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Business Growth for Evolving Times: How Customer Education Can Help

Business Challenges in Today’s Climate

Today’s business climate presents challenges both new and old. The world of
business has truly turned to operating globally around the clock. The velocity of
technical innovation is increasing, and businesses struggle to keep up.

In this environment, it has Keeping pace is key to be able to:
become more important >

for businesses to keep
pace with the needs of the
customer and be ready

to deliver to meet ever-
changing requirements.

Customer education can help achieve these goals. In addition, well-informed customers are

more apt to become repeat customers with a higher level of satisfaction and engagement.
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What Is Customer Education and
Why Is It Important?

Customer education involves offering training and training
materials to buyers of your products and services

Organizations that have Some of the risks associated with a poorly trained
top-performing customer customer base may include:

education programs enjoy: >
» 20% improvement in customer loyalty

» 21% improvement in the lifetime value
of a customer

» 20% improvement in the safe use
of products by customers

Source: Extended Enterprise Customer Education Survey, IDC, April 2021, N=508
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Differences Between Organizations That Excel
at Customer Education and Those That Lag

Some companies thrive while others merely survive the process of educating their customers

IDC conducted a survey of 508 decision-makers involved in the customer Q. What percent improvement have
education and customer experience process. Based on the responses to
the survey, we were able to divide the survey pool into cohorts representing
those that are thriving in their efforts to provide effective customer education Improve brand loyalty
and those that are merely surviving through the process.

you seen in the past 2 years from your
customer education program?

Improve safe use

Our research found that have greater Improve post sales experience
performance across all measures and gained

between 21 and 2.7 times more improvement
than across the same measures. New market products, customers

Increase customer lifetime value

Improve customer retention
Revenue growth

Improve customer experience

M Thrivers M Survivors

n =508. Source: Extended Enterprise Customer Education Survey, IDC, April 2021

—
— InfoBrief, sponsored by Adobe
-— IDC November 2021 | IDC Doc. #US48251721 Table of Contents 5



Business Growth for Evolving Times: How Customer Education Can Help

How Customer Education Is Conducted Today

Various learning materials and methods

The method of choice for
customer education is relatively
similar between both those that
are thriving and those that are
merely surviving.

Training aids and manuals

Product simulations/demonstrations

» Both cohorts rely on training aids
and manuals making these the most
common materials used for customer
education.

Videos
Powerpoint tutorials

Self-paced e-learning ) )
» Both thrivers and survivors also make

use of videos and product simulations/
demonstrations, yet survivors tend to
lean more heavily on them.

Virtual but synchronous Instructor-Led
Training (ILT)

In-person instructor-led training

M Thrivers M Survivors

n =508. Source: Extended Enterprise Customer Education Survey, IDC, April 2021
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Customer Education Capabilities:
What Are the Real Game Changers?

While many capabilities and characteristics are important,
five stand out as particularly notable, especially for thrivers

Numbers 1 and 2 go well together

The ability to consult with others like yourself
and potentially compete with one another
elevates the overall customer experience.

e Reasonable cost of ownership

Numbers 4 and 5 naturally go together
Al-based recommendations and tracking buyer
profiles and their typical behavior go a long way
towards understanding customers as well as
offering the right training at the right time.
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Challenges Encountered Along the Way

Q. What are the major challenges with your organization’s current/
planned customer education training program?

Whether an organization is

a thriver or survivor, there

are similar challenges in
delivering customer education
that organizations face:

No feedback loop from training to sales
No reason to seek out training

Hard to make a business case for spending

Difficult for customers to find/access training o

O,
Training material not targeted L
16%
14%
16%
16%
15%
18%
15%
14%
14%
11%

No challenges
Customer engagement is not tracked
Customer training is siloed

Difficult to keep training current

Current customer audience is not engaged

8%
10%

Older training material is not accessible

M Thrivers M Survivors

n=508. Source: Extended Enterprise Customer Education Survey, IDC, April 2021
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What Gets Measured Gets Better

Aligning metrics to business goals can lead to improvement

Q. Which metrics does your organization currently
use to assess the impact of customer education?

Improve brand loyality

Increase revenues from new markets,
products, customers

Improve customer retention
Improve post sales experience
Improve customer experience
Improve safe use

Revenue growth

Increase customer lifetime value

M Thrivers M Survivors

n =508. Source: Extended Enterprise Customer Education Survey, IDC, April 2021
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All metrics around customer education
success listed are important to both thrivers
and survivors and should be considered for
customer education programs.

There were some subtle differences between the cohorts:

The most important metrics for thrivers:

The most important metrics for survivors:
1. Improve post sales experience

2. Improve customer retention

3. Improve customer experience
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The Benefits of Well-executed
CUSto m e r Ed u Catio n Q. What do you see as the major benefits of your

organization’s current/planned customer education?

The number one goal is a satisfied customer.
Thrivers in customer education reap the benefits

Increased customer satisfaction

Higher revenue per customer

Increased customer referrals

Increased customer satisfaction is the
number one benefit to customer education Faster new product adoption
cited by organizations that are thriving.

Reduced call volume to our service center

Improved ability to tailor products based
on customer feedback

Organizations at the leading edge
of customer education see 1.9x
increased customer satisfaction. Reduction in product returns

Increased repeat business

Lower customer attrition

M Thrivers M Survivors

n =508. Source: Extended Enterprise Customer Education Survey, IDC, April 2021
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An Excellent Technology Platform
Contributes to Thrivers’ Success

Among the many factors that contribute to the success of customer education,
the underlying technology platform looms large. Thrivers are about 10% more
satisfied with their technology platform than survivors.

Q. How satisfied are you with your current technology
platform supporting your customer education program?

All organizations 31% 48% 1% 3%2%

Survivors 33% 42% 16% 2%

lLiii L 35% 48% 6% 4%

B Very satisfied M Satisfied M Neutral B Unsatisfied B Very unsatisfied Too early to tell

n=508
Base for Q3=0rganization does not currently use LMS(Learning Management System) to support their customer education program
Source: Extended Enterprise Customer Education Survey, IDC, April 2021
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Who Should Lead Customer Education Efforts?

There is a role for every department to play Q. Which departments are in aligning
. . ) . . the customer education program
If the organization has a dedicated customer experience team, that team is most likely and marketing initiatives?

to be at the helm of customer education efforts. Yet even if there is a CX team, it is
important to include other organizations as part of the overall education effort.

Customer Experience

Every function has a role to play because educating Sales
the customer directly impacts the customer experience
which resonates throughout the organization. Marketing

‘ IT
Operation

Training

Learning and Development

Human Resources

M Thrivers M Survivors

n =508. Source: Extended Enterprise Customer Education Survey, IDC, April 2021
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Essential Guidance

Those organizations that are thriving when it comes to customer education reap rewards
by taking a different approach. Thrivers have greater performance across all metrics,
gaining between 2.1 and 2.7 times more improvement than survivors.

To ensure your customer education program is thriving you
should consider the following:
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About the Analyst

Lisa Rowan
Research Vice President, HR, Talent, and Learning Strategies, IDC

Lisa Rowan is Research Vice President for IDC responsible for global research on human capital and talent
management software and services. Ms. Rowan provides expert analysis focused on both the business services and
software used to address HR and talent-related dimensions. Her research addresses developments in human capital
and talent management applications, human resources consulting, and HR outsourcing services.

More about Lisa Rowan
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Message from the Sponsor

Adobe — Changing the World through Digital Experiences

Great experiences have the power to inspire, transform, and move the world forward.
Our game-changing innovations are redefining the possibilities of digital experiences.
We connect content and data and introduce new technologies that democratize
creativity, accelerate document productivity and empower digital businesses.

About Adobe Captivate Prime

Adobe Captivate Prime allows you to train employees, partners, and customers
effectively with a modern digital learning platform. Deliver a personalized learning
experience, powered by Al and ML that encourages discovery and consumption.
Take advantage of rich analytics that enable effective decision making. Embed

learning in the flow of work by integrating the LMS with other enterprise platforms
via a robust APl framework.

( Explore Adobe Captivate Prime )
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Q) IDC Custom Solutions

This publication was produced by IDC Custom Solutions. As a premier global provider of market
intelligence, advisory services, and events for the information technology, telecommunications,
and consumer technology markets, IDC’s Custom Solutions group helps clients plan, market, sell
and succeed in the global marketplace. We create actionable market intelligence and influential
content marketing programs that yield measurable results.

— I D< : ¥ @idc B @idc idc.com

© 2021IDC Research, Inc. IDC materials are licensed for external use, and in no way does the use or publication
of IDC research indicate IDC’s endorsement of the sponsor’s or licensee’s products or strategies.

Privacy Policy | CCPA



https://www.idc.com/
https://www.idc.com/custom-solutions
https://twitter.com/IDC?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor
https://www.linkedin.com/company/idc/
https://www.idc.com/
https://www.idc.com/about/privacy
https://www.idc.com/about/ccpa
https://www.idc.com/about/reprints

