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Customer Relationship Assessment
An intricate understanding of your customers is key to a winning business strategy.  Customer Relationship Assessment identifies critical improvements necessary to grow customer value and drive competitive advantage.
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Traditional methods of measuring customer satisfaction often reflect a small sampling of customers.  These methods typically utilize a minimal, non-intrusive survey and capture data at a high level.  Much of the information is reported as broad statements about improvement - statements that lack the detail necessary to translate customer information into significant change, organizational understanding and improved performance.

For companies with a small number of customers representing a large part of the business, each and every customer must be wholly understood.  The unique dynamics of the customer organization – decision-makers, key strategists, those with significant influence – must be comprehended.   Customer priorities for value creation need to be clear.  Attributes of satisfaction and supplier performance must be precisely identified.   Only with this level of understanding can companies develop actionable priorities for building long-term customer satisfaction, loyalty and value.

The purpose of the Customer Relationship Assessment is to obtain in-depth knowledge about your most important customers, then use this knowledge to drive significant business gains.  The CRA helps organizations uncover the high-value, high-priority needs at key accounts, despite their inherent complexities.  The process focuses teams quickly on critical improvement opportunities, then helps them set measurable objectives and precise actions to achieve results.  

· Ensures deep understanding of customers and market segments

· Focuses customer improvement activities on the right things, according to customer needs 

· Identifies specific metrics that measure what customers value

· Surfaces latent customer needs that can drive additional growth initiatives 

· Identifies at-risk customers
Cross-Functional Insight

Diagonal slice interviews are conducted at the customer and at the most relevant customer locations.  Key executives and decision-makers are interviewed across organization levels within different departments. 

Customer Satisfaction and Loyalty

Satisfaction is measured by determining and rating key customer needs; loyalty is perceived by measuring indicators of current and future behavior.    

GAP Analysis

A measurement of the difference between key priorities and perceptions, customer-to-customer, location-to-location and company-to-competitor.

VOC Action Workshop

Provides leaders and teams with a thorough voice-of-the-customer understanding; ensures action plans are in place and teams are accountable;  targets communication internally and back to the customer. 





STEP 1: The “Customer Relationship Assessment” begins with a thorough understanding of the company’s customer base. Customers are segmented and prioritized according to size and volume of business.  Key customers are identified, with specific focus given to large accounts which represent the significant portion of company business.  For a given customer, the account is further defined and key individuals are identified for contact and information-gathering activities. 




STEP 2-3: Based on the above information, a customer-specific questionnaire is developed for assessment interviews. Customer interviewees are finalized, and interviews are conducted.  These interviews are face-to-face interviews conducted at the customer site, and they typically last 45-60 minutes. Quantitative as well as qualitative data gathered. 

STEP4:  Detailed data from the interviews are analyzed and reports are created, identifying specific, actionable improvements. Recommendations are made with priority given to actions which will provide highest return on resources invested - actions that can significantly improve and grow customer value.

STEP 5: Finally, VOC Action Workshops are conducted at the client’s site to formally present findings and recommendations.  A one-day Leadership Workshop is held to provide the insight and tools necessary to lead improvement initiatives.  A separate, two-day Business Team Workshop guides work teams through the tactics and steps necessary to drive results, measure outcomes and communicate effectively to employees as well as the customer.
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Analyze quantitative data


Analyze verbatims (build needs tree)


Conclusions and recommenda-tions





Send executive letter to each contact


Schedule on-site interviews


Conduct 45-60 minute interviews





Questions will:


Determine current customer and competitive knowledge


Identify customer knowledge gaps





Determine interview contacts 





Segment and prioritize key customers


Identify key individuals at each customer site





   ANALYZE 


RESULTS





    CONDUCT ASSESSMENTS





  DEVELOP 


ASSESSMENT GUIDE





PRIORITIZE











2-day


Results


Customer value and loyalty


Action plan, metrics, internal communication process





1-day


Results presented


Customer value and loyalty drivers 


Leadership process to ensure results








     CONDUCT ACTION WORKSHOPS


Leadership	    Business Teams





Overview





Purpose





Benefits





Key Concepts





Methodology








Customer Integrated Solutions is a customer excellence consultancy dedicated to sustaining profitable and loyal relationships between our clients and their most valuable customers.  www.CustomerIs.net
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