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Customer engagement is a business 

communication connection between an 

external stakeholder (consumer) and an 

organization (company or brand) through 

various channels of correspondence. This 

connection can be a reaction, interaction, 

effect or overall customer experience, 

which takes place online and offline. ?

CUSTOMER
ENGAGEMENT
Customer engagement is a 
business communication connection 
between an external stakeholder
(consumer) and
an organization
(company or brand)...
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?
BABOK

STAKEHOLDER
ENGAGEMENT

CUSTOMER
ENGAGEMENT

BABOK v.3, Business Analysis Key Concepts, p.17
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Stakeholder is a group or 

individual with a 

relationship to the change, 

the need, or the solution

BAACM

CHANGE

SOLUTION

CONTEXT

VALUE

STAKE-

HOLDER

NEEDS
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Stakeholder Engagement

Needs 

Assessment

Solution

EvaluationElicitation

Analysis

Traceability 

and 

Monitoring
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VENDORCLIENT

PO
BA

PM

Arc

PO
BA

PM

Arc

PM – Project Manager PO – Product Owner BA – Business Analyst Arc -

Architect
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PROJECT CASE

PROJECT

VENDOR

CLIENT

• Digital transformation, custom 

development

• 3 years

• World-Distributed teams

• Changing development process

• 90+ integrated systems

• 150+ FTE

• 3+ locations

• International Company, which is in 

the count of 30 the largest private 

Americans Companies

• $8,5 billions / year

• Market penetration strategy
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Program 
Sponsor

Digital Lead Change Lead
Business 
Program 

Lead

Deployment 
Lead

Sales PO & 
CS PL

Shop PO & 
Shop PL

Finance PL
Digital exp. 

PO

Development 
& Integration 
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Deployment 
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Lead PM
Technical 
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Organization 
or Enterprise

Affected 
External SH

Affected 
Organizationa

l Unit

Solution 
Delivery

Sponsors, executives, regulators 

etc.

3rd party system, customers, and 

others functional beneficiaries

End users (int + ext), SME (sales, 

warehouses, pricing etc.)

Project team and others directly 

involved with creating the solution
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• Power / Interest

• Power / Influence

• Influence / Impact

Interest
P

o
w

e
r

Keep 
satisfied

Manage 
closely

Monitor
Keep 

informed

1

2

4

3
PMBOK v.5, Project 

Stakeholder 

Management, p.395
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Willingness
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BSR | Back to 

Basics: How to 

Make SHE 

Meaningful for 

Your Company, 

p.10
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Leading

Supportive

Neutral

Resistant

Unaware

PMBOK v.5, Plan stakeholder management, p. 401
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Responsible

Accountable

Consulted

Informed
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Block

High

Medium

Low

No

Low Engagement

Impact

Special 

Interest Gr.
End-user

Product 

owner
Sponsor

Discovery: Technical

UAT: Scenarios & 

Cases

Delivery: Elaboration

Discovery: MVP game

UAT: Change Management

Delivery: Demo
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• Reputation risks

• Crucial requirements missing

• Law SH satisfaction level

• Implementation / Delivery blocks

• Time / Scope / Cost increasing

INSUFFICIENT
STAKEHOLDER ENGAGEMENT
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Identify SH

Plan SH Engagement

Manage SH 
Engagement

Control SH Engagement

SH Register

Project schedule

Com. 

Mgmt plan

Change log

Project Mgmt plan

SH Mgmt plan

Issue log Change request Work perf. data

Work performance info

Project charter

Procurement doc.

Enterprise env. factors

Org. process assets

Change request

PMBOK v.5, Project Stakeholder Management, p.391
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Strategic Partner

Trusted Advisor

Service Provider

Order Taker

Ad-hoc ?SH
 E
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VENDOR

I’m too busy to 

think about 

anything other 

than being to 

busy…

Loudest-in. First-out

Strategic Partner

Trusted Advisor

Service Provider

Order Taker

Ad-hoc

CUSTOMER

If I’m lucky enough 

to get my Provider’s 

attentions, the result 

costs too much, 

deliver too little, and 

takes too long…
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VENDOR

We are asked to be 

predictable but there 

is no way to forecast 

demand so we know 

we disappoint our 

business partners 

more often than not

Strategic Partner

Trusted Advisor

Service Provider

Order Taker

Ad-hoc

CUSTOMER

I engage my 

Provider when I 

need something 

so they stay out 

of my way when I 

don’t need them

Frequent misperceptions build distrust

& reactive course-change
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VENDOR

Our business 

partners help set 

priorities, but we 

are always 

behind

Strategic Partner

Trusted Advisor

Service Provider

Order Taker

Ad-hoc

CUSTOMER

My Provider prevents 

me from making big 

mistakes but I’m not 

always sure of the 

direction we’re 

heading

The routine is routine;

innovation is a challenge
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THANK YOU!

April, 2018

Natalia_semenova@epam.com


