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Remember when marketing was measured by 
response rates, traffic, pipeline, CPM, leads, 
new customers, repeat customers, etc? 
Those were simpler times. These days, if real 
profits are elusive, marketing budgets get 
slashed. Just making the "best offer to the 
best channel at the best time" and then 
measuring results after the fact doesn’t cut it 
anymore. 
-  
All of this is driven by customers who now 
have unprecedented perspective – and 
expectations – about companies with whom 
they do business. The Internet has given 
consumers real control and confidence. If the 
story from marketing does not represent the entire experience, there is no place to hide from their 
ire. The customer buys, keeps buying, tells others, and pays more because of their complete 
experience with a product or service provider ... not just marketing or sales. For marketing’s 
investment to really pay off, it can no longer hand off a perfectly good new customer and hope for 
the best. Instead, it has to integrate marketing activities with all other customer interactions. And, 
consequently, the channel becomes an instrumental determinant of how marketing succeeds.

●     A top ten cable MSO (multi systems operator) is asking us to help with the integration of 
real-time customer analytics, behavioral data integration, offer-management and CSR 
automation. The goal? To drive intelligently optimized customer retention and cross-sell.  
 

●     A major amateur sports association is considering the benefits of seamless real-time 
integration between their member marketing database and their e-commerce platform. 
Their objective is to present a single, consistent, personalized and profit-maximizing face 
to their customers.

> Read Full Article 
 
For more insight from our experts, visit our blog InsightIQ. 

 

  

 

 
Customer 
Experience Boosts 
Revenue 
 
June 22, 2009 

Forrester’s previous research has shown a 
high correlation between customer experience 
and three key elements of loyal behavior: 
willingness to buy more, reluctance to switch, 
and likelihood to recommend. 

> Read Report Excerpt

 

What do you think? 

Do your plans for 2010 reflect a commitment 
to increasing customer engagement and 
enhancing customer experience? 
 

> Enter Your Opinion 

Next Issue: 2009 in Review: Best, Worst and Lessons Learned  
 

Quaero, a CSG solution, uses customer intelligence to help clients shift from traditional campaign-driven 
marketing to real-time, multichannel customer interaction. Quaero experts blend strategy and analytics 
with performance management and technology to establish dialogues that improve the customer 
experience while increasing overall customer value.  
Headquartered in Charlotte, NC, the Quaero Solutions Group provides marketing services to category-
leading clients within the Financial Services, Pharmaceutical/Healthcare, Travel and Leisure, Media, 
Consumer and High Tech industries. For more information, call 1-877-570-2199 or visit quaero.
csgsystems.com. 
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