


- Provide an early warning system to identify at risk ac-
counts and problems

Approach:

1) Discovery, strategy and planning
Review customer types, stakeholder groups, touch points 
and drivers of satisfaction and loyalty; internal review 
and discussion; validate the key drivers and touch points

2) Program set-up and feedback design
- Review the customer database, determine what groups 

to invite, and select a representative sampling  
- Create the baseline survey, quarterly/event based cus-

tomer relationship metrics, feedback gathered at key 
customer touch points or at regular cycles

3) Execute baseline satisfaction study
Issues covered (among others):

- Customer Profile Relationship with your organization
- Satisfaction and loyalty metrics by group and factor
- Touch point and relationship metrics 
- Brand and company awareness and perception and its 

role in satisfaction and loyalty
- Areas of strength and improvements needed
- Recommendations for action and operational/process

4) Reports and briefings
- Online real-time reporting as data comes in
- Results viewable by product line, region, period, key 

drivers, touch points, customer types
- Reporting back to management findings and recom-

mendations, quarterly phone and on-site briefings, as 
needed

- Create trend analysis for historical satisfaction metrics 
and to measure progress against goals and objectives 
and process improvements

5) Ongoing action plans and alerts 
- Facilitate and coordinate individual and team action 

and urgency, deadlines, status reports 
- Create business rules to activate action plans and alerts
- Train team members on reading reports and action 

plans

Clients past and present

What distinguishes us
Affordable, just in time, actionable intelligence. We address 
the key complaints of most market research buyers today: 
Affordability, timeliness and actionability.

Custom panel experience.  
Clients tell us that we have as 
much expertise and experi-
ence in building and manag-
ing custom online panels and 
communities as anyone in the 
country -- 45+ and counting! 

Our boutique approach to eRe-
search means the undivided attention from our senior man-
agers and principals to every detail of your online research 
program and advisory panels to ensure successful outcomes 
every time. 

Contact Communique Partners
822 D Street

San Rafael, CA 94901
www.communiquepartners.com

Chris Yalonis
415-453-9030

chris.yalonis@communiquepartners.com

The customer advisory panel
Many leading organizations are using customer 

advisory panels and smaller councils to measure and 
understand relationships. Customers explicitly opt-in 
to give ongoing feedback to management on a vari-
ety of issues around the relationship. 

As an option, Communique can set up, recruit and 
manage the panel database, panel website, and 
communications for high retention and involvement.

We treat the panelists as trusted advisors (as your 
customers should be treated), not sample fodder in 
an impersonal mass survey. Retention and response 
rates are kept high. Responses are more thoughtful 
and valid. The panel database retains all historical 
customer responses and profiles for a longitudinal, 
holistic view of the customer relationship. 
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