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1. From maximization of shareholder value to 

profitable customer delight 

2. From a pre-occupation with efficiency to co-

creation of value with stakeholders 

3. From command to conversation 

4. From economic value to value that grows the 

firm
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These shifts all have to do with customer, more 

specifically doing a better job of engaging with 

customers.  

Given the importance of the customer, what exactly is 

Customer Engagement? A generally accepted 

definition is that Customer Engagement Management is   

the attracting and influencing of customers and 

potential customers in order to hold their 

attention and encourage them to participate in 

long-term relationship
2
  

Said another way, companies with customers that 

understand the value of the relationship have 

customers that buy more at higher prices with less 

cost to serve…and are glad to do it.  

However, a study by Gartner estimates that customer 

engagement initiatives are underway at only 15% of 

Global 1000 organizations, and of those 

organizations, 95% measure customer engagement 

through customer satisfaction surveys, which only 

identify current issues rather than new opportunities 

for growth. Worse yet, only a few of those companies 

make use of the lessons learned and commit enough 

resources to manage and improve customer issues 

holistically.  

There is a massive gap…and a massive opportunity. 

The gap is between the business need for customer 

engagement and what most companies are actually 

doing to fill that need.  The opportunity is to get 

ahead of competitors with better customer 

engagement…and stay ahead by making it part of 

how a company works. 



 
 

 

In six years of innovating, collaborating, and 

executing with world class companies like Owens 

Corning, GE, Bayer, Amgen, CDW, and Philips we 

have gained significant insight on what it takes to 

improve Customer Engagement.  

The first insight is that Customer Engagement is 

squarely focused on the customer’s engagement with 

you, not the other way around. It is about the 

customer knowing that you are serious about its 

business and are ready to invest in its future growth. 

Consequently, an engaged customer knows: 

1. How your offerings are different than the 

competitive alternatives and how that is going to 

help them make money 

2. That you understand their business 

challenges...in a manner that goes well beyond a 

scratch-the-surface survey 

3. How you are willing to help them with those 

challenges and commit to execute with speed 

None of these tenets are new. Companies work on 

them all of the time. As such, the second insight here, 

which we have experienced first-hand, alongside 

industry-leading companies, is that these tenets are not 

wired together very well into any kind of system, where 

you can push the throttle and make engagement 

happen faster. We believe the activity associated with 

creating Customer Engagement needs to happen with 

speed and structure in order to stay ahead of 

competition.  

We set out six years ago to build a system that will 

help B2B companies create Customer Engagement 

in a cost-effective, scalable manner. Today, 

RENDER is a practical SaaS system designed to 

create Customer Engagement in the context of the 

new Creative Economy. We designed RENDER with 

your customer in mind and to integrate into how you 

already work. 

 

When we started building RENDER, we wanted to 

create structure around a true Customer Engagement 

object. There are several big objects that create 

connections between a company and its customers 

but none truly create engagement. There are the 

functional relationships between company and 

customer, on which CRM has been built. There is the 

lead generation activity between company and 

potential new customers, on which Marketing 

Automation has been built. There are the 

transactions between company and customer, on 

which ERP systems have been built. There is the 

sales and marketing collateral a company publishes 

for customers, on which Content Management 

Systems have been built.  

All of these systems are inside-out and provide none 

of the critical Customer Engagement criteria per our 

definition. We wanted to align our system with a core 

activity that existed between customer and company. 

The object we determined that sits squarely in the 

middle of what a customer wants to engage a 

company on is the Value Proposition. It is the object 

that no system had been built on.   
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We have been in the trenches, working with industry-

leading companies to engage their customers. In our 

work we have ascertained that the three tenets of 

Customer Engagement have the Value Proposition 

right at the center of it all. So we built a system that 

creates speed and structure in activities focused on 

those three tenets, turning the Value Proposition into 

a growth asset.  

1. How your offerings are different than the 

competitive alternatives and how that is going 

to help them make money.  

RENDER focuses on the first customer 

engagement tenet by providing a structure to 

“Define and Sell Value Propositions.”  It helps an 

organization access the right Value Proposition at 

the right time to win deals and margin. 

RENDER is loaded with a patented method to 

easily define consistent, rigorous Value 

Propositions that will help your sales force 

understand how your offerings are differentiated 

relative to alternatives. RENDER makes it easy for 

people to work with Value Propositions, taking what 

is a convoluted object for many companies and 

transforming into the most valuable asset in 

business. 

The Creative Economy world in which we live 

requires that Value Propositions are not only 

compelling and rigorous, but also available to 

sales professionals around the globe anytime, 

anywhere, on any device, to share with 

customers. As a SaaS platform, RENDER also 

provides a place to store, collaborate, and access 

Value Propositions across the organization.   

 

 

2. Understand Their Business Challenges. 

RENDER focuses on the second customer 

engagement tenet with a structure to “Listen to 

Customers Feedback.” We have developed what 

our customer partners consider the best listening 

approach in B2B. It has little semblance to 

traditional approaches that, in measuring 

satisfaction, focus on customer issues not 

solutions.  

The conversation in and of itself engages 

customers by gathering feedback as follows:  

 

 

 

 



 
 

 

‒ Use your Value Proposition as the structure to 

get direct feedback from the customer on the 

things you invest in that you believe help the 

customer make money vs. the alternatives.  

‒ Find out the quantifiable benefit of your Value 

Proposition to the customer’s bottom-line 

‒ Make the conversation forward-looking to 

understand what to invest in to make your 

Value Proposition better and help the 

customer to make more money  

The foundational idea is to organize listening 

around the Value Proposition such that it can be 

better communicated and improved. This 

feedback is not a measurement of customer 

satisfaction. It elicits actionable insights focused 

on the customer’s growth.  The purpose is to 

gather specific data on how engaged are 

customers on the Value Proposition and what 

can you do to improve that engagement.   

As a Value Proposition system, RENDER 

enables an organization to develop this listening 

capability as a better approach to customer 

feedback. Sales reps can periodically have this 

structured conversation with their customers. 

Marketing or Product Management may use the 

feedback to develop a Value Proposition around 

a new product or service. The point here is to 

have a structure for listening to customers that 

the organization understands and can deploy 

quickly without the need for outside help.   

RENDER, as a SaaS platform, then supports 

easy data capture, data aggregation, and 

analysis. More importantly, it provides easy and 

real time access to customer feedback on Value 

Proposition. Are our product and service offerings 

working for our customers?  What are our 

customer’s top insights for new products and 

service?  

 

The customer Feedback activity in RENDER 

enables structured listening to better engage 

customers and discover insights on the 

challenges they face. It eliminates the typically 

ad-hoc nature of getting customer feedback and 

makes it easy to get those insights out to the 

organization quickly and purposefully.  

 

 

 

 

 

 



 
 

 

3. How you are willing to help customers with 

their challenges and commit to execute with 

speed.  

RENDER focuses on the third tenet important to 

engaged customers by helping companies 

“Improve the Value Proposition.”  

Our experience in B2B has shown that the 

customer relationship just begins when the sale or 

deal closes. As such, the one thing, other than 

price, a customer is willing to engage on is how you 

can help them solve their business challenges. 

However, many companies struggle with effectively 

executing customer initiatives. Due to the 

complexities inherent in any cross-functional 

organization, it is difficult to get everyone on the 

same page on the initiatives to improve the Value 

Proposition to customers, even though it is the 

ultimate point of engagement between a company 

and its customers.  

As a Value Proposition system, RENDER wires 

company initiatives to the customers that 

informed them and how they are impacting future 

Value Propositions. RENDER provides a platform 

to deliver a customer-facing list of initiatives a 

company is executing for the customer, to have a 

clear understanding of status, and to organize 

and deliver feedback. It creates the kind of 

visibility for sales and customers alike that 

improves social collaboration around customer 

initiatives.  

The result is speed in execution that achieves the 

pinnacle of Customer Engagement. Customers 

care that you are able to succinctly show them 

how your Value Proposition will help their 

business. They care that you listen to their 

challenges in a structured manner. But when you 

are able to demonstrate to them the actions 

taken on their behalf, you have achieved a place 

that we can guarantee competition cannot match.   

 

We have taken three activities, typically pursued 

independently, for Customer Engagement and wired 

them together in RENDER with the Value Proposition 

as the unifying force. Any person with a stake in the 

value proposition could still “Define and Sell,” “Listen 

to Customer’s Feedback,” and “Improve” as separate 

activities and benefit from the speed and structure 

enabled by RENDER.  

 

 

 

 

 

 



 
 

 

We have seen both the necessity and value of 

approaching these activities as standalone activities. 

Defining compelling Value Propositions has a big 

impact on sales effectiveness and productivity; 

Feedback helps identify customer opportunities; 

Improvement Initiatives help customer retention and 

growth.  

At the same time, there is also a concept happening 

here that follows the rule that the whole is greater 

than the sum of the parts. The real power of 

RENDER is as an integrated Value Proposition 

system. This integration is where the opportunity for 

using RENDER to create full Customer Engagement 

starts to gel.   

Often times what delineates using RENDER as a 

system versus standalone activity is the size of the 

business challenge. However, defining and selling 

Value Propositions, then listening to customers 

against those same Value Propositions, and showing 

how improvement initiatives are connected to 

customer listening and will impact future Value 

Propositions transforms the work into a well thought 

out and coordinated system. As a system, it gets 

customers more engaged with the company....and 

increasing that Customer Engagement ultimately 

leads to profitable growth. 

To illustrate how RENDER as an integrated Value 

Proposition system creates Customer Engagement, 

the best case study we have is our own Value 

Proposition. 

We use RENDER ourselves as the platform to 

engage our own customers. We update our Value 

Proposition after every software release as needed. 

We listen to our customers to get feedback on our 

Value Proposition. We use customer feedback to 

execute the improvement initiatives to our Value 

Proposition and prioritize our product roadmap.  We 

keep our customers up to date on the initiatives we 

are working on to continually improve.   

The graphic on the following page is our own Value 

Proposition straight out of RENDER. It is a true 

reflection of what all our customers have told us are 

the benefits they receive from doing business with us.   

  

As you can see in our Value Proposition, we have 

invested in a SaaS Platform and Experts to enable 

Sales and Marketing to be more efficient in the 

massive amount of activity related to Value 

Proposition that was managed in a convoluted 

manner.   

Perhaps more importantly, we have also invested in  

Intellectual Property as an enabling innovation that 

gives Executives a better way to work with customers 

and drive top line growth…growth easily obtainable 

given the research showing the Global 1000 has 

struggled in making Customer Engagement work. 
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From the bottom-line, we have quantified the benefits 

of the Enablement of efficiency with our customers 

via the man-hour savings they have achieved – 10 

weeks per year for a Marketer and 2 hours per week 

for a Sales Rep.   

From a top line growth perspective, we take only 

small credit for enabling the success our customers 

achieve from using RENDER to engage their 

customers.  Combined, RENDER contributes well 

over 10X benefits to their bottom line amount, which 

translates to a return of over $700,000 for every 

$75,000 they invest in our system. 

As we have implemented the RENDER system to 

understand how our offerings are different than 

competitive alternatives, to understand our 

customers’ business challenges, and to help with 

their challenges by committing to execute 

improvements with speed, we now have some of the 

most engaged customers in the world...at least that is 

what they tell us! 

 



 
 

 

Customer Engagement is about how your customers 

are engaged with your company. We see the Value 

Proposition as being core to creating that 

engagement.  

In the Creative Economy, the Value Proposition sits 

squarely in the middle of the three tenets of 

Customer Engagement.  In order to stay ahead of 

competition, companies need a technology platform 

to act with speed on the Value Proposition activities.  

As a system to sell the Value Proposition and listen 

to customers in order to improve it, RENDER enables 

companies to increase their customers’ engagement 

with them. We at Valkre continue to listen to our 

customers and are investing in initiatives to improve 

our Value Proposition and RENDER to help our 

customers grow even faster.   

 

1 Steve Denning, "The Golden Age Of Management Is Now," 
Forbes, Aug. 5, 2013 
(http://www.forbes.com/sites/stevedenning/2013/08/05/the-
golden-age-of-management/). 

2 Patrick Stakenas, "Use the Sales Organization to Set the Stage 
for Customer Engagements," Gartner, Oct. 15, 2013. 

 

 

 

 

 

 

 

 

About Jerry Alderman  

Jerry Alderman is the founder and 

chief executive officer of Valkre 

Solutions, Inc. Jerry has built a 

reputation for getting sales and 

marketing organizations into action 

on initiatives that have been 

customer informed. Prior to founding Valkre, Jerry was a 

senior vice president for Exogen. He started his business 

career at Boise Corporation where he spent 12 years 

learning and experiencing the unique challenges of B2B 

companies. Before starting his business career, Jerry 

served six years on nuclear submarines as a Naval Officer 

through the Admiral Rickover program. These experiences, 

combined with a Bachelor Degree in Civil Engineering, a 

Master’s Degree in Nuclear Engineering, and an MBA from 

the University of Chicago Booth School of Business provide 

a broad base of problem-solving skills from which Jerry 

grounds his work. He continues to contribute to the 

advancement of business science through his practice, 

speaking, writing, and academic contributions. 

About Valkre 

Valkre is a Chicago-based software and services company 

built on the idea that the Value Proposition is the most 

important growth asset in business. When Valkre launched 

the company in 2008 we began developing our SaaS 

platform around a methodology we called Customer Value 

Creation.  

Today, we have created a breakthrough Value Proposition 

management system that helps GE, Owens Corning and 

other winning B2B companies, small and large. RENDER is 

the cloud-based software that enables a company to own a 

cost effective Value Proposition management system that 

is sustainable and scalable. RENDER drives speed and 

structure that helps companies stay ahead of competitive 

offerings with a differentiated value proposition, improved 

value selling, and customer-informed investments. The 

result is increased profitable growth. 
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