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What foundational capabilities do you need to drive 
the required Customer Behaviour / Outcomes

Strategic Outcomes 

Business Outcomes

Customer Outcomes

Capabilities 

PROFIT

SALES
% MARGIN

COST / EFFICIENCY

MORE TRANSACTIONS

INCREASED ENGAGEMENT

MULTIPLE PRODUCT ADOPTION

etc…

DATA ACCESSIBILITY AND ACTIVATION
MEASUREMENT OF INCREMENTAL VALUE
PERSONALISED CROSS SELL AND UP SELL

STRATEGIC 
OBJECTIVES

Bigger causes beyond everyday business, 
typically board level - i.e. sustainability 

All priority customer behaviors should be tied to business outcomes, 
these always lead back to profit + meet Strategic Outcomes (bonus)

What customer behaviour leads to
Business Outcomes being met
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Show the right ROI to the right people to unlock faster business approval.

https://www.linkedin.com/in/stirlingben/
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