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	2013 Award Category:                                  Customer Experience Excellence  



Each nomination will be judged on the impact of the organization’s customer experience to increase customer engagement (demonstrated by improvements in such areas as loyalty, retention, and advocacy), and enhance business performance across several criteria, including the quality of their overall customer experience strategy, the execution of that strategy, and the results. Nominees must have in place and provide examples of specific customer experience initiatives that involves at least two key customer-facing functions (e.g., customer service, marketing, sales, e-commerce, field service, logistics).

Your entry will be reviewed by a panel of judges who will assess your CRM initiative against the 8 Gartner CRM Building Blocks that we define are critical for a successful implementation, as well as 1to1’s approach to building profitable customer relationships based on understanding customer needs, behavior and value.

Eight Gartner CRM Building Blocks
1. CRM Vision: Leadership, Market Position, Value Proposition

2. CRM Strategy: Objectives, Segments, Effective Interaction

3. Valued Customer Experience

· Understand Requirements

· Monitor Expectations

· Satisfaction vs. Competition

· Collaboration and Feedback

· Customer Communication

4. Organizational Collaboration

· Culture and Structure

· Customer Understanding

· People: Skills, Competencies

· Incentives and Compensation

· Employee Communications

· Partners and Suppliers

5. CRM Processes: Customer Lifecycle, Knowledge Management

6. CRM Information: Data, Analysis, One View Across Channels

7. CRM Technology: Applications, Architecture, Infrastructure

8. CRM Metrics: Value, Retention, Satisfaction, Loyalty, Cost to Serve
SECTION 1: CORPORATE INFORMATION

1. Nominated company information:

· Company Name: 

· Executive Leader(s) -  **the person(s) overseeing creation and implementation of the customer strategy initiative**: 

· Title(s): 

· Internal Contact:

· Title:  

· Company:  

· Mailing Address:  
City: 

State: 

Zip: 

· Phone: 

· Email Address: 

· URL: 

2. Form completed by (if different from above):

· Name: 

· Title:

· Company:

· Mailing Address: 
City: 

State: 

Zip: 

· Phone: 

· Email Address:

· Relationship to Nominee:  

Please write yes or no below if you would like to be copied on correspondence sent to the contact noted in section.
For questions 3-6, please bold your answer.

3. Nominated company industry category:

· Advertising / Marketing

· Automotive

· Consulting

· Consumer Package Goods

· Financial Services

· Government 

· Healthcare

· High Tech
· Manufacturing
· Media

· Non-Profit / Association

· Pharmaceutical

· Recreation / Travel / Entertainment / Hospitality

· Retail

· Technology Services

· Telecommunications

· Utilities

· Wholesale / Distribution

· Other

4. Nominated company size:

· Fewer than 500 employees

· 500 to 999 employees

· 1,000 to 5,000

· 5,000 to 10,000

· 10,000 or more employees

5. Nominated company revenue in USD or EUR:

· Under 50 Million

· 50 Million - 99.9 Million

· 100 Million - 499.9 Million

· 500 Million - 1Billion
· 1Bn - 5Billion
· More than 5Billion
6. Estimated Cost of Initiative in USD or EUR:
· Under 1 Million 
· 1 Million - 1.9 Million

· 2 Million - 4.9 Million

· 5 Million - 9.9 Million

· 10 Million - 25 Million

· More than 25 Million

SECTION 2: VISION, EXECUTION, AND OUTCOME: Customer Experience Excellence
Each nomination will be judged on the impact of the organization’s customer experience to increase customer engagement (demonstrated by improvements in such areas as loyalty, retention, and advocacy), and enhance business performance across several criteria, including the quality of their overall customer experience strategy, the execution of that strategy, and the results. Nominees must have in place and provide examples of specific customer experience initiatives that involve at least two key customer-facing functions (e.g., customer service, marketing, sales, e-commerce, field service, and logistics).
7. Vision and Strategy (up to 250 words total)
Discuss the goals of the customer experience initiative:

· What was the impetus to improve the customer experience? Describe the situation before the initiative started with regard to the problem or opportunity you recognized. 

· What were/are your specific goals in terms of improving the customer experience (as well as such areas as loyalty, retention, and advocacy)?

· What other business benefits did you set in terms of improving the customer experience?

· How are you measuring success for your organization, which metrics and KPIs are used?
Response:
8. Strategy/Solution (up to 750 words total)
Explain the elements of your customer experience strategy:
· How does your customer experience strategy align with your organization’s overall business strategy?

· Who is involved in the initiative, in terms of both key personnel and parts of the organization (e.g., a cross-functional team comprised of staff from marketing, support, and IT led by the CMO). What does the organization look like for the initiative? Who sponsored, and who runs the Customer Experience Management (CEM) initiative on a day-to-day basis? 

· What departmental structures and processes were changed or improved as part of the CEM initiative? How were they modified?
· What techniques and incentives were used to gain buy-in/encourage the desired customer-centric behavior across the organization? 

· How are customers involved in the CEM initiative? For example, was feedback gathered prior to launch, is the company tracking customers’ ongoing perceptions of the customer experience?

· Give an example of how the customer experience differs for different customer segments, e.g. high/low value.

· Explain how the company is using customer data to support its CEM initiative? For example, was a single view of the customer created, is social data being used?
· Provide a brief list of CEM applications used to support the initiative. Which packaged application vendors were used? What other tools, applications and technologies were used? 

Response:
9. Outcome/Results (up to 250 words total)
Provide the specific hard and soft results of the initiative:

· What are specific benefits to the customer from the improved customer experience?

· Explain which defined business benefits have been achieved, and to what degree? For example, if you projected a 20 percent increase in NPS, did you achieve that, fall short (by how much), or exceed it (by how much)? Be specific.

· What results were delivered against the key metrics (as cited above) used to measure success?  
· What was the ROI of the CEM initiative thus far? 
Response:
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