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INTRODUCTION: Industry Goals,
Strategies, and Initiatives

— Selling to executive buyers requires that you know:

e Company-wide goals

e Lines of business that are aligned with these goals and their:

o STRATEGIES
o INITIATIVES
o MEASURES OF SUCCESS

— Knowing these will help you create more business-focused
account plans and conversations with executive buyers.

— This document provides examples of these for a variety of industries.
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Strategies, and
Inthiatives
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Industry Blueprint BANKING &
FINANCIAL MARKETS

& Back to Strategies

Offer new products and

services

Sales & Marketing

Digitize customer

experience

Enhance customer experience

Improve customer service

Enable single bank
solutions under multi-
brands

Enhance global distribution
capability for wealth
management offerings

Leverage structured and
unstructured data to
digitize customer journeys
and processes

Use timely targeted
messaging to communicate
new value propositions

Customize reward programs
based on analytical data

Form new alliances for
loyalty programs

Explore partnerships with
FinTechs to provide
innovative services

Seek customer insights for
improved client
segmentation

Enforce an omnichannel
integrated distribution
model

Financial Metrics

Net interest income growth
Noninterest income growth

Enhance online platforms
(account opening, loan
applications)

Key Performance Indicators

* Revenue from new customers
= Revenue from cross-sell/up-sell
= Revenue from new products/services

» Customer churn

Net Promoter Score

= Assets under Management (AUM)
Average AUM per account

Leverage digital marketing
tools for effective reach

Business

Initiative Function
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Industry Blueprint BANKING &

& Back to Strategies

Digitize processes

FINANCIAL MARKETS

Banking Operations

Digitize routine
transactions to support
lighter bank formats

Provide more self-serve
options to customers

Reduce and simplify legacy
systems

and marketing

Use digital communication Simplify and automate the
onboarding process

Reduce manual,
disconnected, paper-based
processes

Leverage blockchain
technologies to simplify
and speed up processes

Centralize databases and
reporting

Financial Metrics

= Cost to income (efficiency) ratio

Key Performance Indicators

Staff expense

Customer service expense
Occupancy expense
Finance function

= Labor turnover

Improve cost to income ratio

Manage workforce

Build new agile working
environments

Leverage digital
technologies to optimize
workforce - Roboadvisors,
chatbots

Eliminate redundant
functions

Reallocate branch
resources from
transactional banking to
revenue generating
activities

» Cost of learning and development

= (Cost to recruit

Business
Function

Initiative
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Industry Blueprint| PROPERTY &
CASUALTY INSURANCE

& Back to Strategies

Expand product offerings

Sales & Marketing

Pursue new opportunities

Drive top line growth

Promote collaboration and
partnerships

Provide one-stop shop -
increase offerings of
bundled products

Explore new business
models like demand
insurance, peer to peer,
usage-based insurance

Make offerings directed
towards needs of the
millennials

Leverage segmentation,
behavioral and predictive
analytics to identify new

opportunities

Collaborate/tie-up with
InsurTech startups to bring
in new innovation

Leverage automation
(Al/RPA) to improve online
conversion rates

Provide online comparison
tools and research to
improve conversion

Introduce new programs
such as pay as you go and
pay per mile insurance

Explore and expand new
offerings such as cyber
insurance

Explore opportunities in
selective emerging markets

Monetize data (customer,
policy, driving patterns etc.)
to explore new revenue
streams

Financial Metrics

= Non-premium revenue growth

Premiums growth

Key Performance Indicators

= Revenue from new services
= Revenue from marketing campaign
= Revenue new customers

= Cross-sell/up-sell

= Customer churn (lapse ratio)

Revenue per policyholder

Revenue growth by channel

Growth in policies written

Net Promoter Score
Online sales

Business

Initiative Flifctian

Strategy
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Industry Blueprint| PROPERTY &

& BacR to Strategies

CASUALTY INSURANCE

Improve loss ratios

Claims Management

Improve margins

Reduce operating

expenses

Use drones for property
assessments and claims
estimations

Use digital technologies like
artificial intelligence for
fraud detection

Leverage connected devices
(smart home sensors) to
reduce claim frequency and
severity

Digitize claims processing
to reduce paperwork

Financial Metrics Key Performance Indicators
= Benefits & Claims = Loss ratio
= Selling, general & administrative = Loss adjustment expense (LAE) ratio

Leverage telematics for
accident-related claims
resolution

Leverage block chain
applications to validate
claims - reduce processing
time and fraud

= Claims management expense
= Fraudulent claims
= Fraud management expense

Ensure claims data in a
central location

Frequency of claims
# of high severity claims

Improve productivity via
Robotic Process
Automation (RPA) for
routine claims management
tasks

= Claims requiring manual intervention

Cycle time for claims settlement

Claims first time resolution

Claims auto-adjudication rate

Initiative
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Industry Blueprint MANUFACTURING

& Back to Strategies

Provide digital solutions

Information Technology

Establish robust customer
analytics capabilities to
identify customer
preferences

Use digital solutions to
deliver machine
connectivity and greater
productivity

Capture new opportunities
with cloud platform that
integrates easily with third-

party apps

Create smart factories
focused on product
optimization

Explore price optimization
software to generate
greatest revenue potential

Financial Metrics

Revenue growth

Key Performance Indicators

= Revenue from cross-sell/up-sell

» Revenue from new customers

= Revenue from new products/services
= Revenue from online sales

Drive revenue growth

Develop and expand
products and services

Invest in globally
competitive products to
expand digitalized products

Collect/analyze data to
collaborate with customers
on improved product
designs

Add new revenue streams
(harness and manage new
value from data)

Apply cloud infrastructure
to develop and support new
products and services

Adopt cloud platform for
faster time-to-market,
enhanced innovation

Customer churn

IT allocated for growth/transformation of

the business

Time to market - new products

Initiative

Business

Function St
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Industry Blueprint MANUFACTURING

& BacR to Strategies

Optimize operations

Production

Standardize changeover
processes to lower costs,
respond quickly

Use common parts for
better availability and less
investment in
inventory/space

Leverage data to predict
and prevent quality issues
and minimize warranty cost

Maximize operational
efficiency

Digitize processes

Use 5G to connect
machines, enhance
reliability, reduce energy
use and lower latency in
production lines

Deploy predictive analytics/
maintenance to reduce
downtime and optimize

capacity utilization

Reduce repetitive work via
digital automation and
process standardization

Partner with contract
manufacturers to meet

production needs/improve

value-chain

Eliminate deviations,

reduce lead time and

inventory levels with
flexible manufacturing

Use wearable devices
(smart watch/exosuit) to
improve workplace
productivity and safety

Use collaborative robots
‘cobots’ for tasks such as
assembly, machine support,
quality inspections

Utilize additive
manufacturing/3D printing
(prototyping and parts)

Financial Metrics

= Cost of goods sold
= Days in inventory
» Fixed asset utilization

Key Performance Indicators

= Materials expense

» Labor expense

» Qverhead expense

» Total cost to manufacture
= Overall Equipment Effectiveness (OEE) = Forecast accuracy

* Production capacity utilization

= Scrap and rework

= Warranty

Digital twin engineers to
monitor quality, equipment
and communications
remotely

Use augmented reality to
expedite equipment
repairs/maintenance/
virtual training

* Maintenance on production and logistics

assets

» Spend on MRO consumables

Unplanned machine downtime

Yield

Mean time between failure (MTBF)

Mean time to repair (MTTR)

Business

Initiative Flifctian
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Industry Blueprint | RETAIL

& Back to Strategies

Provide unique in-store

experiences

Marketing

Develop or expand
membership,

subscriptions and rewards
programs

Enhance the customer
experience

Provide superior service

Increase use of mobile in
store to expand customer
experience

Link rewards programs to
mobile applications

Utilize advanced data
mining techniques to gain
customer insights

Focus on evolving offers to
meet changing ways
customers interact through
channels

Determine customer
satisfaction utilizing
surveys, customer reviews
and social media

Interact with customers via
service apps, social media

Utilize technology to gain
customer insights and
personalize service (e.g.
beacon alerts)

Financial Metrics

Revenue growth

Offer free shipping,
rewards, and discounts to
members to expand their

buying

Offer promotions and sales
only to members and
subscribers

Create recurring revenue
streams with subscription-
based sales model

Leverage CRM to maximize
frequency of email and app
push marketing

Focus on the needs of the
growing millennial audience

Key Performance Indicators

= Revenue from cross-sell/up-sell

= Revenue from new customers

= Revenue from new products/services
= Revenue from online sales

= Revenue from marketing campaign

IT allocated for growth or transformation

Customer churn
Net Promoter Score
Footfall traffic

Business

Initiative Flifctian

Strategy
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Industry Blueprint | RETAIL

& BacR to Strategies

Financial Metrics

= Cost of goods sold
= Days in Inventory

Meet demand for

increased delivery speed

Distribution & Logistics

Improve supply chain
efficiency

Improve operational and
supply chain efficiencies

Ensure sufficient delivery
and fulfillment capacity to
meet demand

Provide fast delivery,
partner with third-party
logistics (3PL) to optimize
last mile delivery

Optimize returns process/
reverse logistics

Use loT to optimize supply
chain, reduce delivery times
and improve inventory
tracking

Analytics to manage
complex orders and
inventory, share insights
with suppliers

Regionalize supply chain
networks/warehousing to
improve delivery speed and
decrease freight costs

Expand delivery options:
home, BOPIS, BORIS, buy
online, distribute from

Adopt robotics solutions in
supply chain (e.g. materials
handling)

Optimize speed and order
of pallet loading/unloading
to improve outcome for

store, free delivery

= Fixed asset utilization

Key Performance Indicators

= Logistics expense
= Warehousing expense
= Shrinkage

= Returns inventory/logistics

perishable goods
= Order management/Order fill rate
= On-time delivery
* Maintenance on logistics assets
Initiative Bl

Function
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Improve network

efficiency

Industry Blueprint | TELECOMMUNICATIONS

& Back to Strategies

Information Technology

Provide integrated

solutions

Support transition from
hardware-based network
equipment to software-
based network functions

Digitize processes to
support integrated
solutions

Provide superior service

Enhance customer experience

Enhance content delivery
and experience

Enhance digitization on all
channels to provide
superior and consistent
service experience

Modernize the customer
portal - simplify billing and
payments

Leverage customer insights
to deliver relevant content
recommendations and
targeted advertising

Leverage network traffic
data to detect and predict
issues and improve quality

of service

Establish robust customer-
analytics capabilities to
identify customer
preferences

Financial Metrics

Revenue growth

Key Performance Indicators

Revenue from new customers

Digitize the customer-
relationship-management
process

Digitize the order-
management process

Make improvements in
customer self-service
options

Revenue from new services
Customer churn
Net Promoter Score

Initiative

Provide consistent viewing
experience on multiple
platforms

Business

Function St
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Industry Blueprint | TELECOMMUNICATIONS

& BacR to Strategies

Generate operational

efficiencies

Network Planning &
Management

Maintain flexible/scalable
technology so capex is
driven by demand

Move towards partner
models in the area of loT

Fully integrate networks of
acquired companies

Modernize networks and

systems to improve energy

efficiency

Financial Metrics

= Cost of goods sold
* Fixed asset utilization

Key Performance Indicators

Labor cost

= Overhead expense

Maintenance expense
Infrastructure utilization

Improve margins and cash

flows

Digitize processes

Make network more cloud-
based and IP driven

Expand platforms without
building duplicate
infrastructures

Conduct proactive and
predictive network
monitoring and problem
resolution

= Network downtime

Business

Initiative Flifctian
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