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Beyond Philosophy

Customer Experience 

is all we do!

Thought leadership is 

our differentiator

Offices in London, 

Atlanta with Partners in 

Europe & Asia

Fourth book will 

launch in Fall 2010

Focus on the emotional side 

of the Customer Experience
Links with 

Academia
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We are Proud to Have Helped Some Great Organizationsé
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The Study Basics
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Å Methodology

Å Quarterly online survey via 

online panel

Å Sample Characteristics

Å 1015 respondents

Å 50% USA; 50% UK

Å Objective

Å Understand the best way to 

connect emotionally with 

your clients and consumers
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Stopping The Leaky Bucket
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Keeping existing customers is less expensive than acquiring new ones. Reichheld and 

Sasser (1990) state that a 5% improvement in customer retention can cause an increase in 

profitability between 25% and 85% (in terms of net present value) 
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