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Customers’ thoughts, emotions, and 
perceptions about their interactions
with a company. 

-Forrester



Cisco Confidential© 2010 Cisco and/or its affiliates. All rights reserved. 5Cisco Confidential 5© 2013  Cisco and/or its affiliates. All rights reserved.

A:  What’s good for the customer is good for the business.
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= Customer Loyalty 
Easy to do business with

= Customers are more likely   
to buy more and stay longer

= Good for Business

Customer Loyalty 



Cisco Confidential© 2010 Cisco and/or its affiliates. All rights reserved. 7



Cisco Confidential© 2010 Cisco and/or its affiliates. All rights reserved. 8Cisco Confidential 8© 2013  Cisco and/or its affiliates. All rights reserved.



© 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 9

Voice of the 
Customer

Applied Data 
Science

Behavioral 
Research

Statistical Rigor

Best 
Answer

Inquiry & Intent

Experimental Methods

Customer Satisfaction 
surveys (mthly/qtrly)

Site Statistics 
(mthly/qrtly)Task Studies 

(semi-annual)

• Feedback links (unsolicited)
• Customer interviews
• Social Media

• Metrics/Analytics reports
• Path analysis
• Trending
• Multivariate testing

• Usability testing
• Ethnographic research
• Participatory studies



© 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 10

• Top Tasks
The reason people come to the site

• Task Performance Indicator (TPI)
A score for task effort

• Task study / TPI test
Based on principles of usability testing

The Digital Business Funnel

Drive loyalty, avoid 
cost and generate 

revenue

Users interactions with 
resources and capabilities

Reach

Engagement

Conversion

Methods to attract users and the digital channels through 
which users discover and connect with Cisco 

Tasks play here
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1. Tasks are about utility. They serve a purpose and draw users to a 
site. 

2. Tasks serve the customer. They define customer “expectations.”

3. Task testing reveals impediments. It’s the key to “ease of use.”

The TPI score provides a quantitative measure of the site’s 
experience.  This can be used as a benchmark and allows 
managers to set goals.
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Success
71%

Failure
23%

Disaster
6%
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• Identify the Top Tasks for the Site
Conduct a Top Tasks Survey with representative users
Analyze survey results to identify Top Tasks
Create Test Tasks 

• Determine the performance of the top tasks
Recruit subjects for test
Conduct TPI test
Analyze results and tally the TPI score

• Drive action and improvements
Deep dives with teams responsible for parts of tasks
Make changes/improvements
ITERATE (test again to validate results)
Set goals!

Do this once

Do this routinely

Do this continuously
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• Internal teams create list of top tasks

• Determine the audience to be surveyed

• Respondents rank tasks

• Results summarized and Top Tasks emerge

Top Tasks are the most popular, most 
common and most important tasks, 
according to the users of the site.

Tasks
Total Vote

   
   1 Download software, firmware, drivers, patches, updates 26642

Configure / set up a product  (tech guides, notes, how-to's)

2267
3 Troubleshooting (bug fixes, diagnostics, guides) 21854 Install / upgrade / migrate (tech guides, notes, examples) 16105 Support (TAC) service requests (case creation, tracking) 1514

6 Maintain / operate (tech guides, notes, examples) 1316
7 Network design (tech guides, notes, examples) 1316
8 Service, support options available for my product 10439

Product and technical communities (troubleshooting, developer, learning)
81310 Support alerts (new drivers, patches, software, security) 79711

Networking certification requirements (CCIE, CCNP, CCNA)

767
12 Talk / chat online with a support person

63213
Compatibility / interoperability (software, hardware, version)

628
14 Training (courses, calendar, locations)

56115
Products by specific technical requirements (capacity, bandwidth, dimensions)

46016
Pre-purchase technical information (datasheets, whitepapers, requirements)

44717
Solutions to match business needs (work remotely, improve productivity, secure my business)

43618 Networking certification status, maintenance and renewal 420
19 Warranties

41620
Configure a product or service for the purpose of researching or ordering

392
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Tasks
491 
Voters

983 
Voters

1474 
Voters

1966 
Voters

1 Download software, firmware, drivers, patches, updates 8% 8% 9% 9%

2
Configure / set up a product  (tech guides, notes, how-
to's) 9% 8% 8% 8%

3 Troubleshooting (bug fixes, diagnostics, guides) 7% 8% 8% 7%

4 Install / upgrade / migrate (tech guides, notes, examples) 6% 6% 6% 5%

5 Support (TAC) service requests (case creation, tracking) 6% 5% 5% 5%
6 Maintain / operate (tech guides, notes, examples) 4% 4% 4% 4%
7 Network design (tech guides, notes, examples) 5% 4% 5% 4%
8 Service, support options available for my product 3% 4% 3% 4%

9
Product and technical communities (troubleshooting, 
developer, learning) 3% 3% 3% 3%

10 Support alerts (new drivers, patches, software, security) 2% 3% 3% 3%

11
Networking certification requirements (CCIE, CCNP, 
CCNA) 2% 2% 2% 3%

12 Talk / chat online with a support person 3% 2% 2% 2%

13
Compatibility / interoperability (software, hardware, 
version) 2% 2% 2% 2%

   
      

 
    
 

       
    

     

         
  

Top 25%

26-50%

51-75%
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1
2

3

4

5

9
15

49
Cisco.com Results – 2014
1. Download software, firmware, 

drivers, patches, updates
2. Configuration, set up, deployment
3. Pricing
4. Specifications / data sheets
5. Contact support / support requests 

(open, check status, escalate)

The Top task has as many 
votes as the bottom 26 
tasks
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Tasks

Top Tasks

Tiny 
Tasks
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Tasks

How much relative 
resource to apply

Which user 
tasks to focus 
on.

“Strategy renders choices about 
what not to do as important as 
choices about what to do... 

Some managers mistake ‘customer 
focus’ to mean they must serve all 
customer needs or respond to every 
request...”

Michael Porter
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• Teams with SMEs collaborate to create specific 
or concrete tasks based on top tasks.

• Real world: Task details are in the words of a 
customer and seems typical

• Tested – we know it can be completed and we 
know the answer

• These are *not* trick questions, rather they are 
essential.

Examples of Concrete Tasks
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MY DESIGN
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“Your 7600 router crashed after entering the 
“show mpls forwarding with owner …” 
command. Determine if there are any 
workarounds for this known issue.”

Sample task: Find Bug Information

TPI tasks are designed to 
represent the most 
important, typical tasks.

A TPI study asks 15-18 
subjects to perform 10-12 
tasks.

TPI testing is performed 
remotely, on the live site.
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• 13 top tasks were given to 19 participants
Size of business: 11 Enterprise, 8 SMB
Frequency of being on website: 10 daily, 6 weekly, and 3 monthly
Relationship to Cisco: 9 Partners, 10 customers
Test sessions lasted 50-60 minutes
Testing conducted remotely via Webex (recorded)
Discussion was minimized during a task to get a reasonable estimate of the time to complete 
each task
Scored SUCCESS, FAILURE, or DISASTER (when people thought they had completed the task 
successfully but were seriously wrong)
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TPI = 61 Fair
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TPI was first performed at 
Cisco in 2010 with a “top 
tasks” survey.

The TPI score is 
easy to 
understand.

TASK PERFORMANCE 
INDEX

HOSPITALIZED [55-64]

HEALTHY (85-94)

MONITORING (75-84)

MEDICATED [65-74]

ICU [45-54]

LAST RITES [0-34]

ABLE TO EXCEL [95-100]

LIFE SUPPORT [35-44]

Fair

TPI = 61 
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TASK PERFORMANCE INDEX

HOSPITALIZED [55-64]

MONITORING (75-84)

MEDICATED [65-74]

ICU [45-54]

LAST RITES [0-34]

ABLE TO EXCEL [95-100]

LIFE SUPPORT [35-44]

HEALTHY (85-94)
Support TPI:

64  68

Partner TPI:
49  58

Evaluate & Buy TPI:
49  53

FY14 Goal
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Performance Improvements have levelled
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Bug Task Success Rate Comparisons 2012 - 1014

Dec 2014
TPI 49

Nov 2013

TPI 6

Apr 2014
TPI 3

Jul 2014
TPI 25

We monitor Top Task 
performance on an ongoing 

basis

Oct 2012 May 2013 July 2013Feb 2012 Jun 2012 Feb 2013

TPI 6TPI 15 TPI 17 TPI 39TPI 23TPI 8

2015 TPI Goal: 55

Ran a pilot test to 
simulate a possible 
solution.  It worked!
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Top Tasks 
Management 
diagnoses what is 
wrong and clearly 
indicates how to fix it.

JUNE 2012  Bug Task  - 18 Subjects 

Jun 2012
TPI 23 5 Succeed

6 Give up

6 Time out 
or partial 
answer

1 Disaster
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13/18 failed or disaster
5/18 successful

All 13 failures were due to the user’s attempt to search:
 Cisco.com site search (8 failures)
 Google (5 failures)

If we fix SITE SEARCH, 13/18 (5 successful + 8 more) 
should succeed
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If we fix SITE SEARCH, 13/18 (5+8) should succeed

If 13 succeed we predict: Task Performance Score increases to 70

Assumptions:
Increase success rate to 13/18 participants
Limiting the additional incremental penalties (e.g. excessive success 

time and disaster confidence) to be ~2-3
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Top Tasks scoring is 
predictable and 
statistically reliable.

Hospitalized (55-64)

Healthy (85-94)

Monitoring (75-84)

Medicated (65-74)

ICU (45-54)

Last Rites (0-34)

Able to Excel (95-100)

Life Support (35-44)

Original Score = 23

70
FY15 
Task Performance 
Target = 



Thank you.Thank you.
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