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Acquire new customers and your business will grow. It’s simple, 
right? New customers are everywhere. Our expanding global economy 
has opened up markets for new customers in just about every corner 
of the world. We just need to reach them. Unfortunately, it’s not always 
as easy as it sounds. However, we are seeing some interesting trends. 
Progressive organizations are starting to take advantage of the growing 
pervasiveness of digital technology to reach potential new customers 
and service new and remote markets. 
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Two years ago Bob McDonald, the CEO of 
Procter and Gamble, unveiled his goal to bring 
1 billion new customers to the company by 
2015. Although the goal is aggressive, they 
are fully committed to achieving it. To reach 
these customers, P&G will leverage not only 
their internal expertise, but also a network of 
strategic partners to open up new channels. 
They will also leverage a series of newer 
technologies to accelerate their growth.

Deploying New Technology  
in Remote Markets
Having a web presence is standard for 
organizations today. But the digital world 
is changing rapidly, and companies are 
becoming very creative in their use of the 
web and new computing models to increase 
sales activity and enable their organizations 
and distribution partners in ways they haven’t 
been able to in the past. Organizations are 
deploying electronic or digital catalogs, 
e-brochures, and personalized marketing 

messages to cost-effectively reach millions  
of potential clients. These techniques are  
cost effective and becoming more interactive, 
providing the consumer with multiple ways  
to engage with the company and its 
distribution partners. 

The consumer electronics market is helping 
drive this trend. The industry has introduced 
mobile computing devices such as smart 
phones and tablet computers. Apple’s 
iPad has been on the market for a year 
and several competitive products will be 
introduced in 2011. These devices are being 
adopted at rates that have exceeded their 
initial expectation and are changing the 
way in which people consume content, 
learn, communicate and interact. As such, 
these devices provide an excellent platform 
to extend an organization’s marketing and 
sales reach, enabling teams to quickly deploy 
strategies and take advantage of this trend.
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…companies are not only 
leveraging the new technology 
trends to reach new customers, 
they are also taking advantage  
of these tools in the service  
and support world…



Servicing Remote Markets
For more sophisticated products, an educated 
field support organization is required to sell, 
install and service these products over their 
lifecycle and sales, distribution and installation 
partners all need to be trained. A remote 
service organization has to be established 
and enabled to provide proper support. In 
many cases, a local market partner, and not 
a direct company employee, will be providing 
this support, which can represent significant 
barriers to success.

Companies have long been designing and 
building their products for sustainability 
and to align with their model of field service 
capabilities. Better product documentation 

has been developed to assist with installation, 
usability and long-term maintenance. But 
designing around a field services organization 
that doesn’t yet exist is a new challenge. 

Smart companies are not only leveraging 
the new technology trends to reach new 
customers, they are also taking advantage  
of these tools in the service and support  
world as well. We are seeing evolving 
technology, such as streaming video and 
collaborative problem-solving tools, become 
an integral part of the support model. These 
tools are making it easier to train and equip 
service personnel in a more timely and cost-
effective manner. These are also enabling 
more sophisticated consumers who require 
a self-service or do-it-yourself maintenance 
capability. These techniques can significantly 
speed the enablement of skilled resources  
at a significantly lower cost.

There are many other examples of how 
technology is allowing organizations to 
expand into new markets. And it’s been 
interesting for me to work with and participate 
in conversations with companies who are 
making bold changes in this area.  
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In a series of e-newsletters 
over the next several months, 
I’ll be sharing other thoughts 
about these trends. 

Stay tuned.

Read my latest white paper — Accelerating Globalization:  
How documentation innovation can speed up your time to market.

http://www.xerox.com/downloads/usa/en/xgs/whitepapers/xgs_whitepaper_RichBaily.pdf

