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Abstract:
The world has changed in hundreds of ways and yet our business models and company valuations are still based on 200 year old models from the beginning of the industrial age. Customers today are purchasing outcomes. Products and related services are purchased based on the value they will create for the customers. The future of business calls for a new way of thinking about how value is delivered to customers. Today, services accounts for more than 70% of the US GDP and over 75% of the jobs in the US. The new Service Economy requires new business and operating models. Optimizing value that is delivered to customers will require new interdisciplinary skills, education, and knowledge.

Products and goods producers have gone through an evolution of “servitization” by concentrating on adding value to their products by adding additional services to the mix. Eventually a few companies have broken from an evolutionary approach of adding value to products to a more revolutionary approach of adding value to their customers by leveraging their unique relationships, data, knowledge and understanding of customer success. This new approach to driving value outcomes from customer success is what we call being ‘Powered by Customers’. This new focus on customer success fundamentally changes everything in the way companies align their resources organizationally and financially. It is the model for the 21st century economy that requires new skills in the workforce.
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