Reynolds and Reynolds
	Survey Methodology

	


Customer Satisfaction Survey - Measures levels of satisfaction for products and services, relative to stages of ownership to enable Reynolds and Reynolds to better meet customer requirements.  Organizational improvement plans are established and tracked based on customer input. Surveys are conducted by phone.  Questions are provided by business units, importance is validated by customers, and responses are ranked on a scale from one to five.  Responses are captured if a customer has relevant comments.  Surveys include 
· Pre-GCA (General Customer Acceptance) - Survey of customers prior to product release
· Controlled Release - Survey of customers after product pilot and prior to full product release
· New Customer - Various stages of ownership within first year
· Existing Customer - One year plus ownership
Three Key Measure Indicators ("KMI's") - Overall Satisfaction, Likelihood to Recommend and Likelihood to Repurchase - are asked on each survey.  The KMI results are reported based on the following methodology:
SYMBOL 215 \f "Symbol" \s 12 \hBy Ownership Stage - The percent satisfied is calculated as the percent of customers that rate the KMI's a 5 "very satisfied/very likely" or 4 "satisfied/likely".  For quarter and year to date calculations, a weighted average is computed based on each month's percentage results and the number of survey respondents.  (See Example 1 attached)
SYMBOL 215 \f "Symbol" \s 12 \hBy Product/SBU Overall - The percent satisfied is calculated as a straight average of each ownership stage (Example 2).  The use of a straight average for Product/SBU KMI's provides several advantages:
· Gives equal weight to each ownership stage reflecting the equal importance of all aspects of customer service throughout the customer life cycle
· Allows flexibility in the number of customer contacts made by ownership stage without causing major fluctuations in the overall KMI's
· Provides consistent methodology across the organization regardless of the number of contacts made per ownership stage by each SBU 
Closed Loop Issue Resolution – When a customer rates any question with a 1 “very dissatisfied” or 2 “dissatisfied” and requests follow-up, the “issue” is forwarded to the appropriate person in the organization for resolution.  In order to ensure customers’ issues are addressed in a timely manner, there is an escalation process for the responsible parties.  Upon resolution, a follow-up survey is conducted with the customer to verify that the issue has been resolved to their satisfaction.

Lost Customer Survey - Determines why we have lost customers.  Open-ended phone interviews are conducted to understand why customers leave Reynolds and Reynolds, as well as where they go.  Organizational analysis is conducted to determine what can be done proactively to keep customers.

For questions regarding Voice of the Customer survey methodology, please contact Rebeca Delbidge at extension 4978.  For questions regarding Voice of the Customer survey results, please contact Dennis Cantrell at extension 4990.
	Customer Satisfaction Business Objectives



Reynolds and Reynolds has a company-wide commitment to deliver products and services that fully satisfy customer requirements and enhance their business performance.  Our goal is to have customers:
· Very satisfied with our products and services
· Likely to recommend our products and services to others
· Likely to repurchase our products and services
To meet this commitment, each strategic business unit is chartered to be a market leader in customer satisfaction by:
· Cascading the "Creating Lifelong Customers" (CLC) orientation training throughout the organization; communicating the strategy, philosophy, and linkage to other corporate initiatives; and individual application for all employees

· Integrating the Creating Lifelong Customers strategy into the annual planning process, allowing each business division to assess the current state of performance and establish objectives, plans, and targets for year-over-year improvement

· Implementing customer satisfaction methodologies to determine what will delight our customers and cause them to recommend and repurchase:
· Understand customer needs and levels of current satisfaction through quarterly assessment of the Voice of the Customer Program and Issue Resolution Process
· Understand our ability to meet customer needs relative to competition by annual baseline market research
· Know why we have lost customers through ongoing retention studies
· Developing business unit specific customer satisfaction improvement plans using fact-based data to improve our customers' satisfaction, likelihood to recommend, and likelihood to repurchase
· Cascading performance management processes to align all employees' objectives with achieving our customer satisfaction and -- ultimately -- our business goals
· Implementing programs to ensure all employees have more contact with our customers - visits, calls, correspondence, (i.e., Focused Executive Program, Customer Roundtables)
