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Strategic VisioningStrategic Visioning

Part 1: Assess your strategic direction given
industry experiences and a your:

• Resources

• Capabilities and

• Constraints.

Part 2: Build consensus and motivation with
your senior management team to
insure your future success.
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Strategic Visioning ObjectivesStrategic Visioning Objectives

• Review your existing vision, mission and
objectives

• Organize your vision and ideas to 
maximize their benefit to your business

• Clarify and prioritize your vision and ideas
based on their benefit your business

• Review your organization, resources and
constraints

• Build consensus and motivation for your
updated mission statement and objectives

• Develop basis to review and update your
strategic plan
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Strategic Visioning BenefitsStrategic Visioning Benefits
• Improves your focus and priorities

• Identifies major new business opportunities

• Identifies opportunities for business,
products, services and organizational
improvements

• Identifies opportunities for change

• Builds consensus within your organization

• Provides context for your business decisions

• Improves internal and external communications

• Provides industry perspective and measurements
for your senior management.
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Where does
Strategic

Visioning fit
within the
business
process?

Where does
Strategic

Visioning fit
within the
business
process?

Vision

Share & Validate
with others

Reach consensus
& agreement 

Develop mission 
statement & objectives

Create the Stratregic Plan 
& Financial Model

Create the
Marketing and Sales Plan

Create the
Business Plan

 Create and execute the 
Implementation Plan

Create & execute the 
Monitor & Assess. Plan

Review & approve
the plan

Perform market test
& refine the plan

Review & approve the 
revised plan & budget

Perform periodic reviews

Conduct  Customer 
Satisfaction Surveys

Refine the Product, 
Service & Process

Strategic Visioning
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Do you need
Strategic Visioning?

Do you need
Strategic Visioning?

A Strategic Vision and
a Strategic Plan are
key to your company’s
success.

The Workshop
ensures that your
strategic vision and
plan incorporates all
the appropriate sales,
service and
distribution channels,
including your Call
Center(s) and web
sites.

Strategic
Plan

Exist?

Strategic
View
Exist?

Strategic
Objectives

Exist?

Strategic Visioning 
Workshop

Validate 
Strategic View 

and Plan

Complete
Plan

Exist?

Construct 
Strategic Plan

Vision
Validated?

Plan
Approved?

Start

Identify  Visioning 
Workshop 
Participants

Update Strategic 
Plan

Start
Over?

Process Complete

Strategic Planning Process 
Road Map

No

No

No

No

No

No

No

Yes

Yes

Yes

Yes

Yes Yes

Yes
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What is a Strategic Visioning
Workshop?

What is a Strategic Visioning
Workshop?
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Strategic Visioning vs Channel AssessmentStrategic Visioning vs Channel Assessment
Visioning/Strategic Planning

• Explore your business opportunities and potentials

• Identify and validate your business direction

• Differentiate between strategic and tactical

• Build consensus within your senior management
team

(Sales & Marketing) Channel Assessment

• In-depth Channel snap shot study

• Where do your Channels fit within your business
processes?

• How well are your Channels functioning?

• Are your Channels meeting their objectives?

• What could be done better?
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Strategic versus TacticalStrategic versus Tactical
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Strategic FocusStrategic Focus

Focus on:

–   Customer

–   Industry/Market

–   Market Share

–   Profit
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Strategic: Positioning for TomorrowStrategic: Positioning for Tomorrow

Cost Driven Sales & Service Driven

Minimize costs:

• Limit your Channel resources

• Limit your talk time

• Handle your customers more
efficiently

• Manage your call volume to
your available staff

• Reduce your live call
handling through more
automation (e.g., automated
voice response)

Maximize sales, customer satisfaction
and market penetration:

• Enrich your agent/customer
relationship

• Introduce more and improved
products

• Add new customers, while retaining
existing customers

• Improve your sales processes

• Make more sales attempts
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Tactical: Today’s Channel
Business and Operations

Tactical: Today’s Channel
Business and Operations

Business 
Objectives & 

Plans

Channel 
Applications

Channel 
Operations

Channel 
Information 

Systems

Channel 
Communications

•  Staffing
•  Recruiting
•  Training
•  Scheduling
•  Operation Monitoring
•  Operation Reports
•  Customer Satisfaction
•  Policies & Procedures
•  Basic Facilities
•  Test & Release

•Telecom (ACD, PBX, 
       IVRU, CTI, ...)
•Electronic (Email,
       Internet/Intranet,
       FAX)
•Mail

•  User Workstation
•  Operating Systems
•  Utilities
•  Print & File Servers
•  LAN
•  WAN

•  User Applications
•  Host Programs
•  3rd Party Programs

•  Goals & Objectives
•  Marketing, Sales,
       and/or Service Plan(s)
•  Operational Plan
•  Budget
•  External Relationships
•  Disaster Recovery



©  1996-1997  MMC AD Systems.  All Rights Reserved.       http://www.mmcad.com
5/97

Channel TacticsChannel Tactics

Channel
Development
Steps

Channel
Development
Steps

Business
Development
and Operations

Business
Development
and Operations

Start

Define 
Requirements

Architecture

Detailed Design

Implementation

Test

Integration

System Test

Production 
Operation

Monitor, Assess 
& Improve

•  Overall Channel Architecture Plan
•  Communication System Arch & Plan
•  Information System Arch & Plan
•  Facility Layout and Design

•  Business Objectives
•  Market & Sales Objectives
•  Application Objectives

•  Call & Data Model Design
•  Hardware/Software System
    Design, Selection & Acquisition
•  Network Design & Plan

•  Software Program Development
•  Database Development
•  Operations Manual Creation

•  Operation Procedures Identification
•  Staffing & Recruiting Plan Develop.
•  Emergency Backup Plan Develop.
•  Furniture Selection

•  Hardware & Software System Tests
•  Training Reviews
•  Operational Procedure Reviews

•  Live Hardware/Software System
    Tests
•  Workaround Developments
•  Operational Improvements

•  Staffing

•  Proforma P/L
•  Site Selection
•  High Level Project Plan

•  Detailed Project Plan

•  Training•  Integrate Communications and
    Computer Hardware and Software
    (CTI)

•  Training Manual Creation
•  Application Script Development
•  Campaign Development

•  Satisfaction of Objectives Review
•  Trial/test campaign(s)

•  Operate the Channel
•  Manage the Operations
•  Monitor Productivity

•  Objectives Review & Analysis
•  Process, Procedures, Personnel
    Review & Analysis
•  Systems Review & Analysis

•  New Technology Introduction
•  New Application Introduction
•  Consolidation
•Analyze/improve campaign(s)

•  Hire & Train Replacement Staff
•  ROI Review (periodic)
•Execute campaign(s)
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SummarySummary

• A Strategic Vision and Plan are key to your
company’s overall success.

• A Strategic Visioning Workshop will ensure that all
your key resources and constraints are
incorporated into your mission and objectives
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For more information:For more information:
sales@mmcad.com

http://www.mmcad.com
(925) 485-4949


