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ENHANCING THE CUSTOMER THROUGH SERVICE

VICTOR CHEN, 

Vice President, Customer Success | Blue Ridge 



2

1

2

3

4

5

INTRODUCTION

AGENDA

CHALLENGES

ACCOMPLISHMENTS

SPEED

ASSURANCE
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FOCUS ON SATISFACTION WITH SERVICE

Every customer deserves to be treated as unique

How customers perceive and rate providers:

Reliability: Deliver as promised

Responsiveness: Positive, prompt and polite

Empathy: Care, concern and consideration

Tangibles: Quality, appearance and ease

Assurance: Courtesy, respect, helpful and knowledgeable
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ACCOMPLISHMENTS 
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ACCOMPLISHMENTS PAST 12 MONTHS

Monthly Maintenance Release

AWS Migration

All Customers on Same Release

Customer Satisfaction Survey

Business Reviews

Customer Onboarding

Additional Team Members
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AWS / MONTHLY RELEASE CYCLE BENEFITS

AWS

• Flexibility

• Secure

• Reliable

• Scalable and high-performance

Monthly Release Cycle

• Accelerated Time to Value

• Mitigate release failure

• Continuous updates

• Increased productivity
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ONE VERSION – BENEFITS

All Customers on Same Release

• Scalability

• Supportability optimized to maximize uptime

• Innovation
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RELEASE MANAGEMENT CYCLE
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CUSTOMER SATISFACTION SURVEY RESULTS

Feature/Functionality

Customer Support – Timeliness to respond

Education/Training

Performance
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CUSTOMER SATISFACTION – FOCUS AREAS

Education/Training

• Additional resources

• Enhanced documentation and self service

Performance

• AWS

Feature/Functionality

• Part of monthly maintenance release cycle

• Release notes

Customer Support – Timeliness to respond

• Additional resources
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CUSTOMER ONBOARDING HIGHLIGHTS

• 70% completed within 90 days and 100% completed on-time

• 100% on or under budget

• 1 customer live in 6 weeks
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SPEED



13

FUTURE

Connectors/Application 

Program Interface (API)

Documentation Enhanced Dashboard
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DATA CONNECTOR / API’S
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DOCUMENTATION
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ENHANCED DASHBOARD
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ASSURANCE
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Dashboard

LIFELINE

Provide constant 

feedback to 

ensure goals are 

achieved

Identify potential 

problems at an early 

stage and propose 

possible solutions

Evaluate metrics to 

determine business 

objectives are met 

Incorporate views of 

stakeholders
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LIFELINE – OPERATIONAL VS STRATEGIC

Replenishment

Inventory planning

Supplier collaboration

Demand planning

Report development

Business performance metrics

ROI realization

Sales & Operations Planning

Product enhancements

Customer loyalty

OPERATIONAL STRATEGIC
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GOALS

Increase the speed and rate of return on investment

Enable sustainable and improving results

Partner to ensure successful user and product adoption
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OBJECTIVES
Establish a shared vision

Assess user adoption and product knowledge

Define overall business objectives and value

Design metrics to prove objectives and value 

(e.g. Value Delivery Proposition)

Share best practices

Joint Planning

Map additional customer requirements to Blue Ridge 

(BR) product roadmap
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QUESTIONS ANSWERED

1. What has been accomplished by using Blue Ridge?   

2. Has Blue Ridge provided the value? 

3. Is the configuration up-to-date based on changing 

business objectives?   

4. Do we have a defined process to implement change? 

5. Do you understand all the Blue Ridge capabilities? 

6. Is the adoption of the application “healthy”? 
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VALUE OF LIFELINE

Product 
Availability

Forecast Accuracy

Inventory Turns

On-time In-Full / Fill 
Rates

Stock Outs

Surplus

Inventory Levels

Transportation Cost 
& Lead Time
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ANALYTICS MATURITY MODEL

STRATEGIC

PREDICTIVE
MODELING

Operational																																																																																			Strategic																						 Transformational

Va
lu
e	
an

d	
Co

m
pl
ex
ity

§ Inconsistent
§ Lack of infrastructure
§ No integration

§ Operational reports
§ Performance evaluation
§ Descriptive and timely

§ Diagnostic reporting
§ Tight integration
§ What is happening and why

§ Organizational scorecard
§ Consistent
§ Insight to what is likely to happen

§ Real-time analytics
§ Foresight
§ Enhanced decision making

PRESCRIPTIVE
MODELING/

OPTIMIZATION

REPEATABLENON-EXISTENT 
/ AD-HOC
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STRATEGIC OUTPUT 

Completed 28 business reviews

Identified training opportunities

Enhanced user experience and adoption

Achieved ROI realization

Enriched functionality (e.g. perishable)

Developed and understand the customer journey

Deliver product roadmap vision (e.g. IBP)
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CERTAINTY

SPEEDASSURANCE

INTEGRATED CUSTOMER EXPERIENCE

Reliability

EmpathyTangibles

Assurance

CUSTOMER 
EXPERIENCE

Responsiveness
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THANK YOU


