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Customer Performance Manager™
&

Customer Focus Manager™

Improve your customer profitability, behavior and satisfaction with the
Customer Performance Manager.
Improve your customer focus with the Customer Focus Manager.
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The Customer Marketing Method ™

Our applications are based upon the Customer
Marketing Method. The Customer Marketing Method
improves your profits by measuring and improving your
Customer Performance and your Customer Focus of
your company. The model below illustrates this:
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The Customer Performance guestions to ask yourself:

Do | make a profit per customer if | allocate all
costs, including costs of marketing, sales and
overheads?

What is my customer share? That is, to what
extent does our company provide in the needs of
our customers, and to what extent do our
competitors do that? What cross-selling
opportunities do we have?

Are our customers really satisfied or does it take
only a little to drive them into the hands of other
parties?

Customer Focus Questions to ask yourself:

Do we have customer-centric processes?

To what extent does management create the right
conditions for the employees?

Are communications with our customers
thorough and correct?

Are our customer data accurate and
accessible?

The model reflects the idea that only if your company
is customer focused, your customers will be very
satisfied. And when your customers are very satisfied,
they will give you a large portion of their business,
often without expensive marketing and sales efforts,
and without negotiating the lowest price. This positive
customer behavior leads to more profits!

It is a simple concept. But if you cannot measure the
factors in the model, then you cannot manage them
either!

For this reason, CMI has developed the Customer
Marketing Suite, consisting of:

The Customer Performance Manager
The Customer Focus Manager.
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Using these applications enables you to register and
analyse customer data, create action plans and
monitor execution.

More information?

For more information or a demonstration of the
software, please contact:

Customer Marketing International BV
Demkaweg 11

3555 HW Utrecht

P.O. Box 9016

3506 GA Utrecht

The Netherlands

Email: info@customermarketing.com

Website: www.customermarketing.com




The Customer Performance Manager™ in
a Nutshell

Improve your customer profitability, behavior and
satisfaction with the Customer Performance Manager,
an application based on the Customer Marketing
Method®.

Calculate customer profitability with Customer
Based Accounting.

Segment your customers on company, department
or team level with Customer Pyramids.
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Track the changes in loyalty and revenues of your
customers using the Migration Matrix.

Measure customer satisfaction and potential for
growth with Customer Interviews.

Create top-down and bottom-up revenue targets
per customer or prospect with Customer Goals

Setting.

Identify cross- and up-selling opportunities for

every sales representative with the Customer Views.

Monitor targets, plans and realisation of every
customer with the Customer Scorecard.

Create top-down and bottom-up revenue targets
per customer with Customer Contactplanning.




The Customer Focus Manager™
in a Nutshell

Improve the Customer Focus of your company with
the Customer Focus Manager, an application based
upon the Customer Marketing Method®.

Complete the Customer Focus Assessment, with The analysis identifies Priorities for improvement
statements about organisations and their customer for the company as a whole and per domain.
processes.
Evaluate 22 aspects of customer focus by their Compare scores between departments or with the
current situation and the priority for improvement company average with Customer Focus
with the CEM report. Benchmarking.
Identify the gaps between the current situation and Develop and carry out action plans to improve
priority for improvement with the Customer Focus Gap customer focus within your company using the

Chart. Customer Focus Improvement Planner.




