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1!Customer insight propagationE customer
insights will drive decisions across the company!

2.Unstructured data appreciationE text

analytics will become a critical capability!

3.ICustomer service rejuvenation online
interactions will increasingly use touch-screens!

4.1 oyalty intensiPcationE loyalty metrics will be
a major element of executive dashboards !

5.Interaction iPod- izationE online interactions
will increasingly use touch-screens!

6.Social media assimilationE social media wil
get absorbed into the fabric of companies!

7.'Digitalphysical integrationE  experiences will
blend mobile devices with retail locations!

8. Cultural renovationE engaging employees wil
become a key stepping stone for engaging customers!
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Bruce Temkin, Customer Experience Transformist & Managing Partner of
Temkin Group, is widely viewed as a leading expert in how organizations
build differentiation with customer experience. He has worked with hundreds
of large organizations on the business strategies, operational processes,
organizational structures, leadership, and culture required to create and
sustain superior customer relationships.

Bruce is the author of the blog Customer Experience Matters
(experiencematters.wordpress.com) which is one of the most popular blogs

on customer experience. He regularly posts insights on topics such as
customer experience, branding, and leadership.

During his 12 years with Forrester Research, Bruce led the company's
business-to-business, financial services, and customer experience practices.
As a Vice President & Principal Analyst, he was the most-read analyst in the
company for 13 consecutive quarters and was one of the most highly
demanded consultants and speakers in the industry. Bruce authored several

ForresterOs most popular research reports on customer experience and
created ForresterOs Customer Experience Index, which rates more than 100

firms on their overall customer experience.

Bruce has been widely quoted in the press, including such media outlets as
New York Times, Los Angeles Times, and Business Week. An accomplished
public speaker, Bruce has delivered keynote speeches at many company
and industry events.

Bruce holds a masterOs degree from the MIT Sloan School of Management,
where he concentrated in business strategy and operations. He also holds
an undergraduate degree in mechanical engineering from Union College.
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Temkin Group is a customer experience consulting firm. We have one simple
goal for our clients: increase customer loyalty by becoming more customer-
centric.

Any company can improve portions of its customer experience. But it takes
more than a few superficial changes to create lasting differentiation.

The Temkin Group combines customer experience thought leadership with a
deep understanding of the dynamics of large organizations to help senior
executives accelerate their customer experience efforts. We work with our
clients to build four critical competencies: Purposeful Leadership, Engaged
Employees, Compelling Brand Values, and Customer-connectedness.

Temkin Group was founded based on four core beliefs:

1.! Customer experience drives loyalty . Our research and work with
clients has shown that interactions with customers influences how much
business theyOll do with you in the future and how often they recommend
you to friends and colleagues.

2.! Improvement requires systemic change . Companies can improve
customer interactions in isolated areas, but they canOt develop
competitive advantage until customer experience is embedded in their
operating fabric.

3.1 1tOs a journey, not a project . Building the capabilities to consistently
delight customers doesnOt happen overnight. Companies need to plan
for a multi-year corporate change initiative.

4.! We can help you make a difference . Transformation efforts arenOt easy,
but leading your company to be more customer-centric is worth the
effort. Temkin Group can help organizations accelerate their results and
avoid many of the bumps along the way.
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