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Written and phone surveys

RDA Consultant

Daily input and survey comments
Individual interaction

Information Systems, User and

Dealer contact, credit application, etc.

Face-to-face

Face-to-face

CFSC Respresentative
Face-to-face presentations

Phohe, Electronic
Face-to-face, Phone, Surveys

FIGURE 3-1 CFSC uses a combination of approaches to listen to and learn from our customers.
Uses: 1. Process Improvement, 2. Planning, 3. Customer Satisfaction, Loyally &

123456
123456
135

123456

1345
123
123456
234
1234

1356
1345

SUNILaY Relationship Building, 4. Product Development, 5. 6 Sigma, 6. Competitive Analysis
o : . L , So
Y] &mg A3l
o Surveys Users, Dealers, CatBUs, Competitors Varies
ABINTaa Focus Groups Users, Dealers As needed

A1 Complaint Resolution Users, Dealers, CatBUs Daily/Weekly
ﬂﬁﬂ‘lﬂ’?ﬂf\]’m TMs and MCs Users, Dealers, CatBUs Daily
¥ . Daily Operations Data Users, Dealers, CatBUs Daily
Qﬂﬂ"l/ ALLUN
U
UBN Dealer Association Meetings Dealers Ongoing
‘VI‘Li’J‘c’J 31U Nashville Visits CatBUs, Dealers, Users Ongoing
Best Cat Industry Councils Users, Dealers, CatBUs Monthly/Quarterly
e
> User, Dealer, CatBU Visits  Users, Dealers, CatBUs Ongoing
Practice by CFSC Leaders
Customer Express Users Real Time
Benchmarking Users Ongoing
Customer Relationship Review Users Annual

Face-to-face
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3.2 ¥. N15E319ANMUTUNUSAUGNAT (Building Customer

Relationships)

(9) N15IANITAIUTUNUS (Relationship Management)
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Relationships)
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