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Earlier, you told us that your organization points to [Pipe Values] to demonstrate
its success. To what extent does Customer Experience play a role in the way that
you reach this success? In other words, to what degree does Customer
Experience factor into the decisions made across your organization every day?
Please use the following 0 to 10 scale. BY HAVES/HAVE NOTS: Is there a
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organization?
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Customer Experience in Decision Making
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How would you rate your organization on the following actions taken to
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HAVES VS. HAVE NOTS To what extent does Customer Experience play a role
in the way that you reach this success? In other words, to what degree does
Customer Experience factor into the decisions made across your organization
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every day? Please use the following 0 to 10 scale.

Exhibit 38 Most Important Measurement of Success
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Which one of the following best describes the most important way your
organization measures or demonstrates its success?
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Pg. 55

Earlier, you mentioned that there is a definition of Customer Experience that is
well understood across your organization. You also told us that Customer
Experience is not how your organization measures or demonstrates its success.
Why is this happening? Select all that apply.
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customer experience objectives and strategies?
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Please think about how your organization moves people, things or ideas from the
moment a customer "order" or demand is generated until you put cash in the
bank. Which two of the following are most important in helping your organization
to meet your Customer Experience objectives?
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organization at this time? Select all that apply.
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Exhibit 44 Revenue Growth

Pg. 60
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Please think about your organization's performance year to date in terms of
profitability growth. Would you say that your organization is....
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Thinking about the number of new customers or clients that your organization has
brought in over the past 12 months, would you say that you're......
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From your perspective, on a scale of 1 to 5 with 1 being "Completely disagree”
and 5 being "Completely agree," how would you rate your organization on the
following actions taken to win new customers or prospects?
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Pg. 63

Now, think about what happens and how your prospects feel from their
perspective. From your prospects' perspective, how much would they agree or
disagree with the following statements?

Exhibit 49 From Customers’ Perspective: Performance on Key Prospecting Actions

Pg. 65

HAVES VS. HAVE NOTS Now, think about what happens and how your
prospects feel from their perspective. From your prospects' perspective, how
much would they agree or disagree with the following statements?
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Exhibit 50 One Action That Would Provide Greatest Leap in Winning Customers
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From your perspective, which one of these actions, if changed, would give you the
greatest leap in winning new customers?

Exhibit 51 Satisfaction with Customer

Retention & Growth Efforts

Pg. 69

Thinking about the amount of customer retention and growth that your
organization has experienced over the past 12 months, would you say that

Exhibit 52 Customer Retention & Growth

Results

Pg. 69

Compared to your organization's targets, would you say that your organization's
customer retention and growth programs have .....

Exhibit 53 Performance on Key Retention & Growth Actions

Pg. 70

From your perspective, on a scale of 1 to 5 with 1 being "Completely disagree"
and 5 being "Completely agree," how would you rate your organization on the
following actions taken to retain customers and grow customer relationships?
Exhibit 54 From Customers’ Perspective: Performance on Key Retention & Growth Actions
Pg. 72

Now, think about what happens and how your existing customers feel from their
perspective. From your customers' perspective, how much would they agree or
disagree with the following statements?

Exhibit 55 One Action That Would Provide Greatest Leap in Retaining & Growing Customers
Pg. 74

From your perspective, which one of these actions, if changed, would give you the
greatest leap in retaining and growing customer relationships?

Exhibit 56 Ability to Differentiate from Customer View

Pg. 76

Overall, our customers view us as:

Exhibit 57 Have & Use Buckets by Industry

Pg. 77

Is there a definition of customer experience that is well understood across your
organization? AND

To what extent does Customer Experience play a role in the way that you reach
this success? In other words, to what degree does Customer Experience factor
into the decisions made across your organization every day? Please use the
following 0 to 10 scale. BY

Please indicate your organization's Primary Industry Type.
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