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Chief Customer Officer Council  
Curtis	
  Bingham	
  is	
  the	
  recognized	
  authority	
  on	
  chief	
  customer	
  officers	
  and	
  the	
  first	
  to	
  promote	
  this	
  role	
  as	
  a	
  catalyst	
  
for	
  competitive	
  advantage.	
  He	
  is	
  the	
  creator	
  of	
  the	
  CCO	
  Roadmap,	
  a	
  groundbreaking	
  work	
  containing	
  100+	
  critical	
  
strategies	
  essential	
  for	
  customer	
  centricity.	
  As	
  an	
  international	
  speaker,	
  author,	
  and	
  consultant,	
  Curtis	
  is	
  passionate	
  
about	
  creating	
  customer	
  strategy	
  to	
  sustainably	
  grow	
  revenue,	
  profit,	
  and	
  loyalty.	
  

	
  

It’s	
  a	
  challenge	
  for	
  the	
  CCO,	
  as	
  well	
  as	
  any	
  loyalty	
  executive,	
  to	
  prove	
  value	
  and	
  get	
  it	
  right	
  in	
  the	
  first	
  
two	
  years,	
  much	
   less	
   the	
  first.	
  Even	
  though	
  67%	
  of	
  companies	
  with	
  CCOs	
  outperformed	
  their	
   industry	
  
and	
  markets	
  in	
  2010,	
  it	
  is	
  the	
  most	
  fragile	
  member	
  of	
  the	
  C-­‐Suite,	
  with	
  an	
  average	
  tenure	
  of	
  31	
  months	
  
based	
  on	
   research	
   conducted	
  by	
   the	
  CCO	
  Council.	
   In	
  my	
   interviews	
  with	
   successful	
  CCOs,	
  one	
  central	
  
thread	
   running	
   through	
  our	
   conversations	
  has	
  been	
   the	
   importance	
  of	
   using	
  data	
   to	
  prove	
   the	
  CCO’s	
  
value	
  in	
  those	
  first	
  two	
  years.	
  Even	
  a	
  seasoned	
  executive	
  can	
  become	
  overwhelmed	
  or	
  distracted	
  by	
  the	
  
job	
  of	
  managing	
  and	
  making	
  data	
   relevant,	
   so	
  here	
  are	
   three	
  best	
  practices	
   to	
  help	
  ensure	
  your	
  data	
  
effectively	
  improves	
  your	
  perceived	
  value.	
  

Let the Data Speak – Not Swallow You Up 

Collecting	
   and	
   building	
   data	
   is	
   a	
   first	
   essential	
   step	
   in	
   connecting	
   you	
   to	
   improved	
   fiscal	
   results.	
   But	
  
rather	
  than	
  making	
  data	
  a	
  central	
  focus	
  of	
  your	
  job,	
  it	
  should	
  be	
  used	
  to	
  inform	
  you	
  of	
  the	
  critical	
  areas	
  
where	
  your	
  energy	
  can	
  be	
  focused	
  for	
  greatest	
  impact.	
  Analyzing	
  data	
  should	
  not	
  become	
  the	
  big	
  black	
  
hole	
  you	
  lose	
  yourself	
  in.	
  Padded	
  with	
  a	
  little	
  appreciative	
  inquiry,	
  quality	
  data	
  will	
  paint	
  a	
  clear	
  picture	
  
for	
  where	
  you	
  can	
  improve	
  delivery	
  of	
  value	
  to	
  the	
  customer.	
  	
  

Connect to the Customer Using Data 

In	
  some	
  companies,	
  the	
  CCO	
  has	
  no	
  direct	
  ownership	
  over	
  processes	
  that	
  touch	
  the	
  customer,	
  making	
  it	
  
incredibly	
   important	
   for	
   the	
   CCO	
   to	
   connect	
   her	
   role	
   to	
   customer	
   satisfaction.	
   She	
   does	
   that	
   by	
  
constantly	
  measuring	
  and	
  monitoring	
  customer	
  feedback,	
  customer	
   loyalty,	
  and	
  customer	
  satisfaction.	
  
Connecting	
   to	
   the	
   customer	
   allows	
   you	
   to	
   figure	
   out	
   what	
   drives	
   customer	
   satisfaction	
   and	
   repeat	
  
revenue.	
   It	
   gives	
   you	
   critical	
   traction	
   to	
  deliver	
   your	
  point	
  of	
   view	
   to	
   an	
  executive	
   team.	
   It	
   helps	
   you	
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frame	
  compelling	
  messages	
  to	
  deliver	
  to	
  your	
  teams	
  and	
  customers,	
  and	
  provides	
  the	
  needed	
  borrowed	
  
authority	
  to	
  boost	
  the	
  perception	
  of	
  your	
  value.	
  

Own the Customer’s Voice and Make it Visible With Data 

Successful	
  CCOs	
  are	
   spending	
  a	
   lot	
  of	
   time	
  communicating	
   stories	
   internally	
   and	
  externally;	
   stories	
  of	
  
revenue	
  impact,	
  turnarounds,	
  customer	
  loyalty	
  improvements,	
  etc.	
  At	
  the	
  end	
  of	
  the	
  day	
  nothing	
  speaks	
  
more	
  loudly	
  than	
  a	
  great	
  track	
  record	
  and	
  excellent	
  execution—so	
  use	
  your	
  borrowed	
  authority	
  as	
  the	
  
voice	
   of	
   the	
   customer	
   to	
   create	
   a	
   buzz	
   around	
   customer	
   or	
   organizational	
   successes,	
   and	
   to	
   plot	
   the	
  
road	
  map	
  for	
  continuing	
  relationships.	
  Data	
  may	
  change	
  or	
  disappear,	
  but	
  people	
  will	
  remember	
  stories,	
  
and	
  ultimately,	
  the	
  stories	
  you	
  collect	
  persuade	
  others	
  to	
  action.	
  

Question	
   to	
   consider:	
   how	
   adept	
   are	
   you	
   at	
   translating/framing	
   customer	
   data	
   for	
   your	
   executive	
  
team?*	
  

	
  
	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  

*Copyright Notice: All content contained in this article is copyright protected material. Reproduction, in whole or in 
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About CURTIS N. BINGHAM 

As	
   Executive	
  Director	
   of	
   the	
   Chief	
   Customer	
  Officer	
   Council™,	
   Curtis	
   Bingham	
   is	
  
the	
  recognized	
  authority	
  on	
  chief	
  customer	
  officers	
  and	
  the	
  first	
  to	
  promote	
  this	
  
role	
   as	
   a	
   catalyst	
   for	
   competitive	
   advantage.	
   He	
   is	
   the	
   creator	
   of	
   the	
   CCO	
  
Roadmap,	
  a	
  groundbreaking	
  work	
  containing	
  100+	
  critical	
  strategies	
  essential	
   for	
  
customer	
  centricity.	
  As	
  an	
  international	
  speaker,	
  author,	
  and	
  consultant,	
  Curtis	
   is	
  
passionate	
  about	
  creating	
  customer	
  strategy	
  to	
  sustainably	
  grow	
  revenue,	
  profit,	
  
and	
  loyalty.	
  

	
  

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.	
  

	
  

	
  

Join	
  the	
  conversation	
  
	
  www.ccocouncil.org	
  

Powerful	
  Influence	
  on	
  Customer	
  Centricity	
  –	
  Authority	
  is	
  the	
  currency	
  of	
  the	
  C-­‐
Suite.	
  Greater	
  Authority	
  means	
  greater	
  ability	
  to	
  influence	
  the	
  organization	
  to	
  
take	
  a	
  desired	
  action.	
  So	
  how	
  do	
  you	
  increase	
  your	
  authority	
  and	
  better	
  use	
  the	
  
authority	
  that’s	
  been	
  granted	
  to	
  you?	
  How	
  can	
  you	
  build	
  stronger	
  relationships	
  
and	
   demonstrate	
   and	
   communicate	
   results?	
   In	
   this	
  Bingham	
  Advisory,	
   you’ll	
  
not	
   only	
   learn	
   about	
   the	
   three	
   types	
   of	
   chief	
   customer	
   officer	
   authority:	
  
Positional,	
  Borrowed	
  and	
  Earned,	
  you'll	
  also	
  learn	
  five	
  ways	
  to	
  borrow	
  and	
  four	
  
ways	
  to	
  earn	
  greater	
  authority,	
  with	
  specific	
  examples	
  of	
  each.	
  

Download	
  your	
  free	
  copy	
  today	
  at	
  www.ccocouncil.org/thebinghamadvisory/	
  

	
  

Thought-­‐leading	
  Videos	
  
ccocouncil.org/video	
  

	
  
More	
  Articles	
  by	
  Curtis	
  

ccocouncil.org/exclusiveresources	
  
	
  

LinkedIn	
  Discussion	
  for	
  CCOs	
  
(For	
  VPs	
  and	
  above)	
  
CCO	
  Council	
  Network	
  


