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TRIP REPORT
Gartner Customer 360 Summit 2013 was held May 1 – 3, at the Manchester 

Grand Hyatt in San Diego, CA. This report summarizes and provides highlights 

from the event.

Overview
It’s an exciting time in CRM, and Gartner Customer 360 Summit 2013 reflected that 
intensity. The new San Diego location drew hundreds for the comprehensive event, 
featuring in-depth coverage of every critical component of CRM success. With a new 
track devoted to creating an enterprisewide CRM vision and strategy, 25 analysts, 40 
track sessions, workshops, roundtables and end-user presentations, the event delivered  
a comprehensive update for customer-centric organizations.

Those who arrived a day early got up to speed quickly with our new CRM Boot Camp, the 
perfect preparation for three days of leading-edge CRM strategy. Gartner analysts opened 
the event with a call to action: Seize new opportunities to understand your customers, 
engage them more effectively and deliver great experiences. Throughout, attendees gained 
the insight, inspiration and next steps to move forward quickly with targeted CRM innovation.
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SAVE THE DATE 
Gartner Customer 360 Summit 
May 19 – 21, 2014 
Orlando, FL

Check back for updates at 
gartner.com/us/crm
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Key take-aways

CRM is a not a technology — it’s a business strategy. Before attempting 
to execute a strategy, stakeholders should first negotiate a collective definition of 
CRM for their enterprise. CRM technologies should enable greater customer insight, 
increased customer access, more effective customer interactions and integration 
throughout all customer channels and back-office functions. 

Customer experience is the next competitive frontier. Enhancing the customer 
experience — delighting customers at every point of contact — is the new secret 
to sustained growth and competitive advantage. At leading enterprises, a relentless 
focus on the customer experience is generating remarkable results.

New customer data and analytics are revolutionizing CRM, creating 
actionable new customer insights and opportunities to drive business growth. Both 
structured and unstructured data can help you better understand and engage 
customers, recognize patterns, deliver more relevant and meaningful messaging and 
seize new opportunities. 

Establishing an enterprisewide customer experience vision and strategy is 
essential to ongoing success. Delivering today’s world-class customer experience 
requires coordination that spans the organization, from customer service, sales and 
marketing, to IT and business leadership.

Step No. 1 hasn’t changed. Listen to your customers to understand when, 
where and how you can better engage and satisfy them. New analytics, business 
intelligence and a variety of CRM technologies can help businesses better 
understand, communicate with and retain customers.

Success in social media means having a well-defined purpose. Just doing 
social is not enough. Whether using social media to optimize customer service, 
increase sales, acquire new customers or build the brand, it’s essential to identify 
specific goals and strategies. 

User experience design matters. Creating a mobile application on its own will 
not win over customers; it takes mobile applications people love. From websites to 
videos, understanding what defines great user experience design and how to deliver 
it can make the difference.

Relevance is not enough. Optimizing today’s multichannel marketing campaigns 
requires new levels of refinement and sophistication to be effective. The best 
data-driven, real-time, context-aware marketing communications are meaningful, 
welcome and powerfully compelling.

Disruptive technologies are upending how sales succeeds. New mobile, social, 
cloud and big data technologies are powering a transformation in sales strategies. 
Organizations that can rapidly transition to effective new tools will win the day. 

As a first time 
attendee, I was  
very impressed with 
the content shared 
at the Gartner 
Customer 360 
Summit. I left with 
real ideas and rich 
insights that I can 
employ to move our 
business forward.
Senior Manager, 
Interacting Solutions, USG
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Keynote sessions

The Art of Vision 
Erik Wahl

As the business landscape changes, leaders and entrepreneurs need to rethink the habits 
that have made them successful, and challenge the conventional wisdom and industry 
models that have defined their world. In an incredibly dynamic and inspirational keynote, 
artist Erik Wahl used his unique combination of performance art and inspiration — creating 
impressive original works of art during the course of his presentation — to demonstrate how 
new ways of thinking can make your organization more creative, innovative and profitable.

Understand. Engage. Deliver. Earning Customers for Life 
Gene Alvarez, Jim Davies and Ed Thompson

Gartner analysts Gene Alvarez, Jim Davies and Ed Thompson kicked off the event with 
a competition on which of these CRM aspects is most important: Understand, Engage 
or Deliver. They provided a forward-looking assessment of today’s ultra-empowered 
customers and their elevated expectations. To stay competitive and build lasting, 
profitable relationships, businesses must deliver a truly great customer experience — and 
this is driving the adoption of all kinds of new strategies and technologies. Although 
all three analysts provided compelling views of why each aspect is critical to earning 
customers for life, “Understand” came out on top to win!

Erik Wahl
Artist and entrepreneur

Gene Alvarez Jim Davies Ed Thompson
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Top 10 most-attended sessions
A1. Customer Experience Is the Next Competitive Frontier

A6. Voice of the Customer: Listen, Learn and Leverage

E4. Customer Analytics 2020: Moving Beyond Traditional Metrics

E2. Establishing a Vision and Strategy

E3. Turning Big Data Into Actionable Customer Insights and Opportunities

E6. The Clash of the CRM Megavendors

A5. How to Build the Business Case for Investments Designed to Improve the 
Customer Experience

B1. The Next Generation of Customer Engagement

E5. Organizational, Cultural and Technological Changes

C3. Multichannel Campaign Management: A Digital Transformation 

Connect with Gartner 
Customer 360 Summit on 
Twitter and LinkedIn.

#GartnerCRM

 Gartner Customer 
360 Summit 

 CONNECT WITH  
GARTNER CRM

Clarified the path 
we needed to 
pursue in procuring 
a CRM system.
Director of Marketing, 
Mascaro Construction

Keynote sessions (continued)

Creating a Digital Edge in Your Enterprise 
Mark P. McDonald

How will digital technology support growth?  It’s a question every business and 
technology executive must address. In Mark McDonald’s high-energy keynote address, 
he shared the answer: to create a digital edge, one that turns customer experience and 
value into company revenue.  New combinations of digital and physical resources create 
the type of customer experiences that support a real digital business model.

Mark P. McDonald
Vice President and  
Gartner Fellow
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Snapshot of attendees
Who participated in the 2013 conference?

Top 4 job titles

1. Manager

2. Vice president

3. Director

4. C-level

Top 4 job roles

1. Customer relationship

2. Business and marketing

3. Application management

4. Corporate marketing

Top 4 industry sectors

1. Manufacturing

2. Banking, finance and insurance

3. Healthcare

4. Retail

The Gartner Customer 360 Summit was right on target!  
It provided great insights into not only what data to collect, 
insights to infer and potential action to take, it encouraged  
to ask the right questions! Be quick. Be controversial.  
And above all, be relevant.
Vice President,  
Oppenheimer Funds

Gartner Customer 360 Summit gave me a lot of insight on  
today and tomorrow’s best practices in analytics, CRM  
and customer experience.
Senior Manager,  
National Bank of Canada



6

Gartner Customer 360 Summit 2013
May 1 – 3  |  San Diego, CA  |  gartner.com/us/crm

This is a great  
event — very 
valuable insights 
and information 
which I will use to  
improve our current 
customer-facing 
initiatives. 
System Director,  
Rich Products Co.

Thank you to our Sponsors
A special thanks to our 2013 Gartner Customer 360 Summit sponsors for their valuable 
contributions to the conference’s relevance and success.
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Post-event resources

Customizable post-event worksheet
Take a moment to complete your own post-event trip report, a valuable resource for future
reference and a great way to share with colleagues what you learned. Click here to access
the trip report worksheet.

Learn more with relevant research
Want to learn more about the topics that interest you most? Turn to the end of each
session presentation for a list of related Gartner research notes. Select Gartner research is
available on demand at gartner.com.

Gartner Customer Strategies and 
Technologies Summit 2013 
June 5 – 6  |  London, U.K.

CRM EVENTS AROUND THE GLOBE

The World’s  
Most Important 
Gathering of 
CIOs and Senior  
IT Executives

We are at the 
beginning of a CRM 
strategy and the 
analyst session and 
info sessions have 
been eye-opening. 
The speakers have 
allowed us to realize 
that we need a 
vision and strategy 
first, then align 
technology. Great 
value and quality 
experience.
IT Director,  
Styker

http://imagesrv.gartner.com/events/worldwide/gartner-events-calendar.pdf
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Gartner and 1to1 Media CRM Excellence Awards

High-speed change has opened many doors to new opportunities, and leading 
companies are leveraging these capabilities in remarkably effective new ways. The 
best of the best combine innovation with traditional strengths for maximum impact. 
Presenting the 2013 CRM Excellence Awards, Gartner and 1to1 recognized and 
celebrated this year’s standouts. It was a chance to meet these organizations and  
find out the secrets to their CRM success, including: 

Customer Experience Excellence  
Gold: Intuit, Inc. — Accounting Professionals Division (APD)  Gathering and  
acting upon an extensive array of customer input has helped Intuit drive higher  
satisfaction and renewal rates. 
Silver: United Airlines

Customer Service Optimization  
Gold: Cisco — Users and experts help shape and create content, enabling Cisco’s  
effort to boost loyalty and personalize the consumer Web experience. 
Silver: Cigna

Integrated Marketing  
Gold: Autodesk, Inc. — The software company added a layer of gamification to  
its software trials, allowing users to compete in a more engaging experience. 
Silver: Eaton Corporation

Sales Force Effectiveness  
Gold: AgReliant Genetics, LLC — Mobile CRM is helping the seed company be  
more agile in its sales process and led to more robust customer database. 
Silver: Ingram Micro

Social and Mobile Engagement  
Gold: Best Western — By integrating customer insight from social review sites, the  
hotel chain has developed an engagement strategy that values transparency and 
cultivates trust. 
Silver: LEGO Systems Inc.

Customer Analytics  
Gold Maple Leaf Sports & Entertainment — MLSE uses behavioral data and 
customer insight to better target email campaigns and deliver relevant messaging, 
focusing on long-term retention over single ticket sales. 
Silver: AAA

Mila D’Antonio
Editor-in-Chief, 1to1 Media

Scott D. Nelson
Managing Vice President 
Gartner

Interested in 
nominating your 
company for next 
year’s awards? 
Check back at 
gartner.com/us/crm 
later this year to see 
the 2014 categories
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Gartner  
Customer 360  
Summit 2014

The 2014 date is set!
May 19 – 21  I  Gaylord Palms Resort & Convention Center  I  Orlando, FL

Register for this must-attend CRM event at gartner.com/us/crm or call 1 866 405 2511

Register by June 1, 2013, to enjoy:
• Raffle drawing for a complimentary 2014 registration
• $50 American Express gift card on-site at next year’s event
• $300 discount on standard registration fee


