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Strategy and Context
The management of long tail customer is part of the overall CEM work and has close links to other work streams.  defines " " we sell to, Segmentation Who

 levels provide " " we sell and our  strategy defines " " we serve customers. The goal is to  Service What Go to Market How  provide the appropriate channel
to market for each customer which is both  and , and . Managing long tail (small customers) through the best effective efficient delivers profitable growth
channel needs to be aligned to the GBU strategy and customer needs.

Define Long Tail strategy
The GTM/Long Tail strategy should be in line with the overall GROW Solvay ONE approach.

A Growth GBU would redeploy resources released by long tail management to focus on lead generation and growing critical and key customers. Whereas 
an Optimize GBU would reduce cost to serve.

The Solvay One omni channel methodology is deployed to help guide each GBU find the best fit channels to market per region for each 
customer.

Overall Methodology
Conduct a diagnostic for the GBU/region of the relative profitability of each customer. Generally this takes the form of a “whale curve” illustrating 
the long tail of customers adding limited profit/margin.
Using benchmarking tools and KPI’s determine the potential value of changing routes to market.
Select the routes to market for each customer

Using a decision tree with defined thresholds for margin
Quantitative and qualitative criteria
Exception rules
Options can be field sales, inside sales, digital channel or pass to a selected distributor
Finalize the to be model and value to be delivered



Implementation
Develop a high level and detailed implementation plan per region
Determine which leading and lagging KPI’s will be used for tracking
Set up governance and drum beat cadence
Review the process and continuously improve
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Useful links:

Long Tail Playbook
Segmentation Playbook

Key Trainings:

Key contacts

Wolf Sanner
Jeremy Bentham

Linked pages:

Distribution Management
Customer Segmentation
Contracting Management
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https://docs.google.com/presentation/d/1pdUXGPZL1LbFmhB7l2xdP3-cuNHm9Q8p-9P8wNaKvbE/edit#slide=id.p1
https://docs.google.com/presentation/d/1PUO6oiQpUYf4iJHOEjltpf4ZdNJQZCz5kU-q4UaSBYs/edit#slide=id.g9fe4a986da_0_287
mailto:wolf.sanner@solvay.com
mailto:jeremy.bentham-ext@solvay.com
https://wiki.syensqo.com/display/SOBSS/Distribution+Management
https://wiki.syensqo.com/display/SOBSS/Customer+Segmentation
https://wiki.syensqo.com/display/SOBSS/Contracting+Management
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