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CONSULILTING TECHNOLOGY OUTSOURCING






Business Process Management Method


1 Customer, product, market, channel analysis

1.1 Purpose

The purpose of this analysis is to get a clear overview of the commercial scope of the project engagement. Understanding the business context starts with the core: what product/service is delivered to which customer on which market accessed through which channel?

1.2 Deliverables

Input

· Customer’s documentation

Output

· Product segmentation

· Customer segmentation

· Market segmentation

· Channel segmentation

1.3 Main description

1. The first step is to investigate the product/service portfolio. Often, this can be found in all kind of documentation (folders, website, a.o.). Segment the product/services that are in scope for the project.

2. Based on the product/services segmentation, investigate on which markets these product/services are offered. 

3. Now, for all product-market combinations, specify which customer segments are targeted.

4. As a last step, specify the channels through which the customers are accessed.

This commercial breakdown helps identify the exact scope of the project and form the bases for understanding the value added chains.

1.4 Related tools / techniques

· Not applicable

1.5 Template

A. Products/services overview

	
	Product group
	….

	
	Product A
	Product B
	….
	….

	


B. Market segmentation for product/services

	
	Product group
	….

	
	Product A
	Product B
	….
	….

	Market 1
	Market segment 1.1
	X
	
	
	

	
	Market segment 1.2
	X
	X
	
	

	Market 2
	….
	
	
	
	


C. Customer segmentation per product per market

	
	Product group
	….

	
	Product A
	Product B
	….
	….

	Market 1
	Market segment 1.1
	Customer segment i

Customer segment ii
	….
	….
	….

	
	Market segment 1.2
	Customer segment iii
	Customer segment iv
	….
	….

	Market 2
	….
	….
	….
	….
	….


D. Market channel segmentation per customer per product per market – unprioritized

	
	Product group
	….

	
	Product A
	Product B
	….
	….

	Market 1
	Market segment 1.1
	Customer segment i

· channel x

· channel y

Customer segment ii

· channel x
	….
	….
	….

	
	Market segment 1.2
	Customer segment iii

· channel x
	Customer segment iv

· channel z
	….
	….

	Market 2
	….
	….
	….
	….
	….


1.6 Example

A. Products/services overview

	Volkswagen
	Person cars
	Vans

	
	B-segment
	C-segment
	….

	
	Polo
	Golf
	Touran
	….
	….

	


B. Market segmentation for product/services

	Volkswagen
	Person cars
	Vans

	
	B-segment
	C-segment
	….

	
	Polo
	Golf
	Touran
	….
	….

	Lease
	Private lease
	
	
	
	….
	….

	
	Company lease
	
	
	
	….
	….

	….
	
	
	
	
	….
	….


C. Customer segmentation per product per market

	Volkswagen
	Person cars
	Vans

	
	B-segment
	C-segment
	….

	
	Polo
	Golf
	Touran
	….
	….

	Lease
	Private lease
	Wealthy elder
	Young families
	Families
	….
	….

	
	Company lease
	Young professional
	Profesional
	
	….
	….

	….
	
	
	
	
	….
	….


D. Market channel segmentation per customer per product per market – unprioritized

	Volkswagen
	Person cars
	Vans

	
	B-segment
	C-segment
	….

	
	Polo
	Golf
	Touran
	….
	….

	Lease
	Private lease
	
	
	
	….
	….

	
	Company lease
	
	
	
	….
	….

	….
	
	
	
	
	….
	….
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