Customer Strategy

Fall 2013
Faculty: 
Dr. Wayne Hoyer 

Contact: 
CBA 7.218, 471-1128



Wayne.Hoyer@mccombs.utexas.edu

Office Hrs:
F 1- 3 or by appointment

Course Description 
Today, businesses have recognized the power of deep, creative understanding of customers, and the financial benefits of creating systematic responses to customer needs throughout the enterprise and beyond.  The purpose of this course is to prepare students for this emerging competitive game by exploring the most current challenges faced by benchmark businesses as they develop their customer strategies. 

The course is structured around “living” case discussions.  Each class session (except for introductory and wrap-up sessions) will center around two speakers from companies which  represent key, cutting edge topics in today’s marketing world as identified by the instructor and you, the Fellows.  In most sessions, one representative will be a top level executive who will lead a discussion about compelling problems and issues s/he  faces in understanding and responding to customers. The other will be a more recent MBA graduate who will address issues that are typical of those you will face at the early stages of your next position after leaving McCombs.  The goal of these sessions is to give you an opportunity to address ‘real world’ problems and to engage in dialogue regarding ‘real’ cases with the actual decision-maker. 

The underlying goals for the course format are:  

· to be real – based on actual business action – with both the positive and negative outcomes of that action

· to be current – exploring what is happening NOW .. not the more dated info from books and articles…as valuable as they might be – but what businesses are facing today as they strive to respond to customers and business dynamics 

· to be interactive – to involve you in the process and help you discover/explore what works and what doesn’t

Your role:   You are expected to come prepared to contribute meaningfully to the class discussion. Quality contribution is what counts (of course, one cannot make quality contributions without some quantity). 

Please share your thoughts and analysis on relevant issues, as well as raise questions, dilemmas, and controversies that you would like the group to address.  Insightful questions are encouraged as much as insightful comments.   Please use the assigned readings and your summer experience as a basis for contributing to the class discussion.  It is very important that you listen carefully and build on the comments of other participants -- this will ensure that the discussion flows in a meaningful fashion.  
Readings

The readings for each session will be posted electronically on Blackboard.  These readings are designed to provide background information for each of the class discussions.  It is important to read these materials prior to class.  
Grading
100% of your grade in the course is based on class participation.  Every class counts and will be graded.  I realize that Fall is a busy time with interviewing and I have tried to schedule the off weeks around special events and interviewing. However, there are always conflicts, so each student can ‘make up’ one class with no penalty by writing a summary of your responses to the discussion questions for that week. (3 page, single spaced  limit).
Class Schedule

Classes will be held in two different rooms GSB 3.104 and CBA 6.420.  Please check the schedule below for the correct room each week.  Meeting time will typically be: 9:00 – 12:30.  Breakfast will be served from 8:30- 9:00.  At 9:00, the first corporate speaker of the day will initiate a discussion.   The class schedule will be as follows:
Class Schedule:

8:30 – 9:00
Breakfast

9:00 – 10:15
Speaker 1
10:15 – 10:30
Break

10:30 – 11:45
Speaker 2

11:45 – 12:00
Break

12:00 – 12:30
Panel Discussion/Wrap-up
Class Norms (“Norms” = polite term for RULES)  

These rules are designed to further Marketing Fellows and MBA brand equity and provide the best possible experience for everyone. 

· No laptops in class except for use in presentations 

· Appropriate attire is business casual

· Class will start PROMPTLY, both at the outset and after breaks

· Please remain seated and focused during class time 
· Please do not leave for the rest room during a speaker session unless absolutely necessary- This is disruptive to the speakers and we have several breaks

· Participation is encouraged; monopolizing the discussion is not

Course Schedule

Tuesday, August 27
Summer Debriefing and Course Overview- (5- 5:45 PM- CBA 6.420)
Friday, August 30
Student Presentations- (GSB 3.104)-(This class only starts at 8AM due to Marketing Camp)
5 minutes per person (a strict maximum) to discuss the objectives, methods, recommendations, and value of your summer project OR relevant work (Plus project or practicum) with the sponsoring companies (majority of time should focus on your recommendations and value you provided)

Friday, September 6- Consumer Package Goods/ Customer Insights - (GSB 3.104)
Discussion Leaders:

Dr. Pepper/Snapple Group:  Jim Trebilcock, Executive Vice President Marketing
DPSG: Ashley Bristol, former McCombs MBA student 
Friday, September 20- Social Media- (GSB 3.104)
Discussion Leaders:

TBA 
Friday, October 18- Sports/ Entertainment Marketing- (CBA 6.420)
Discussion Leaders:


Circuit of the Americas: Geoff Moore, Chief Marketing & Revenue Officer
DC Entertainment- John Rood, Vice President of Sales, Marketing, and Business

Development
Friday, October 25- Entertainment Marketing/ Recent Grad Case Study (CBA 6.420)
Discussion Leaders:


Game Stop:  Ashley Sheetz, Chief Marketing Officer
White Wave Foods: Emily Hruby, Associate Brand Manager
Friday, November 1- High Tech Marketing- Product Management/ CPG- (CBA 6.420)
Discussion Leaders:


Dell: Allison Dews, Vice President
Kimberly Clark: Clive Sirkin, Chief Marketing Officer
Friday, November 8- Social Media/ Recent Grad Case Study (GSB 3.104)
Discussion Leaders:


Bazaarvoice: Lisa Pearson, Chief Marketing Officer
PWC/ Ant’s Eye View: Sean McDonald, Senior Vice President and Colony Master
Friday, November 15- Design in Marketing (GSB 3.104)
Discussion Leaders:


Frog Design:  Till Grusche, Global VP
W20: Angie Gette and Michael Westgate, Former McCombs MBA’s
Friday, December 6- Administrative Session:  Summary and Feedback- (GSB 3.104)
Students with disabilities may request appropriate academic accommodations from the Division of Diversity and Community Engagement, Services for Students with Disabilities, 471-6259.
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