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Why should you worry about Customer Satisfaction?

Because the revenue from your Customers
IS dlirectl/y related to their level of overall satisfaction/

For every $1.00 that a 7otally Satisfied
Customer brings you...

A Somewhat Satisfied
Customer brings you 38¢,

A Somewhat Dissatisfied B
Customer brings you 7¢, “

But...

a Totally Dissatisfied Customer e
costs you $1.80 / | mzze
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A survey is often the most effective way to test your Customers’

satisfaction, but the real way to actually change their satisfaction goes far beyond
an ordinary survey. A Relationship Program, which encourages high-level customer
participation, Senior Management commitment, and on-going Customer feedback, will build solid
relationships and trust while increasing the revenue from your Totally Satisfied Customers.

At Development I, we work with businesses that want to make sure they earn ALL their customers’
available dollars. Our methods are unique and far beyond the ordinary.

Let us put our experience to work for you!



The secret for creating totally satisfied customers requires two commitments:
1) Establish an enduring relationship program with your customers.
2) Become a customer focused company.

What is a “Relationship Program™?

A Relationship Program is a comprehensive process that gathers customer feedback and constructs the
framework of ongoing dialog and issue resolution between you and your customers. Its purpose is to
identify and address issues before they develop into irreversible problems. By listening to and acting upon
the “Voice of the Customer”, you build trust and create a more loyal customer base.

Step 1. Meet with Step 2: Discuss with small Step 3: Confirm type of
client team to group of customers to guestionnaire per objectives:
define objectives identify issues, concerns, -Paper -Phone
and to identify problems and their definitions -ConSensor® -Mail
target audience of satisfaction and loyalty -Internet -Face-to-face I
-Other
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__| Step 5: Validate |_| Step 4 Convene Account
Step 6: Enter data || participants — conduct [..| Management to train and to
the survey collect participant names

Step 8: Generate reports - Corporate and
Account Level - to include:
-Overall aggregated results

-Data grouped by account
Step 7: Analyze data E -Individual responses

-Geographic and/or product specific
-QuantaMetricss™
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Step 11: Repeat
measurement
process after Step 10: Conduct customer feedback Step 9: Present results and
an appropriate meetings for issue identification, review process strategies
time period strategic and long-range planning with Account Management

What is a Customer Focused Company?

As a customer focused company, you see your business through your customers’ eyes. You regularly
monitor the value of your value to customers, and continually look for ways to improve. Your major
challenge is to ensure a company-wide awareness of customers, and to ensure that the entire company
values and understands customers.

Please contact us at: Development 1, inc.

107 Middle Quarter
P.O. Box 992
Woodbury, CT 06798
telephone: (203) 263-0580 :
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