CONTENTS

Gontents

INTRODUCTION 1

Defining the terms used in this Report ............cccccciiiiiiiiie 3
The role of the acCoOUNt MANAZET .........cooiiiiiiiiiiiiiiieiee e 5
The major challenges of strategic account planning ...............cccceevvcuveeeeeenn. 5
Strategic account planning - the key success criteria ............ooeevviiiiinninnns 6
HOW t0 uS€ thisS REPOIT ..cooviiiiiiiiiiiiiiee e 7

Using the account development model

to get the most from this REPOIt ..........cooiiiiiiiiiiiiiiiiiiiieee e 10

THE KEY ACCOUNT PLANNING PROCESS 15

1. INErOAUCHON  ..oiiiiiiiiieiiie et et 16
2. The purpose and benefits of the key account plan ...............cccceveiieeee. 17
3. The steps of key account planning .........ccccooecveeeieiiniiiiiiieinniiieee e, 25
4. Key account vs. marketing planning .............ccccoeeoiiiiiiiiiniiiie e, 28
5. Using the key account plan .............ooouuiiiiiiiiiiiiieiiiiiiiiiiee e 30
6. The structure of the key account plan .............ccooeoiiiiiiiiiiiiiieeieee. 31
7. The role of the CUSTOMET ........ccooiiiiiiiiiiiiiiiiiiiiiieeeeee e 33
8L SUIMUMATY .ottt e e 34

Benchmarking the benefits obtained from the
key account planning PrOCESS ............eeeiiiiieeeeeeeeeeieeeeieiiiiiiiieeieeeeeeeeeaaaanns 35



STRATEGIC CUSTOMER PLANNING

THE CUSTOMER FACT FILE 37

1. INEEOAUCTION coiiiiiiiiiiiiiii e e 38
2. Structuring the fact file ............oooiiiiiiiiiiiie e 39
3. DALA CAPTULE oottt ettt e e et e e et ee et eeeneeeeens 43
4. Storing and accessing the data ....................cccoooiiii e, 46
5. Managing infOrmation .................ccooeviiiiiiiiiiiiieee e 47
6. The aCCOUNE PrOfIE .....c.ooiiiiiiiiiiiiiiiciee e 48
T SUIMIATY .oevtiiteiiiiiiieee ettt e ettt e ettt e e e et e e e e etbaeeeee e 49
Benchmarking the customer fact file ...........ccccoooiiiiiieiiiiiiiiiiiie e, 50

ANALYSING PERFORMANCE DATA a1

1. INtrOAUCTION ooiiiiiiiiiiii ettt e e e e e eeeeaaeanas 52
2. Internal ASSESSMEIIT ...eeeiiiiiiiiiiiiiiiiiiiiiiie ettt e e e e e e e e e e 53
3. EXternal asSESSIMENT ........ccoooiiiiiiiiiiiiiiiiiiiiieieceeeeee e e e 67
4. SUMIMIATY ©.oieiiiiieiiiie ettt e ettt e ettt e ettt e e et e e e st ee e tee e e e steeeeenneeeeenneeeeenneeas 80

Benchmarking your organisation’s ability to analyse performance data.....82



CONTENTS

CUSTOMER RELATIONSHIP ANALYSIS 83

1. INErOAUCHON ...eiiiiiiiii et 84
2. The CUStOMEr DASE MAP ..oeiiiiiiiiiiiiiiiiiiiice e e 84
3. Analysing customer relationShips ...............eeeiiiiiiiiiiiiiiiiniiiiiiiieeee 95
4. Using bonding mechaniSms .................ccccoiiiiiiiiiiiiiiiiiiiieeeeeeeeee e, 102

5. Relating the customer base map to the customer relationship model ...107
G SUIMMMIATY ..ottt e ettt ettt ettt e e e e e eane e e eaneee e 108

Benchmarking your organisation’s ability to

conduct relationship analysis ..........cccooiiiiiiiiiiiiiiii 109

CONDUCTING THE SWOT ANALYSIS 11

1. INErOAUCTION ...t e e e 112
2. The purpose of the SWOT analysis ........cccevviiiiiiiiiiiiiiiiieiiiniiiiiiiie, 112
3. Analysing strengths and Weaknesses ...............oooovviiiiiiiiiiiiieeeeeniniiinnnns 114
4. Spotting external opportunities and threats ................ccccceeieeriiinn... 117
5. The SWOT analysiS ......ccooviiiiiiiiiiiiiiiiiiieeee e 120
G. SUIMMATY ..ottt e et e et e et e et eenteeeneeas 122

Benchmarking your organisation’s ability to
conduct SWOT aNalYSiS .....oevvriiiiiiiiiiiie e 123



STRATEGIC CUSTOMER PLANNING

PICTURING THE FUTURE 125

1. INEEOAUCTON ..ttt 126
2. Developing a long-term VISION ...........eeuuiiiiiiieiiiiiiiiiiiiiiiiiiiae e e eeeeeeeeees 127
3. Setting aCCOUNt ODJECLIVES ....cooiiiiiiiiiiiiiiiiiiiieeeeee e 128
4. Long-term objectives, goals and gap analysis .............cccccevviireiniieennn. 142
5. SUIMMMIATY .oiiiiieiiiiiee ettt e ettt e et e e ettt e e ettt e e eteeeeentaeeeetseeesnnseeeennneeas 143

Benchmarking your organisation’s ability to develop

g00d key account ODJECHIVES .........ccoooiiiiiiiiiiiiiiiii e 145

CREATING THE FUTURE 147

1. INErOAUCTION ..iiiiiiiiii ettt ettt e e 148
2. Characteristics of G00d StrateGI€s .........cceeeieeeeiiiiiiiiiiiiiiiiiieieeeeeeeeeeeeees 149
3. Sources of competitive advantage .............ccccccceiiiiiiieeieiniiiiiiiiiiis 151
4. Competitive strategy devVeloOPmMEnt ..............ccevvvviiiieeeniiiiiieeeeeiiiireeenn 152
5. Some examples Of StrateZies .........ooouvuuiiiiiiiiiiiiiiiiiiiiiiiie e 157
6. Tactical aCtion PIANMING ........ooovvviiiiiiiiiiiiie et 178
T SUMMIATY ..ot e e e e e e e e e e e 180

Benchmarking your organisation’s ability to develop
good key account strategies and taACtICS .........uuvuiuiiiiieeeeeeiiiiiiiiiiieeene. 182



CONTENTS

IMPLEMENTING THE KEY ACCOUNT PLAN 183

1. INErOAUCHON ...eiiiiiiiieiiie e 184
2. Gaining internal COMMITMENT .........uueiiiiierieeiiiiiiiiiiiiieee e e e e e eeeeeeeaes 185
3. Gaining customer COMMITMENT .......coouiiiiiiiiiiieiiiieeiiee e 191
4. Achieving excellence in implementation ...............ccccoeeeevvveeeeeenrnnnnnnn. 193
5. Implementing effective monitoring and control ................cccevveeeeeeeee. 206
G SUIMMMIATY ..ottt e ettt ettt ettt e e e e e eane e e eaneee e 209

Benchmarking your organisation’s ability to

implement the account Plan .........cccoeiiiiiiiiiiiiiiiiieee e 211

ACCOUNT PLANNING FORMATS 213

1. INEEOAUCHION ...ttt ettt e e e e e e e e e e e e e e e e nennes 214
2. An example of a completed account plan ...........cccccceeeeieeiiiiiiiiiiiinnnnn. 214
3. Account planning fOrmats ...............eeeiiiiiiriiiiiiiiiiiiiieeee e 228
. SUIMMIATY ..eiiiiiiieeiiiie e ettt ettt e ettt e et e e et e e eetaeeesanbeeeennseeeennseeeenees 248
CONCIUSION ...ttt e e e e e e e e e e e e e e e 249

BibOGIAPRY .o 250



