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~Jerry Gregoire

Strategy



Strategy

• Strategy is often misunderstood

• The Best vs Unique

• Strategy is the whole, not the parts

• Strategy is the position, not the action

• Strategy is about being unique, not 

being superior. 

The Key to Success is 

Alignment
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Customer Experience 
is the next competitive 

battleground.



CONSIDERATION ONBOARDING RETENTION

ACQUISITION ACTIVATION ADVOCACYAWARENESS

The Customer JourneyThe Buyer’s Journey



Why is understanding your Buyer’s Journey important?

LOYALTY

Make a strong first 

impression

Improve content 

strategy

Set the stage for the 

relationship

Competitive edge

Better customer 

experience

Gain a better 

understanding of your 

customer

See how you match up 

to competitors

Find ways to make the 

process easier



The Value of Loyal Customers

LOYALTY

• The cost to acquire a customer can be 6-7x more than to retain one

• A 2% increase in customer retention can have the same effect as decreasing 
costs by 10%

• The probability of a sale from an existing customer is between 60-70%

• On average, loyal customers are worth up to 10x more than their initial 

purchase

https://www.signalmind.com/



The Value of Loyal Customers

IF YOU WANT TO GAIN, 

YOU MUST RETAIN.
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Improving the Buyer Journey Experience

Understand 
Your 

Competitors

Understand

Your 
Customers

Assess 
Internally

Improve 

Key Areas

Measure & 
Hold 

Accountable



Competitive Analysis

Online Analysis

• Search Engine Optimization

• Google My Business Listing

• Third Party Sites



Competitive Analysis

Customer Sentiment

• Online reviews

• Response efforts

• Social media engagement



Offers & Positioning



Improving the Buyer Journey Experience
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Key Segments/Personas

Young Starter Couple
Seek value for money and 

flexibility without frustration 

Retired Empty Nester
Keep connected to the world 

without the hassles

Family
Dynamic parenting in a 

connected world

Remote Worker
Uninterrupted work; balanced 

home life

Gamer
eSports, social, and 

entertainment for leisure

Early Adopter
Social status and
high-tech lifestyle



Voice of the Customer

• Net Promoter Score (NPS) Survey

• Customer Satisfaction Survey (CSAT – Transactional)

• Customer Effort Score

• Customer Churn Survey



Improving the Buyer Journey Experience
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Offer Strategy/Positioning

• Value-based/Solution-based plans

• Messaging - on brand, natural vs ad speak, resonates 

to the segments it pertains to. 

• Call to action and seamless process to purchase or 

find out more

• Make the customer the hero



Offer Strategy/Positioning
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Customer Calls & Installs



Improving the Buyer Journey Experience
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Key Areas For Improvement

• Team alignment on strategy

• Online presence

• Customer engagement online 

• Customer sentiment

• Offer strategy/positioning

• Brand and messaging

• Direct customer interactions

• Consistency and Accountability



Improving the Buyer Journey Experience

Understand 
Your 

Competitors

Understand
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Customers

Assess 
Internally
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Measuring Improvement with KPIs



The Value of Loyal Customers

IF YOU WANT TO GAIN, 

YOU MUST RETAIN.



v



v

Questions?
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Caralee Nowak | Senior Success Account Manager

caralee.nowak@calix.com | linkedin.com/caraleenowak
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