


Future:    High Vendor Risk
Customer makes small upfront investment, rapid ROI, 
many small transactions

Year 1 Years 2-4

The challenge

• Consumption economics has 

permeated every sector, including 

mobile and high-tech

• Risk and “cost of switching” has 

shifted from the customer to the 

supplier

• User experience trumps functionality, 

which is largely viewed as a 

commodity

Before:   High Customer Risk
Customer makes large upfront investment, delayed ROI, 
ongoing maintenance

Year 1 Years 2-4

Maintain

Buy

Sign

$2M

10% Spent

Micro
Transactions   

70% Spent



The challenge

• Support isn’t an insurance policy but a value 

generator

• Service is the differentiator

• “Micro-transactions” put even more emphasis on 

after-market



Subtitle

• Your unique differentiator = the thing your customers 

can’t live without

• Your brand = how customers see themselves or who 

they want to be

• Your culture = customer success = your success



Subtitle

• Support isn’t about fixing what’s broken, it’s 

about building on what’s stable

• Everyone “sells” 

• Focus on your purpose and aligning to 

organization to achieve that purpose

Support

Sell

Deploy
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How we helped one client get to where they wanted to go

“To get our 
Coverage message 
out there, we had to 
get creative.”

Jessica Prince, Program 
Manager, 
T-Mobile



Why Ignition Point?

• Programmatic Execution = Results

• Leadership Development = Sustainability

• Real-World Experience = Expertise
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