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The Site International Foundation Presents a 2011 Update to the Site Index: Focus on Measurement
The 2011 publication Site Index: Focus on Measurement Revisited revealed a significant year-over-year increase in survey respondents who reported that their organizations or clients use measurement ‘almost all the time’ or 'always’, moving the numbers from 8.1 percent in 2010 to 24.7 percent in 2011. When asked about the most important element to measure, buyers and providers ranked determining the true return on investment for incentive programs. 
 

Complete survey results are available at siteglobal.com. The Site Index is made possible by partner donations from the InterContinental Hotels Group and Site International Foundation global partners.
 

ITAGROUP named to Fifth Annual ‘CMI 25’ List by Corporate Meetings & Incentives magazine

 

ITAGroup, Inc. has been named to the 2011 “CMI 25” list, an exclusive directory of the largest and most influential full-service meeting and incentive travel management companies focused on the $145 billion corporate meetings and events industry. Now in its fifth year, the CMI 25 list is compiled by Penton Media’s Corporate Meetings & Incentives® magazine, the leading information source for the corporate meetings and events industry. This unique annual report is the go-to resource for meeting managers and procurement professionals researching information on these critical business partners.

“We realize that each time we have contact with a client or participant, we have an opportunity to have a positive influence on a person’s life,” says Mary Bussone, Senior Vice President, Group Management. “And while our customers tell us regularly that we’re doing a great job, as shown by our customer retention rate of more than 98 percent, this distinction from one of our industry’s top publications, is another affirmation of our efforts to create those remarkable experiences.”

>>See the complete CMI 25 here.

 

Survey Finds Employee Morale on the Rise

While the struggling economy has cast a dark cloud over many companies, new research finds that employees are maintaining a sunny disposition, and incentives are partly to thank. A survey from the staffing firm Accountemps finds that 42 percent of chief financial officers have seen an improvement in employee morale over the past 12 months. An additional 53 percent have seen no change, leaving a modest 5 percent who have seen a dip in morale.
The survey, which drew on interviews with more than 1,400 CFOs across the United States, asked, “How has employee morale in your organization changed, if at all, from 12 months ago?” The outer ends of the results are consistent with the findings overall, with 8 percent saying morale has “significantly improved,” while only 1 percent said it has “significantly worsened.”

“I think it’s in line with what we are seeing with our teams on a daily basis,” says Ryan Sutton, regional vice president of Accountemps. “People are adjusting to the market.”

>>Read more of Alex Palmer’s article in Incentive Magazine by clicking here.

  
New and Diverse Company Playbook Reveals Little Known Secrets of Customer Loyalty Leaders

Nice guys do finish first -growing twice as quickly as their competitors -according to renowned loyalty experts Fred Reichheld and Rob Markey who showcase in their book how leading companies are winning over legions of profitable customers with a system of new rules that favor the customer, finally. 

 

In The Ultimate Question 2.0: How Net Promoter Companies Thrive in a Customer-Driven World (Harvard Business Review Press, September 2011), readers get a direct line of sight into how leading brands are revolutionizing the experience of their customers through business practices that put the customer first. Readers will learn why: 

· American Express believes that improving customer loyalty is impossible without first improving employee engagement. 

· Charles Schwab managers make tens of thousands of calls to clients each year to discuss their satisfaction with the company. 

· 1-800-Got-Junk? knows that even garbage haulers need to passionately advocate the customer experience. 

· Progressive® Insurance believes that simplicity is the key to managing the customer experience for auto insurance of the world's most complex businesses. 

· Verizon championed a symbolic action to rally its troops around putting customers first. 

· Vanguard chose to turn away business in order to protect the interests of existing clients. 

· The CEO of LEGO holds himself accountable, first and foremost. 

· Logitech won't launch product upgrades that don't produce even more dramatic customer experience upgrades. 

Thousands of companies are using the Net Promoter® score to measure and improve the customer experience. "The ranks of zealous customer advocates continues to grow," said Fred Reichheld, Bain Fellow and often-acclaimed 'godfather of customer loyalty'. "What started out as only an idea has become a quiet revolution. Net Promoter companies are now mobilizing entire organizations around the single mission of delighting customers." 

 

Net Promoter® is a registered trademark of Satmetrix Systems, Inc., Bain & Company and Fred Reichheld. 
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Do you have questions or comments on this issus of Loyalty Link? Suggestions for future topics? We appreciate
your feedback. Cantact us at drivenbyloyalty @itagroup.com.

Loyalty Link is produced and distributed by TTAGrous, Inc. To unsubscribe, please send an e-mail to
driverbylayalty @itagroup com with “unsubscribe” in the subject lin.

www.itsgroup.com | 800.257.1985 | drivenbyloyalty@itsgroup com




