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· Assesses CM capability and sets strategy                            (CMAT)

· Supports CM improvement and implementation (Consultancy)

· Fuels awareness and understanding          (Publications & Training)

· Facilitates continuous learning                    (Customer Futures)

·Part of Ogilvy and the WPP network of companies

QCi
Leaders in Practical Customer Management
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Largest evidenced based study into 
how well organisations 

are really managing customers
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Objectives of the report

· To stimulate debate on the subject of Customer
Management

· To provide practical guidance about how
companies can create more value from
Customer Management

· Examine trends and developments in Customer
Management apparent since the publication of
State of the Nation I in October 2000

· Particular focus on the issue of return on
investment from Customer Management

· Sponsored by OgilvyOne, Royal Mail & Acxiom
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· At a Business Unit Level
· Provides, evidence based  benchmark
· against 260 best  practises
· from 550 blue-chip  businesses globally
· Compares Intention, Reality and Effect
· Gives clear path to World Class
  Customer Management and
  enhanced business performance
· Identifying a set of Quick Wins
  that have a proven link to
  business performance
· Quickly (4-6 Weeks)
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Some of QCi’s 550+ CMAT Clients
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CMAT™ - a valid qualifier

Business Performance Vs. Customer Management 
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CMAT score has a 0.8 correlation with Business Performance
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Organisations don’t perform very well
At the top level

Overall average score 1998 – 1999 is 34%
Overall average score 2000 – 2001 is 33%
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Some sectors are out-performing others

0

10

20

30

40

50

60

70

Bes
t

Ban
ks

Ret
ai

l

In
su

ra
nce

Tr
av

el
 &

 D
is

tri
bu

tio
n

Oth
er

 fi
na

nc
e

Tec
hn

ol
og

y

M
oto

r

W
ors

t

Overall score based on CMATTM Full Assessments

Overall average



Copyright QCi Assessment Ltd

There are marked differences across
geographies
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Retail Banking exampleSmall is Beautiful?
Attitude to Investment?

Market Conditions?



Copyright QCi Assessment Ltd

How do you compare?
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CRM and ROI or lack of it.
What can I expect?

Over 3 years
the 4:1 rule applies

(actually 0.5-7.0 : 1)
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Low           High
   1                 2               3                4

 Customer Management Performance
(i.e. CMAT score)

Net $ Benefit

Quartile:

QCi Maturity Model

Use this to guide:
•Strategy
•Leadership style
•Investment
•Risk
•Payback period
•Annual ROI%
•Detailed project plan

Modal analysis of 
CMAT scores
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Are Some Factors More Important ?

Correlation of CMAT Entity versus Business Performance 

Entity

Correlation
(1=perfect)

Bus Performance

CMAT Score

People

CM Activity
Measurement

Proposition
Analysis & Planning

Information and technology
Processes

1

0.9

0.8

0.7

0.6

0.5

0.4



Copyright QCi Assessment Ltd

Conclusions

· C (R ) M is a concept  that:
· is very  misunderstood
· People think is a system (CRM in 90 days)
· people are getting increasingly cynical

(large cost and high failure rates)
· Reality is that organisations manage customers every day

and have always done
· Everyone can manage their customers better than they

currently do
· Technology can help this, but only after you have decided

how and where you want to improve
· Our findings from CMAT, the Customer management

Scorecard, show that if organisations do that there will be
significant benefits to the bottom line

· All companies have to do is look…
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Thank you for listening


