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Linking Employees, Customers and Profits

Customer Commitment Research

“A deep understanding of customers is the only sound basis for developing marketing strategy for
discontinuous innovations”

Gerald Zaltman
How Customers Think — Essential Insights into the Mind of the Market

Clearly, for companies to achieve breakthrough value, they must begin by understanding what would
constitute a new level of value delivery from their most loyal customers. Both the rationale and
emotional needs of customers must be identified, understood and characterized in a way that makes it
clear what actions need to be taken to achieve a wide moat between you and your competitors.

SPCI’'s Customer Commitment Research applies proven qualitative and quantitative methods to
understand both the conscious and the unconscious mind of your target customer. We identify both the
key attributes that represent those critical expectations that must be met to earn their loyalty, as well as
the less obvious, subtle and often unconscious ‘sacrifices’ that customers’ make that represent the
opportunity for market leadership.

Imagine, your entire organization aligned around | Value = Results Produced for the Customer + Process Quality
a common value proposition based on a profound

understanding of the value customers really care Cost(Price) + Customer Access Costs
about.

We begin by understanding the Value Drivers of your most important customer segments and determine
how your organization is performing relative to your best competitors on those things that customers say
really count. But we go beyond that, to learn about what emotional needs of your target customers are
going unnoticed by you and your competitors to determine what could constitute breakthrough value in
their experience with your organization.
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SPCI’s Customer Commitment Research provides the following outcomes:

o Identification of the key drivers of customer loyalty and the client’s performance relative to
competition

e Identification of ‘hidden’ customer dissatisfiers with the current customer experience

e Determination of the key themes associated with satisfying the emotional needs of customers
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