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How to use this playbook?

1. The customer is sparking your curiosity.
2. Read some pages.

3. Gain knowledge.

4. Feel inspired.

5. Find direction.



Introduction

This value playbook is designed to guide you through the establishment and
maintaining of loyal relationships with your customer to be able to create a shared
future vision towards a business outcome driven partnership.

This playbook provides knowledge on the relationship values ana
Satisfaction, leading to a loyal relationship.

The playbook provides guidance to the establishment of these relationships, by
providing a step-by-step approach. This playbook explains each step separately ana
provides tools, insight, and possible pitfalls connected to each step.

This playbook will give insights into what is needed to create a shared future vision with
your customers to be able to take the step towards a business outcome driven
partnership.

For all employees of Schuberg Philis
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Establish a loyal customer relationship,

Loyalty is broadly acknowledged as the most important value in a B2B relationship.
Through the establishment of the values trust, commitment, and satisfaction,
a loyal relationship can be achieved.

create a shared future vision,

A shared future vision is the bridge between a loyal relationship and a business
outcome driven partnership. Together, the future goals and directions of the
customer will be explored. SBP guides the customer to the right direction, set the
right goals and help the customer to reach their goals together.

towards business outcome driven partnerships.

By creating a shared future vision, SBP nurtures and expands the relationship with
the customer towards a business outcome driven partnership.
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Loyalty

Lovalty is the foundation for your relationship with the customer. When you have a loyal
relationship, the customer has trust, feels commitment, and is satisfied with you and
with Schuberg Philis. This creates the opportunity for the relationship to grow and you
and your customer can help each other at reaching their goals.

By understanding how you can influence Trust, Commitment, and Satisfaction in a
relationship, loyalty can be established. Trust, Commitment, and Satisfaction are in turn
also influenced by the creation of other values in the relationship. Trust for example is
iInfluenced by the creation of a personal bond between you and the customer,
commitment can be shown by your involvement with the customer, and satisfaction
can be established through the quality of the application but also the service you offer.
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Trust

Establishing trust is seen as the first step in
creating a loyal relationship with the
customer. A personal bond and trusting
competence are values you aim to
establish in your relationship.

Trust is not only influenced by the
establishment of a personal bond and
competence but also through being open
en transparent while finding a fit between
the culture of Schuberg Philis and the
culture of the customer.

Q
O
e
Q
=
o
Q
£
O
&)




““If you look at the effort
that SBP puts in it, to make it
right every time. They go
above and beyond and then
“._ you know itis good.” 4
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Commitment

Showing commitment to your customer
iInvolves diving into the business of the
customer with Customer orientation, and
interacting with the customer by joined
working and putting effort into the
relationship.

And be committed to establishing a Stable
relationship with the customer.

Commitment is crucial in the establishment
of loyal relationships by creating the
possibility to create and maintain Trust anad




“We must continye to
€Xceed expectations with
our execution every time.”




Establishing a relationship where the
customer and you both feel satisfied is not
only influenced by the

you deliver. Before you can deliver
quality, you must understand the goals of
the customer and be able to adjust your
service to their wishes, and create

Not only relationship values and wishes
must be understood, but making sure you
understand the technical requirements of
the customer is equally important.

Loyalty
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The creation of
a shared future vision




"Think about where you want to
be and what is the best route
you can take towards there.”




Shared future vision

A loyal relationship with your customer is the foundation for creating a future vision together
with your customer. A future vision is focused on thinking about future opportunities and

goals. During the creation, it is important to make a plan together and think about how they
can reach their goals and how you can reach yours.

But before you can create this shared future vision with the customer, it is important that
you have established a loyal customer relationship. Only when trust, commitment, and

are established, the customer will be open to creating a shared future vision.
Because the customer has trust in the people and in the competence of Schuberg Philis, the
customer feels a commitment and is open to working together, and feels highly
with the quality and service of the relationship.

By working together with the customer to create this shared future vision, the bridge

between a loyal relationship with the customer and a business outcome-driven partnership
can be established.
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Transparency

Be transparant!.

Transparency is an open, transparent and honest way of interacting and
communicating with the customer. It is characterized by creating openness in
way of working, process, pricing structures, being honest about possible risks
and during the sharing of other information and being transparent about
strength and weaknesses. This openness, honesty and transparency creates
a safety in the relationship.

Transparency is closely related on the company culture and the match
between the company culture of SBP and the culture of the customer

Establishing safety in the relationship is fundamental for the creation of a
personal bond with the customer and incremental in establishing trust in a
relationship

“Transparency, Openness,
playing with open cards on the

table. That creates mutual
trust”

§=' Action:
b Clear information channels

W People involved:
Everyone in contact with the customer

Trust







Cultural fit

Understand the cultural fit

The company culture is defined by cultural values, broader purpose of making
the world a better place, the way of working, the innovation speed, company
atmosphere.

The perception the customer has of Schuberg Philis before an engagement is
influenced by the market reputation of SBP. This can be positive but also
nhegative. Understanding the possible negative perceptions a customer might
have, enables you to anticipate this and prove them wrong.

Understanding the company culture and way of working of the customer
gives you insights into the organizational structure of the customer and the
people that you need to involve to create new ideas or innovations.
Understanding the customer’s organizational structure also gives you
insights into the perception of the customer towards IT in general and the
role it has in their organization.

(—) I
= Action: Be aware:
=y Humbleness and vulnerability Brand reputation

W People involved: Further research:
Sales director and/or business consultant =

Customer’s organizational structure
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1. Personal bond

Create a personal bond!

Establishing a Personal Bond is the first step towards a loyal customer
relationship. This value is part of establishing trust between Schuberg Philis
and the customer.

Creating a personal bond is one of the most important values in the
establishment of loyal customer relationships. When a personal bond is
created, customers are more likely to ask for advice. It is important to keep
transparency in the interaction and be aware of the cultural fit while
establishing this personal bond.

A personal bond is a value that is essential in a relationship and will be
valuable during the engagement. A personal bond with one stakeholder also
gives you the opportunity to expand your network within the customer’s
organization and get introduced to other people at the organization or get
new insights about the customer that might be valuable for new
engagements.

[ — .
— Action:
= Join a network event

W People involved:
Sales director and/or business consultant

Tools:
Account plan

“Later, we still recall backto
this moment, when we need to
just sit together. One on ?ne
and figure things out.

Trust







Customer orientation

Get to know your customer!

Customer orientation consists of doing desk research to understand the
customer's goals, purpose, and vision. Together with researching the market
trends, the customers, and the competitors of the customer. To create an
understanding of the goals and needs of the customer. By exchanging
knowledge, the expressed needs of the customer can be aligned with the
values SBP can offer.

Effort into customer orientation is the basis for showing the customer you are
competent to help them solve their problems or achieve their goals.

gave a broader

insight in the services that SBP

delivered. During knowledge
jons, they showed what

they could deliver by st\ow'\ng
other use Cases

"N\ orkshops

| e— .
— Action: Tools:
| e— . o hd
— Desk research, conversations & exchanging knowledge Customer journey or SWOT
W People involved: 9 Further research:
Sales director and/or business consultant >4l Market trends, competitors and users of the customer

Commitment







2. Competence

Show your competence!

Competence is defined as creating trust in the quality you can deliver and the
added value of engaging with SBP.

The expertise of the experts working at SBP and the experience of SBPin a
particular topic, domain, or task creates trust in the competence.
Competence is thus influenced by the level of expertise of the people
involved and the competence of the whole company.

A high level of competence can be built upon earlier experiences of
delivering quality, established by personal connections that communicate
their experiences to colleagues or when the customer is familiar with
successful projects for competitors.

| s— .
— Action:
=, Talk about experiences and expertise

W People involved: Be aware:
Sales director, business consultant & Experts Be open and transparant

Trust







Interaction

Broaden the contact with the customer

With established trust in each other as well as in the competence of SBP, it is
time to involve more people in the relationship. The interaction will extend
from you and the initial contact person to connecting more people with each
other.

Interacting with the customer asks for effort and involvement from your side
as well as from the customer. With good communication between you and the
initial contact person, you can make sure the right people will be involved in
the engagement. A concept sprint is a good way to extend the established
trust in competence through extensive person-to-person contact and joined
working with the customer. And is a basis to extend the network and establish
personal bonds between internal and external stakeholders.

Through this intensive interaction and involving the right people in the
process a step towards understanding the needs and wishes of the customer
can be made. To create shared goals for the relationship.

Concept sprint §>§>

— Be aware:
= Action: To match the right people
gﬁ Extend the interaction, more person to person contact Know who the decision maker is
. -— | Side note:
W People involved: -— | To be physically present at the office and working
Sales director and business consultant & experts — | togetheris of great value

Commitment
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3. Shared project objectives

Define project goals

Having shared project objectives, and understanding the project-specific
goals, needs, and wishes of the customer is important. Because your solution
must fit within the IT domain and requirements of the customer.

When the customer is fully understood, you will be able to deliver a solution
that solves their problems, which is essential for the satisfaction of the
customer.

The personal bond creates the trust for Transparency of the customer to talk
freely about their goals or issues. This creates interactions where mutual
benefits and goals are identified, wishes of the customer can be alighed with
the offerings of SBP to come to a (long-term) agreement and sign a contract
to be able to meet the objectives of both parties.

— Action:
%Zg Understand goals of the customer and align with your

services
. Be aware;
W People involved: To match the your way of working with the way the
Customer team, Sales director, COM, consultant customeris used to work

Satisfaction




"We had also weekly check-ups on the project.”

"We learned so many other things and the client also. These phas
and these motions and emotions you go through probably in eve
project.”




Deliver quality

When an agreement between the customer and SBP has been made, and a
contract is signed, the satisfaction of the customer needs to be nurtured.
Delivering quality is essential for a loyal relationship.

The quality that is delivered, is impacted by the efficiency of your service and
the quality of the service. And influences the satisfaction of the customer,
together with the quality of the result and the importance of the job you
succeeded. An engagement with low importance will have less impact on the
satisfaction of the customer than a high-impact engagement.

To be able to fulfill the promises you have made and create a stable, long-
term relationship.

The satisfaction of the customer can be nurtured through a satisfaction
survey. By regularly conducting this survey, insights into the satisfaction of
the customer on the service and the product can steer the focus to establish
or maintain 100% satisfaction. Sharing the results of this survey with the
decision maker creates proof of satisfaction of his/her employees of working
with SBP as well as openness and transparency in the relationship.

— Action: Be aware:
%ﬁ ction. Projects with a higher importance
= have a greater influence on the relationship

Have open conversations

W People involved:
Customer team, Sales director, COM, consultant

Tools:

Satisfaction survey

Design workshops §>§>

sAnd you also know that if youe |
continue doing what you do v:n ]
today, it will eventua\\y"beco
less valuable.
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4. Stable relationship

Nurture the relationship

The final step towards loyal relationships is to nurture the mutual exchange
and fulfilling of promises made during the engagement to result in stability
and longevity of the relationship. For the longevity of the relationship
commitment to nurture the established trust and satisfaction of a
relationship is key. This last step of a loyal relationship shows the loop of
nurturing the loyal relationship by continuously working on the personal bond,
maintaining trust in competence, finding shared goals, and fulfilling the
promises that are made.

When a loyal relationship is established, creating a shared future vision can
form the bridge towards a business outcome-driven partnership.

ows them to share
s in that
pen

“This all
more with U

context and be more O )
to the ideas we have

| s— .
— Action:
=, Work together & be at the office of the customer!

People involved: Be aware:
Everyone involved Of the values you have created and their impact

Commitment
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Strategic vision workshop §>}>

Create a shared future vision!

A loyal customer relationship brings the opportunity to become more
involved in the business and business innovations of the customer and
become a partner whose advice is appreciated and have the possibility to
move forward together and create a shared future vision

A shared future vision creates the bridge between a loyal relationship and a
business outcome-driven partnership. Trust, commitment, and satisfaction
are established, creating a loyal relationship with the customer and opening
to talk about the future. Maintaining loyalty, also in the process of creating a
shared future vision is crucial.

erata

" ing togeth
\Working A and

<nared future Visio
stratedy

"You need to have trust
pefore you attend such g
meeting together. Otherwise,
you do not have the openness
and transparency to say
things the way they are”

By being transparent about your strengths and weaknesses, creating trust in
the competence of SBP, forming a personal bond with the customer, showing
commitment to create, define, and establish shared goals, maintaining high
satisfaction of the customer and fulfilling their promises, creating a shared
future vision guides a fruitful relationship towards a business outcome driven
partnership.

[ e— .
— Action:
=, Be open & transparant

W People involved: Be aware:
Everyone involved Have a loyal reslationship with the customer!
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Towards a
business outcome driven
partnership




“"Creating space to not
only talk about the things
we do right but also talk
about ambitions”




A shared definition

Developing solutions that arise from business needs, prioritize
strategic goals, drive business progress and sustain competitive
advantage.

The outcome is characterized by having business objectives at its
core while leveraging IT as an enabler.

Success in this area requires a cooperative effort between business
and IT stakeholders, working together to uncover future possibilities
and challenges.




Outlook




“So0, they also appreciate and find it
beneficial to sit with the team, to get a sense
of how the Schuberg team operates here.
In that sense, we are also happy to invite
customers here to get a feel for the
atmosphere and how everything works.”




A overview




workshops

Workshops are there to give the relationship a push in the right direction.

Inspiration days, concept sprint, design workshops, and strategic vision workshops all have their own
specific values and are accelerating the establishment of a loyal relationship with your customer.
But these workshops also share a lot of values.

Workshops enable you to find cultural similarities, show competence, , Create a
personal bond, and

“the more you
communicate before a
workshop, the better

you can manage
expectations”

This chapter gives insights into four possible workshops
by sharing the thoughts and feelings of customers and colleagues

“Be well-prepared, and it's not
about specific things per se. If you do these
basic things well: listen carefully, remain
neutral, yet be an expert partner who
demonstrates that you've done
this before and understand

“Along the way, you can also
implicitly show your personal

characteristics, right? Because
you're committed, you show energy,
you engage people—how are you

going to do that? So that's also
implicit.”

In those workshops, you want openness,
and you want to ensure that no one holds

back or thinks, "l better not say this because
there's another party or stakeholder present.
And to create that safety, you need to
understand each other’s ideas.




Inspiration day §>§>




“It reflects our vision on a particular subject, and if we
think, hey, that's interesting or if there are specific
issues or a need for more insight We conducted an

inspiration session. Many people were allowed to
participate, and from that, we rebuilt a relationship with
the base supply chain. This triggered interest on that
entire side, so it was important for us. And, of course,
the initial conversations with the CIO about, "You have
chosen this strategy?"or support, then that could
potentially lead to further follow-up.”

During the workshop, together with him, we
asked, "Okay, what are the top five issues?" and
then tried to create concrete proposals for them.
From that top five, two were specifically
identified to start with as proofs of concept.
That's how it works; you get a sort of
assignments, a few projects to work on.

“mainly focus on inspiring and
sharing knowledge about what
we see and what we do.”

In the next workshop, we focused on what
keeps them up at night. We used design
thinking, and came up with a full list of topics
—maybe around twenty different issues like,
"This isn't going well, that's not going
smoothly," etc., such as, "We need to deliver
this legally, but can't do it right now."” Then,
you start prioritizing those issues.

“So, they also appreciate and find it
beneficial to sit with the team, to get a
sense of how the Schuberg team operates
here. In that sense, we are also happy to
invite clients here to get a feel for the
atmosphere and how everything works.”




Concept sprint §>§>




People involyeqy.

“Concept sprint is a beautiful wa
to get every stakeholder from the
different silos around the table
and result into a solution.”

"Because what often goes
wrong in these organizations is that the
different departments act as different
silos, and it takes a lot of effort to put
everyone on the same line.”




Design workshops §>§>




"Design workshops are essentially
about gathering requirements and understanding
what you're looking for, what you want, and why you
want to do that. That's important, right? Why are you
seeking this? And based on that, building an
appropriate solution. So, it's much more of a technical
nature and the entire workshop is very much within a
technical framework. It's not just about talking
technical details with all sorts of whiteboards,
diagrams, etc.”

So, |tt,'1$enot just a technica] workshop:;
re are also many '
. personal
geLeTents Involved. But the primary
alin the design wo
| rkshop for y
cases s t9 ensure that we have t::
: technl.cal requirements ang
ranslations well-understood -

Workshops to start the
conversation about the use
case. With experts we went

more and more into depth and

specific knowledge. It
delivered good results.




Strategic vision workshop §>§>




Coincidentally, we had a session with the
client this morning, and we agreed to create
a 2025 roadmap for the data platform, so to
Speak. Yes, with both operational goals, such
as "Okay, these features and functions we
are going to deliver," and also strategic
goals.

"Avision workshop could deliver
added value to strengthen the
relationship between the
customer and SBP, because you
make that commitment for the
future together”

We also try to educate and coach them in
this regard, if | may say so, to encourage
more of this thinking. It's also part of our

role to continually challenge them and

promote long-term thinking. We remind
them, "Hey, you don't have to focus only on
the short term. Let's also consider the vision
for the future and what would make

2025 a success for you?”

In what context does the organization find
itself, and how can you develop that for the
future, given the fact that you want to
become something? But what that actually
is, we will figure out together.




A Customer




example




CEO of
Customerknew
SBP. Program
management en
CEO contacted
SPBE

Personal
Relation

Customer start
new tender
process because it
was not satisfied
with service from
Competitor

1.Executive workshop

2. Application architecture
workshop

3.Workplace workshop

4. Security and compliance
workshop

5. Nan-functional workshop

6. Target operating workshop

7. Transition project planning
workshop

8.Solution validation workshop

Round of
Workshops

Customer

Conversations
Research

Talking about
Mission, vision,
industry trends,
Business model

canvas, EU
ambitions, future
perspectives,
trend research

SBP did Desk
research on
Customer
(Business model,
market & trends,
mission visions
purpose)

Taking over the
tasks that
Competitor used

Execution &
Migration

Reports &
conversations

Monthly reports
with overview of
the work SEP does
for the Customer

Deliver the service

that was

promised. Keep on

improving.

Technology office.
Customer became
Customerso there
was a need for
new capabilities
and applications

Conversation

About the next
steps, after the
migration from
Competitor to
SBP. The situation
was stabilized, and
the “problems”
were solved.
And about Service
creation. Strategic
and operational
conversation
partner

Business model
canvas,

Vision workshop

Conceptsprints

Customer wanted
to migrate to the
public cloud

Change in ask
from Customer

Insight in
Relationship

Customer did not
know about the
100% service and
the public cloud
service of SBP

A mutual
agreement to
increase the role
and partnership of
SBP and
Customerinto
other domains
outside hosting
the private cloud.
Opened the door
to talk about
increasing the role
and extending the
partnership.

Customer2.0
Change in
management
COO became
responsible for
the IT and the
management of
the customer

External

Conversation
Event

External New
Event workshops

New management
made workshops
of 2019 feel like a
waist of effort, But
it was not,
there was an
opening to talk
business

Tender public
cloud.

SBP needed to
show Customer
that their role
could be increased
and SBP was also
a partner in other
domains




Lunches, invited
Customer at the
office of SBP,
showing
references
(Inspiration day)

Strategy of the
Customer, what is
the role of SBP to

support that. Talk
about what was
already contracted
within the old
contract & what

else SBP could

Relationship
establishment

planned
conversations

Regutarly having:
Tactical
consultations,
Strategic
consultations and
operational
consultations

offer

Contract

negotiations

Service integration
and new
management
came for the
workshops:
Concept sprints,
testing
propositions, field
testing

Customerneeded
to reduce its costs,
the company
became smaller
(less employees)

External Event

Business model
canvas

Conversation

Customer needed
to reduce its costs,
the company
became smaller
{less employees)

A concept sprint
for a use case

Concept sprint
Mobile Customer
application

Concept sprint
Digital store
assistant

Customer asked

external party to

Public cloud do new market

research.

Market
research by
external

party

Business
Case

involvement
external

party

Other company
guides the tender
process of the
business case to
migrate to the
public cloud

External party
defined question
for the customer.

SBP gave a push

back to Customer

to include SBP in
the problem
definition and

<olution space

Conversations

Workshops
with
external

party

To find out how to
develop the
service,
integration and
management.

Of the public cloud

Execution &
migration

workshop &
conversations

To convince
Customerto not
conduct an open

tender but partner
with SBP, without
talking to
competitors.

Established
relationship




Deep dive into










Influencing other values

The values influencing the relationship between you and the customer are often a
combination of smaller, less impactful values.

In this chapter, we are going to dive deeper into these “smaller values”.

We will look at the combination of these values and their impact on the establishment
of othervalues.

When you better understand the influence of “smaller values”, you can focus on
combining these values to build a loyal relationship with your customer.




Trust

- A cultural fit between Schuberg Philis and the customer
A culture fit is influenced by the perception that the
customer has of SBP before or during the relationship, a
cultural fit between the company culture of SBP and the
culture of the customer means having shared norms and
company values. A cultural fit is expressed by a matching
attitude towards each other.

Values that influence a cultural fit:
Perception of each other, Attitude & Cultural fit

- Creating trust in Schuberg Philis competence
Competence is focused on the trust of stakeholders that
Schuberg Philis can help them solve their problems and
reach their goals. Trust in competence is not based upon
the fulfillment, but on the values that influence the
expectations of the delivered quality.

Values that influence competence:
Expertise, Competence & Experience

- Creating a Personal bond

The creation of a personal bond between you and the
customer is one of the most important values in a relationship.
The creation of a personal bond is influenced by the
personality of both you and the customer, the connection you
feel and the one on one interactions you have.

Values that influence a Personal bond:
Emotional connection Interpersonal trust, Interpersonal
interactions & Personal chemistry

Transparency in the relationship

Being open, honest and transparant creates a feeling of safety
IN the relationship. It is important that you can have trust in the
honesty of your customer as well as that the customer trusts
you to be honest, open and transparant.

Values that influence transparency:
Openness, Safety, Honesty & Transparency




Trust

Personal bond

Personal interaction

v

Cultural fit Personal chemistry

Perception of each other :
* Interpersonal dynamics

v

Attitude : :
* Emotional connection
Cultural fit *

Interpersonal trust

Transparency

Honesty <+ Openness <4 Transparency =P safety

Competence

Expertise <= Competence &P Experience



Commitment

- Customer orientation
Customer orientation is all about getting to know as much
as possible about the customer. Understand their market,
the trend, their customers and competitors to uncover
expressed and unexpressed needs and align your services
with their needs.

Values that influence competence:
Customer orientation, uncover expressed and unexpressed
needs and align with customer goals & knowledge exchange

- Interaction between you and the customer
Interactions express your and your colleagues commitment
towards the customer. By putting time and energy into the
interaction with the stakeholder, by being involved,
communicating, interacting, having extensive person to
person contact, having frequently contact, joined working
and putting effort into the relationship.

Values that influence Interaction:
Communication, Interaction, Involvement, Extensive person
to person contact, Frequency of contact & Joined working

- Creating and maintaining stability in the relationship

Creating and maintaining stability aks for commitment. You and
the customer both need to put time and energy into making
and fulfilling your promises to each other. By showing your
commitment the duration of the relationship will be positively
influenced.

Values that influence stability:

Stability, Longevity & Mutual exchange and fulfilling promises

Creating a future vision

It is important to mention the difference between a shared
future vision and a (non shared) future vision. Creating a future
vision for the relationship means you think about the future and
the possibilities the relationship with the customer has. This
future vision does not involve the goals and future vision of the
customer, but it is still important to be actively working on the
creation of a future vision to reach your goals.

Values that influence a future vision:
Future vision & creativity




Commitment

Interaction

Involvement

v

Communication

v

Customer Orientation

Customer orientation

+ Interaction
Knowledge exchange *
Effort

v

Uncover expressed and unexpressed
needs and align with customer goals

v

Frequency of Contact

v

Joined working

v

Extensive person to person contact

Stability Future vision
Mutual exchange and fulfilling promises — =—» Stability — Longevity —_— Creativity <+ Future vision



Satisfaction

- Customer goals - Delivering quality
Understanding the goals of your customer influences their The satisfaction of the customer is influenced by the quality
satisfaction. When aiming for a high satisfaction it is not only that is delivered. You and your team are responsible for the
Important to deliver your high quality service but also quality you deliver. This is not only the quality of application but
understand the needs and goals of the customer. To also the efficiency and the service that you deliver during the
actually solve their problems and fulfill their goals. Thisis a relationship. It is worth to mention that when the customer
ongoing process, as the needs and goals of the customer perceives a project as important, the customer feels more
can change during the relationship. satisfied.
Values that influence competence: Values that influence stability:
Understanding and adapt to customer needs and goals & Delivering quality service, Quality of the product, Efficiency of
offerings that align with customer goals the service & Getting an important job done

- Shared project objectives
Understanding the project specific goals and wishes is
Important for the satisfaction of the customer. Your solution
must fit within the IT domain and requirements of the
customer.

Values that influence Interaction:
Mutual benefits, Mutual goals & Meeting objectives of all
parties




Delivering Quality
Shared objectives

Delivering quality service

* Mutual benefits
Efficient service +

* Mutual goals
Product/service quality *

* Meeting objectives of all parties

Gat an important job done

Customer Goals

Understand and adapt to customer needs & goals = > Offerings that align with customer goals




Events and
Interactions



Event Action Goal Requirements/ Adaptations Values
‘Warkshop Preparaticn t be an the same kevel «  Customer orentatian & Understand and adapt to custamer needs and
iinspiration day) about the goal of thie workshap and have the same |« Understand goals and expectations af the Joals
enpectaions Cusbomer + Jfferings that align with customerns goals
+«  Cuuckly adapt and adjpust the planta the customers| »*  Actors’ perception of each cther
oh=sire s Future visian
s Creativity
= Customer orientaton
* Knoaledge exchange
Inspiratsan day During the workshop Find new use cases, inspire the customertoworc | » Understand the customers goals and nesds * Jained working
together with 582, Show pther use casesthatmight | » Customer orientaton * Personal Bord
be interesting for the customer |-. Joined working » Competence
= Operness & ransparency s Cutural fik
= |nb=raction « Transparency
Design workshops Diesign workshops, to get technical | Understand customers project reguremenits and set | »  Soheed current’ aouie problemns = Shared future visian
ingghts and understanding. goals for the project + Understand and adapt io customers’ needs and »  Culhural fit
gosals * Uncower expressed and unexpressed nesds and
&  Mutual goals alipn with custamer goals
= Mesling ohjpectines of all parties & Transparency
= Persoral bond
* Coompetercs
Merwork euent Atterd an netwark evert Connect with customers. Put efort Incontactand |« Shared g:l-ull:ﬂ'.r;nrgﬂ'meucnt s Connectan
interact ina indformal way + Effort
| * Fersonal band
Repaorts Shaw updates! dewslpments Send anrualimonthily reports to show abjective are *+ Transparency
met and delhsering quality & Competence
»  Deltsering qualdy
Work at office customer Be physicaly present, Beirg more visible, increase the retwork and personal| »  Be physicaly present * Joined working
canreect and interact with the customer] bond with the custbomer. Easier to arranpe meetings. |+ Inberact with customer in a professional and = inberaction
Having friendly conversations during wark urarafessianal way # Persoral bBond
= Attitude « Transparency
* Cutural fit
= Partnership
Stakeholder change Chanpge of staketalder Reestablish the relationship as fast as possike * MNetwork plan |how to grow persanal redationships | = Beach out ta new stakeholder
and awareness within the organzation of the * Tore-establsh relationship a= quickly as possbile
custamer) * LUnderstand perceptions of new staceholoer
| & Time= from the rew stakeholder about 888, posiive, negative or does not know
* Understanding of mutual goals S8P
+ Customer omertation * fArtors perception of each other Persanal bond
+  Deiivering guality interpersanal trust Knowledge exchange
s Fufiling promises interactian
| & Know the perception the reew staketabder might
have/tas af SBP
Stakeholder change Heach out to revar stakehalder fore-estahich relstiorship as quickly as passible | » Understand perceptians of new stakebolder abowt Actors’ perception of each other

S8F, posgre, negatre ar does nat know SBF

Fersoral band
interperzanal frust

Enoaiedge excharge




Event Action Goal Requirements/ Adaptations Values
IT driven project Execution, deliver quality To expand the relationship into more projects Understand and adapt to customers’ needs Dellvering quakty service
[im the buginess domain) and goals Praductl Senace quakny
Mesting cibpectives of all partes Dm-u:llu'eg are met
Delivering guality Competance
Customer orientation EIEFIE'I'E-I'H:.‘-E'
Joined working Custoemer orentation
Eumpeten-:e Cultural Fit
Transparercy Joined waorking
Brand |f‘|'l-l-ﬂﬂ How iz SEP FII'.'IEIﬂl:I-I"IEIj? T afs0 make cusiomers uwndersiand it 18 moft Cusiomer must e Cpeaf o I:'hEII'IEIE it Actors’ FIEI'I:-E'ptl-I:II"I of each other
S busiress E-IIZEII"IH'.'EIE"E., IE'!I.]'.'“EI"‘I _||,:5|: Bt IT pEI'l:El'.'Itll:II'III:lTEE:'F' Future vision
SBEP does mdes than EH:II-E'|'|' IT CUSTomer must see value I"I.I'IE-E'IIP.EII'I-I:"FI-E
the role of SEPJ doing rmoee with SBP
Desk resaarch Resagrchand fird a5 much iE.m in5|E||'|1'5. on the customers' missiaon, viskon |« CUstomer orientation Understarsd the Customes s market
inforrnation about the custormer | purpase, norm and values of the Customes. Market understanding Uinderstarnd the customess culture
and their customers ard sector. Search for PEFS, GaFsS and EIPFIEI-I'IIIJI'HIE'H Trend regagrch Understars customers pans and -EBi‘l"IE
Linconer e-.-:pre&secl EI'I.I:EH.H"IEHFIFEE.E-EH
neads and Ei'lﬂ'l. with customess -EIZI-E-E
él'tﬂ'l'l-ﬂi!-‘l.l‘ﬂ“. EhEI‘ﬂEﬂTﬂ-FgEII'IlI-HHEII'I giructure Reastabkshi HEE'FI FI-I35||II:]-I'1 o1 SBEP In the Understand I:ITQ'EIFIiIEItl-ElFI-H:l I:I"I-EFI!;IEH at EI-:EI‘IEII'IQE EFII:IIMEEI'QE-
arganizabon of the customer customer Competence
Customer orientation Personal borsd
Charge in goals and needs Actor's perception of each other
Time Troen the rew otakehodder Interection
Understanding of mutual goals Transparancy
Customer orientation ATfude
Delivering quality
Fultilling promiges
Know the perception the new stakehobder
rrikghit haveag of SBP
External event Budget Bmitations Reestabkshf keep posion of SBP in the Understand changes at the customes Perdonal bond
ﬁg-anlza[mm the customer Offerings that algn with customess’ needs T refEsarency’
and goals Meating objectives of all parties
External event Contract negotiations Find shared fullre waiod Stability for SBP and flexibility for customer Linderstand and afgn with custonmes’s

neads and goals
Transparency
Mutual exchange and fulfling promises




Event Action Goal Requirements/ Adaptations Values
Tender process  |Find a Tt in offerings and question | Participate in & new engagement with {new) Customer arlentation Culturad fit
of the customes custamer Alzn affected by point Systenm or non- Custarmer caentation
relationship requirermeants like numibes of Persanal band
certificates Competence
interaction
Imdte at SBP Show the office and connect with | Esiabiesh & mione mmmfegginnﬂ r-elg_ll-nngmp Understard customers interests Cultural fit
(lunch, tour atc.) the customer in an infarmal way with an open and fnendly conversatan Interaction with the customer Personal bond
Way of workireg
Dperaess
Businass model Future vision Craate & fuure vision tagether withi chee Linderstarnd and akgn with cusiames s needs Future wisinmn
canvas workshop customer. Have shared objectives and work and goals Shared objectives
rgether iowards the fulure Shared objectives Competence
Fulfiling promises Personal band
Delivering quality Tranaparency
Customer arientation Fulfilling promises
Cultural fit Partmership
Transparency
Meeating objectives of all parties
Workshops Concept Work together on creating a Shaw competence thaough working together an Lnderstamnd the customers goals and needs Future o
sprints concept for a possible gain or a :Iehq'eﬂng a solution tor & prob#em ar customer Customer arientation Competance
pain of the custormes goad Joned warking Jained warking
Dpenness & ransparency Understand and adapt to customer neads
Interaction and goats
Offerings that align with customesrs goals
Actors’ perception of each other
Custormer orientation
Enowledge exchangs
Projects for different | Expand network at the customer | Use persanal confections 1o get introduced bo Make sure you understand custamers pans Personal band
departments new stakeholder. Show use cases that might be] 8nd gains Competenca
interesting 1o new stakehokder. Show Diterings that align with customers’ needs interaction
competence of SEP and goals Excharge knowledge
Custormer arientation Custosner orientation
Presenting internal forGet asked to present at an intermal Be more wisibée at the customer, brand When asked 1o show speak Tor intemal Cudtural fit
custarmear avent at the customer, maybe RNErEness, events at customer Competenca
propage ta do thege bype of things Custormer goas
Fulfilling promises
Interaction
ﬂ-p-plul'tl.ll.'ll'l'."l' To cress-sading Stay aware of customer goals and keep a Linderstamnd the customess goals Competence
creative future vision 1o be able to propose new| *  Cultural fit (innovation level of customer) Personal band
ideas ar the right time to the Aght person Customer arientation Transparency
Custormear goals Custorner orientation
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