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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.	  

	  

Customer	  engagement	  needs	  to	  be	  a	  disciplined	  strategy	  with	  ownership,	  accountability,	  broad	  
reach,	  goals,	  accountability,	  measures,	  and	  a	  marketing	  plan	  of	   its	  own	  to	  communicate	  with	  
employees,	   customers,	   and	   other	   stakeholders.	   Here	   are	   six	   essential	   components	   to	   a	  
successful	  customer	  engagement	  strategy:	  

Purpose 

In	   order	   to	   devise	   an	   effective	   strategy,	   you	   must	   first	   identify	   what	   you	   want	   engaged	  
customers	  to	  do	  for	  you.	  Do	  you	  want	  them	  to	  help	  resolve	  problems,	   inspire	   innovation,	  co-‐
develop	   new	   products	   or	   services,	   generate	  market	   insights,	   improve	   operational	   efficiency,	  
enable	   greater	   sales	   velocity,	   or	   something	   else?	   You	   need	   a	   purpose	   to	   give	   your	   strategy	  
focus.	  

Engagement Opportunities 

What	   are	   the	  most	   important	   collaboration	   activities	   that	   support	   the	  engagement	   strategy?	  
What	  are	  the	  most	  important	  advocacy	  activities	  that	  support	  the	  engagement	  strategy?	  How	  
do	  you	  determine	  each	  activity’s	   importance	  and	  priority?	  Once	  identified,	  what	  resources	  do	  
you	  have	  to	  support	  these	  activities?	  

Customer selection and enticement 

How	  do	  you	  identify	  the	  ideal	  customers	  to	  participate	  in	  an	  activity	  that	  achieves	  your	  business	  
goals?	  What	  opportunities	  are	  best	  suited	  to	  the	  customers	  and	  the	  pursuit	  of	  your	  goals?	  How	  
do	  you	  entice	  customers	  to	  participate?	  For	  some,	  it’s	  simply	  a	  matter	  of	  asking.	  But	  others	  may	  
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need	   incentives	   or	   a	   clearly	   articulated	  mutual	   benefit	   that	   makes	   participation	   worth	   their	  
discretionary	  time.	  

Measurement and impact on business metrics 

You	  need	  to	  find	  a	  correlation	  between	  the	  measure	  of	  engagement	  by	  activity	  and	  its	  impact	  
on	   the	   business.	   How	   do	   you	   measure	   engagement	   and	   how	   do	   you	   demonstrate	   that	  
correlation?	  Without	  it,	  investment	  in	  your	  strategy	  is	  not	  defensible	  or	  sustainable.	  

Organizational alignment to customer direction 

While	   it’s	  great	   if	  you	  have	  customers	  collaborating	  and	  advocating,	   if	   the	  organization	   is	  not	  
aligned	  around	  delivering	  improvements	  or	  outcomes	  from	  these	  activities,	  engagement	  will	  be	  
short	  lived.	  Customers	  will	  realize,	  “Oh,	  they’re	  asking	  me	  for	  help	  but	  they’re	  not	  really	  doing	  
anything	  about	  it,	  therefore,	  it’s	  not	  worth	  the	  investment	  of	  my	  time	  and	  energy.”	  	  

Employee engagement 

Similar	   to	   the	   process	   of	   selecting	   customers,	   how	   do	   you	   identify	   the	   ideal	   employees	   to	  
participate	  in	  an	  activity	  that	  achieves	  your	  business	  goals?	  What	  opportunities	  are	  best	  suited	  
to	  the	  employees	  and	  the	  pursuit	  of	  your	  goals?	  How	  do	  you	  entice	  employees	  to	  participate?	  
Rewards	   and	   incentives,	   both	   intrinsic	   and	   extrinsic,	   may	   be	   appropriate	   and	   necessary	   to	  
successfully	  engage	  employees	  in	  the	  business	  of	  engaging	  customers.*	  
	  
	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  

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

part, in any form or medium, without the express written permission of the Chief Customer Officer Council is strictly 
prohibited. 
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About CURTIS N. BINGHAM 
The	  first	  to	  promote	  the	  role	  of	  chief	  customer	  officer	  (CCO)	  as	  catalyst	  for	  
competitive	  advantage,	  Curtis	  is	  recognized	  as	  the	  world’s	  foremost	  authority	  on	  
CCOs.	  He	  is	  founder	  and	  Executive	  Director	  of	  the	  Chief	  Customer	  Officer	  
Council™	  and	  creator	  of	  the	  CCO	  Roadmap	  and	  the	  Customer	  Centricity	  Maturity	  
Model:	  groundbreaking,	  proprietary	  works	  that	  assist	  companies	  achieve	  
customer	  centric	  culture	  and	  revenue	  growth.	  Curtis	  is	  a	  champion	  of	  customer	  
engagement	  as	  a	  critical	  growth	  engine	  and	  first	  to	  identify	  engagement	  as	  the	  
next	  evolutionary	  step	  beyond	  loyalty.	  An	  international	  speaker,	  author,	  and	  
consultant,	  Curtis	  is	  passionate	  about	  creating	  powerful	  customer	  strategies	  and	  
trusted	  for	  his	  business	  acumen,	  actionable	  insights,	  and	  commitment	  to	  
measurable	  business	  results.	  

	  

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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LEARN	  MORE	  ABOUT	  CUSTOMER	  ENGAGEMENT	  

The	   Customer	   Engagement	   Trajectory	   -‐	   In	   this	   Bingham	   Advisory	   Curtis	  
provides	   a	   framework	   for	   understanding	  where	   engagement	   emerges	   in	   the	  
business-‐customer	  relationship	  to	  provide	  its	  greatest	  value.	  	  

In	  addition,	  you’ll	  also	  learn	  how	  real	  world	  companies	  such	  as	  MetLife,	  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	  at	  www.ccocouncil.org/thebinghamadvisory/	  
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