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Audio Mode: @ Use Telephone
' Use Mic & Speakers

Dial: (805) 879-4135
Access Code: 105-748-644
Audio PIN: 74

If you're already on the call, press #74# now.
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[Enter a question for staff]

Audio: Useyour microphone and speakers (VolP)or call inusingyour telephone.
Dial:

Give Online Punch
VWebinar ID: 576-794-852
Access Code:
Audio Pin:
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Customer Experience Thought leadership is Fourth book will
is all we do! our differentiator launch in Fall 2010

London
Business Cranfield

UNIVERSITY
School School of Management

Offices in London, _ _ L —— .
Atlanta with Partners in Links with Focus on the emotional side

Europe & Asia Academia of the Customer Experience

Beyond Philosophy © All rights reserved. 200 www.beyondphilosophy.com



MORGAN ){ SINDALL m @—;“i@ Af’ ac

Standard
.‘ Chartered §
—— o
it « [VEARS
UNION =
20 AVIVA company @ mﬁ?ﬁm GROUP PLC

a%werb“fy TURKCELL

)) barclaycard Allianz @

e« - -Mobile- &

direct line RBC NatWESt

na ne Department ,
Ste L' ( of Health

Al ”
Mac churchlll
YorkshireWater

Beyond Philosophy © Al rights reserved. 2001-2010 AANT beyO n d p h | | 0so p hy com




A Methodology

A Quarterly online survey via
online panel

A Sample Characteristics
A 1015 respondents
A 50% USA; 50% UK

A Obijective

A Understand the best way to
connect emotionally with
your clients and consumers
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Stopping The Leaky Bucket

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)




