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! Keiningham, T., et al, Loyalty Myths, pp 89-90.
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Dear Gary

Make sense of it all
As 5 valued customer, from tirme to time well ask you to spare a few
minules to complete our CUSIOMEr BXpeience sumey

According 1o our records, on § August al 11:58am you spoke to Lee
and we are interested on what you thought about the contact

Using the information we gather, well laak to continually improve your
expenence of Egg, so taking part really does make sense

Tell us what you think m

I you wiould like more information sbout how we use your data, you
can choose to see our secunty and privacy policies.

find out more =

Best wishas
/ el
Lea Birkett
Customer Research Team
Egg Banking
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Welcome to the CRM Attitudinal Dashboard.

Correlation of Employee Engagement to
Customer Satisfaction

In this report you can

® Monitor your customers' attitudes te your i
arganization at key rmoments of truth in

the customer Iifscycle, 1 product

® Laok for anomalies among key customer
segments in the Customer Satisfaction
Index chart to the left (use the drop doun
menu to quickly change the
s=gmentation

m
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Click on the monthly trend chart to
understand what's happening in each
s=gment;
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2 Esteban Kolsky, “Implement Customer Satisfaction Management Processes to Improve Revenue,” Gartner, 2

March 2006.
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3 Jim Davies, “Toolkit: Case Study: BT Retail Aims to Understand and Improve the Customer Experience,” Gartner,
25 September 2006.
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