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ABOUT LOYALTYPROFESS/IONALn

Companies cannot afford to lose a strategic, long-term
customer. In fact, in today’s economic climate, companies
cannot afford to lose any customer. When serviced correctly,
customers generate increased profits every year they stay with
a company. In other words, the longer a customer is kept, the
more profitable they become—so if that customer defects to
the competition, they carry that profit-making potential away
with them. The challenge at hand is to consistently acquire
new customers, while successfully keeping the ones we have

already worked so hard to attain.

The Chapman Group’s LoyaltyProfessional™ experts work in
collaboration with your team to effectively design and execute
a “Voice of the Customer” (VOC) program. Utilizing best
practices across a variety of industries, our team works with

you to:
9 Design the VOC program (i.e. participants and frequency)
1 Co-create the survey script(s) and distribute survey
9 Gather and analyze survey results
1 Develop and implement action plans based on feedback

.. all in an effort to better manage and improve the overall
customer experience!

Customer Intimacy = Extended Customer
Life Cycle Value

THE METHODOLOGY

Engaging with The Chapman Group’s LoyaltyProfessional™
experts to manage your “Voice of the Customer” (VOC)
initiative, will provide your organization access to proven
methodologies for measuring the customer experience. By
applying our 3x3x3 (High-Wide-Deep) relationship
methodology, feedback will be received from multiple points of
contacts, across multiple management levels and functions.
This will ensure the Loyalty Index, a benchmark measurement
of the overall strength of the customer / supplier relationship,
contains feedback from all potential relationship influencers.

The Loyalty Index methodology of LoyaltyProfessional™
recommends measuring three distinctive dependencies of
customer loyalty; People, Business, and Organization, as
highlighted below.
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