Nomination Form

Forrester’s 2013 Outside In Awards
Category: Customer Experience Measurement

Definition of Customer Experience Measurement: 

The set of practices required to measure customer experience quality metrics on an ongoing basis across the entire enterprise and the use of that data to drive continuous improvement. Forrester’s Customer Experience Maturity Model describes the discipline of measurement in terms of these seven practices:
1. Define a customer experience quality framework that aligns with how customers judge an experience and is consistent across the organization (e.g., channels, lines of business). 

2. Define the subsets of customer experience metrics that show how each group, role, and individual in the organization contributes to customer experience quality. 

3. Measure how customers perceive their experiences with the organization based on the criteria in the customer experience quality framework. 

4. Collect descriptive metrics about each experience (e.g., length of interactions, errors encountered) that provide context for customer perceptions. 

5. Analyze customer experience metrics to determine differences in experience quality among key customer segments, tasks (e.g., buying a product, getting service), or aspects of the experience (e.g., friendliness of staff). 

6. Model the relationship between drivers of customer experience quality (e.g., speed, accuracy), customer perceptions of their experiences (e.g., easy, reliable), and business outcomes (e.g., increased sales, calls to care centers averted). 

7. Share customer experience metrics and models with all employees (e.g., distribute reports and dashboards, conduct training sessions).
The nomination process:
Nominations must be submitted to Forrester at coconnor@forrester.com by 5pm Eastern on Friday, May 3rd. No exceptions. All nominees will be notified about the status of their submissions on Friday, May 24th.

Your response to this nomination form must not exceed seven pages in length (excluding these instructions). Note: Do not change the margins or text size in this document; doing so will result in disqualification. In addition to this form, you may send up to five PowerPoint slides to coconnor@forrester.com to illustrate points made here.

Submissions from vendors will not be accepted. If you are a vendor, please work with your client to submit this form directly on their own behalf.
If you have any questions about the process or the Outside In awards, please visit http://www.forrester.com/outsideinawards. 
Your contact information:
Company 
	


Primary Contact Name 
	


Primary Contact Title 
	


Primary Contact Email 
	


Primary Contact Phone

	


Thank you for participating, and good luck! 

1) What customer experience measurement program are you submitting for consideration?
Please describe for your organization: Which metrics you selected to measure your customer experience, how you track these metrics, how you analyze the metrics, how you set targets and benchmark for the metrics, how you socialize results, how you use the metrics to drive change.
Please be as specific as possible about the process. This should be the largest portion of the nomination form. You will be graded based on the clarity of the approach described. 
Question 1 response: 
	


2) How has the customer experience measurement program improved your organization's business results?

Please be as specific as possible about business benefits like increased revenue, decreased cost, or increased customer retention. Please specify how you measure those benefits and the magnitude of the benefits you measured.

You will be graded based on the clarity and magnitude of the business impact achieved, and your ability to tie results back to the measurement work you did.   

Question 2 response: 
	


3) How has the customer experience measurement program improved your customers' experiences?

Please be as specific as possible about how your activity improved the perceived quality of the experience your customers have when interacting with your organization. For example, do you better meet their needs, make it easier to do business with you, or make it more enjoyable to do business with you? Please be as specific as possible about the changes you made, how you measured the benefits of those changes, and the magnitude of the benefits you measured. 

You will be graded based on the clarity and magnitude of the customer experience improvements achieved, and your ability to tie results back to the measurement work you did.

Question 3 response: 
	


4) How is your customer experience measurement program owned and managed? Please include details of how it crosses departments (if it is a cross departmental initiative).
Please describe the individuals and teams inside your organization that are responsible for the customer experience measurement program and the roles that they play. Please also describe any vendors that support your program and the roles that they play.

You will be graded based on the clarity of your response.

Question 4 response: 
	


5) What new or different aspects of your customer experience measurement program go beyond typical best practices?

Of the practices described above, please highlight one or two specific activities or processes that stand out and differentiate you. 
You will be graded based on your degree of innovation.

Question 5 response: 
	


6) What are lessons learned, i.e. which advice would you give to other organizations to make their customer experience measurement programs successful?

Please provide one or two specific pieces of advice that you would give to a similar organization looking to establish  customer experience measurement. 

You will be graded based on the quality and originality of your advice for other organizations. 

Question 6 response: 
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