?f=001y1ltD-1ldJDzDiVwNHG-Es5HooYJqU2RTJRjSvwn_LiyjeQXwVNZuMyvFowv8xUFFbX4yum_DT8Ui0-W58qxZmKEMKGfjYmz-r0UaBCrWvrU9llmBXvQE7--P2AQiTJ7SMtvpZfS-LISeYBIluAkBh8n8sSeqU61BXJtw1PU_E9idnPB6h_4pE-OGwvABxcF9E18FLMuvh3gAhQtXWYOq40HqiNGsA58OkTM4LGab6o=&c=&ch=
http://r20.rs6.net/tn.jsp?f=001y1ltD-1ldJDzDiVwNHG-Es5HooYJqU2RTJRjSvwn_LiyjeQXwVNZuMyvFowv8xUFLcvMnHNYaIpw4q-zLeEE2JYdjpadXmHimOC1J6ZH13ApPEABnt4i_zXC5VJzvt-mEcTuQsFCk6n5isYy-UrumkfpYAfOeDKNGX6Lfulz-IXp0jF2YjqP1JvzPFzTeF5sEeSjpHChBd-uuMo0IIdTOTpabktoFDifBa6rnmH9qxIR-kTECEKDuA==&c=&ch=
http://r20.rs6.net/tn.jsp?f=001y1ltD-1ldJDzDiVwNHG-Es5HooYJqU2RTJRjSvwn_LiyjeQXwVNZuIUVEz3YWyTpl7dPzsqTCpyjTtOtr6sQiDJTq68KyjOFYkbTRUUjU4U1vcLHhITdBCARPDgYedYcSh8K6IEZGlyIDrP8JpUhMFeq3-QCEwl2cpfmFIYTNHrYfgvkZFnrGOdYjoqaf_jY1Vz_etEaF2k=&c=&ch=

and emerging career paths for
CCOs.

Download your FREE copy
today!
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The Customer Engagement
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In this Bingham Advisory you'll learn
how customer engagement is
defined, how it can be measured,
and where it emerges in the
business-customer relationship to
provides its greatest value. You'll
also learn how real world
companies such as MetlLife, Oracle,
and Riot Games are engaging their
customers and enjoying bottom line
improvements to revenue and
shareholder value as a result.

Download your FREE copy
today!

The Bingham Advisory
Powerful Influence on
Customer Centricity
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In this Bingham Advisory, you'l
learn about three types of chief
customer officer authority:
Positional, Borrowed and Earned.

You'll also learn five ways to borrow

1. lwantto spend more time with my customers

2. I have to grow volume.

3. Butlcan'tdo either because the insurance companies are
squeezing everything.

4. I'mlooking ahead at retirement and | need help in getting my son
ready to take over the business.

| repeated these interviews in many, many different pharmacies across
the US. The answer was shockingly consistent: customers were
clamoring for help. They were willing to pay more for greater value. But
they didn't understand what my client was telling them. My client was
providing glossy brochures designed for the CVS and Walgreens of the
world. But the small pharmacists didn't understand COGS, inventory
turn, ROI. They were pharmacists. Who were forced into running a
business.

In the absence of real value, they turned to price-the only thing they had
left.

One of the foundational tenets of design thinking is deep immersion
in your customer's world. Like my client, without this deep immersion,
you are stuck with supposition and belief-which may be completely
wrong and may have damaging financial ramifications.

What if you were to deeply immerse yourself in your customer's world?
What if you were to simply ask your customers, "What are you trying to
accomplish? What is important? Why?" There are any number of
methods to formalize this process from simple phone interviews to
"follow-me-home" visits to full ethnographic research.

But what if you started with a direct conversation with a couple of your
best customers and asked, What? And Why? Whom can you call
tomorrow?

Take the first step in applying design thinking by deeply immersing
yourself and your team in your customers' world.

We're focusing exclusively on design thinking in our upcoming CCO Council
meeting on April 12. Brilliant conversations with brilliant CCOs. If you think you
should be there, call me @ 978-226-8675.

CX@RUTGERS

Rutgers University CX Certificate
20% Discount

I'm delighted to be appointed to the Advisory Board for the Rutgers CX
Program. The program is the first university-based accredited CX
certificate program. It is suitable for new CCOs, their direct reports, and
experienced customer experience professionals wanting an immersive,


http://r20.rs6.net/tn.jsp?f=001y1ltD-1ldJDzDiVwNHG-Es5HooYJqU2RTJRjSvwn_LiyjeQXwVNZuJj4emhFvfak5P4kmirjmW6MkrvnXSeXw6nVVL5CqJu7nN65jOp57buLGsk_R7RG0hKWkKCiW798loKaIDlgNq5Gb-Fl0appxyy_GqaNIjBkadZMwRHo3XHEp22y0UPSNVFCm_mDivoDdtdcX_fpV9d5Yy7axYvB2CqIj1F9_qzlc3d4eWnaEMiHMDmGFeoYCcFEJsNgoX1O&c=&ch=
http://r20.rs6.net/tn.jsp?f=001y1ltD-1ldJDzDiVwNHG-Es5HooYJqU2RTJRjSvwn_LiyjeQXwVNZuH9oPdRm0ITNgIHpBEEt4WAWH2vGsO-V9T4UhmL-rwTPQGaeCe-5HgQU8Z0puqKZC15Z3iyqHfJT4jxPuZdBuPG8aHdwII50o1sFVyam9z9vrrPjiOOEZS8=&c=&ch=

and four ways to earn greater
authority with specific examples of
each, including methods that have

been tested and proven by the

CCOs that Curtis Bingham has
worked with over the last decade.

Download your FREE copy
today!

Join Sy Mailing List!

comprehensive shortcut to getting started in and leading CX initiatives.

I am offering a 20% discount for friends of the CCO Council to the
inaugural program kicking off April 25-28 in New Brunswick, NJ.

You can request more information and contact me for the 20% discount.

I hope to see you there!

ABOUT THE CHIEF CUSTOMER OFFICER COUNCIL

The CCO Council is a powerful and intimate gathering of the world's leading
customer executives from widely diverse industries. The Council helps
executives achieve objectives faster and more easily by leveraging best
practices. It helps validate and refine strategies and initiatives to avoid
experimenting at customer expense. Membership is by invitation only, and
purposefully cross-pollinated with the most forward-thinking companies, large and
small, so as to help customer executives deliver solid, customer-centric business
results. For more information, email info@ccocouncil.org or call 978-226-8675.
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