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“The key to successful leadership 

today is influence, not authority”

Ken Blanchard 





Time-poor 

Debate without 

action

Access to right 

people

Ownership & 

follow-up

Existing culture 

and process

Visibility

Influence and Impact - many 

challenges

But then………



Passport Office denies backlog caused by working from home

COVID-19: People working from home in UK

more than doubled as pandemic struck - but at

what cost?

The working from home ‘TWTs’ are

lazy – it’s time we all went back to

work to fix Britain



cisions 

Source: HubbleHQ.com

Office Hybrid Remote





cisions 

1726 2020-

23



Time-poor 

Debate without 

action

Access to 

right people

Ownership & 

follow-up

Existing 

culture and 

process

Visibility

Less 

connected to 

company

Less cross-

function 

communicatio

n

Decreased 

team 

collaboration

Difficult to co-

ordinate tasks

Source: Gallup, Sept 2022, “The Advantages and Challenges of Hybrid Work”

Influence and Impact - more challenges
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Cumulative change in 

marketing budgets

(Q1 - Q4 2022)

-21.1

60.2

10.7

4.7

-2.6

-4.8

-26.3 0. 26.3 52.5 78.8

Events spend

Media Advertising spend

Direct Marketing spend

Press Relations spend

Sales Promotions spend

Market Research spend

Research is the only

activity to record 

sustained budget cuts

IPA 2022 Q1, Q2, Q3 & Q4 Bellwether Reports 



The importance of Customer 

Salience in a hybrid world

The quality of being particularly noticeable or 

important; prominence

Meaning of  “Salience”, Oxford English Dictionary 

https://www.google.com/search?sa=X&rlz=1C1GCEA_enGB975GB975&biw=1745&bih=881&sxsrf=APwXEdf3boFAwB5BumOI_54x_w2RCpPc8A:1682578433333&q=noticeable&si=AMnBZoFY6cJe4EcBOpcoqxHCe-IfOZxU0mrzX8kGVY-aezpz6EuF51J1gnxkqDdDXk_AWEGl8anmS1qiil_SZZ1YtG9d8TPUhA%3D%3D&expnd=1
https://www.google.com/search?sa=X&rlz=1C1GCEA_enGB975GB975&biw=1745&bih=881&sxsrf=APwXEdf3boFAwB5BumOI_54x_w2RCpPc8A:1682578433333&q=prominence&si=AMnBZoFY6cJe4EcBOpcoqxHCe-If5iPrKGnWdSkPXIiwLGgl0MJBegPUOMXlOiQJHk6R6lNgsAfJKd3LUzEfmbzTb94KxPx6UA%3D%3D&expnd=1


Four C’s to build Customer Salience 

• CHALLENGE conventional norms

• CREATE customer awareness

• CONNECT decision makers with customers

• COLLABORATE with decision makers
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CHALLENGE conventional norms

02

01

Conduct a decision-audit

Make decisions about decision-making
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CREATE customer awareness

0201 Leverage online sharing

02 Use regular Sprint research reviews
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CONNECT decision makers with customers

01 Build immersion strategies

02 Customer Experience feedback
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02

01

Drive activation

Collaborative 

spaces

COLLABORATE with decision makers



Four C’s for a hybrid world

• CHALLENGE conventional norms

• CREATE customer awareness

• CONNECT decision makers with customers

• COLLABORATE with decision makers



Thank you 

for listening
To learn more about 

building a culture of 

Customer Salience, visit

Stand 205

www.flexmr.net


