Nomination Form

Forrester’s 2013 Outside In Awards
Category: Customer Experience Strategy
Definition of Customer Experience Strategy: 

A plan that guides the activities and resource allocation to deliver an experience that meets or exceeds customer expectations. Forrester’s Customer Experience Maturity Model describes the discipline of strategy in terms of these four practices:
1. Define a customer experience strategy that describes the intended customer experience.
2. Align the strategy with overall company strategy. 

3. Align the strategy with the company's brand attributes. 

4. Share the customer experience strategy with all employees (e.g., distribute documentation, 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 strategy are you submitting for consideration?
Please describe for your organization: How you clearly defined and described the experience you intend to deliver, how you aligned your customer experience strategy with your overall company strategy and brand attributes, and how you shared your strategy with employees and partners in order to guide their activities in service of delivering the right customer experience.
Please be as specific as possible. This should be the largest portion of the nomination form. You will be graded based on the clarity of the approach described, and your ability to tie results back to the strategy work you did. 
Question 1 response: 
	


2) How has the customer experience strategy improved your organization's business results? And has it had any impact on your business processes and structure?
Please be as specific as possible about business benefits like increased revenue, decreased cost, increased customer retention, improved business processes, etc.  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 results achieved, and your ability to tie results back to the strategy work you did.  
Question 2 response: 
	


3) How has the customer experience strategy 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 strategy work you did.

Question 3 response: 
	


4) How is your customer experience strategy 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 strategy and the roles that they play. Please explain if these roles and responsibilities had to change due to the initiative. 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 strategy 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 strategy successful?

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

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

Question 6 response: 
	


1

