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SMG Solution: CX Measurement

Your customers have the answers. And they’ll 

tell you the truth as long as you ask the right 

questions and take the right actions. A truly 

effective CX program does more than tell you 

what customers are saying—it identifies points 

of differentiation, focuses your plan of action, 

and delivers tangible results. SMG helps 

clients every step of the way with best-in-class 

programs built on our commitment to investing 

in 3 key areas: 

Measurement 

Every interaction with your brand shapes 

consumer perceptions and future intent. But 

those interactions are happening across more 

touchpoints than ever. And if your program 

isn’t built to capture and measure them, it’s 

easy to miss opportunities to gain actionable 

insights that guide strategic improvements. 

Business decisions are made in the boardroom, but they’re based on the insights customers 

give you. That’s why 73% of business leaders have made it a top priority to improve their CX. 

But focusing on CX is easier said than done—only 25% of leaders believe their programs 

actually improve the customer experience. SMG CX Measurement helps brands know more 

and do better by keeping them at the forefront of measurement and reporting technology  

to deliver insights that touch every level of their business—including the bottom line.

SMG CX 
Measurement helps 

some of the world’s 

largest brands know 

more and do better 

by measuring every 

experience across 

every channel to find 

actionable insights that 

drive loyalty and sales.

That’s why SMG equips our clients to measure 

every interaction at every location across 

every touchpoint. 

We’re also constantly doing research on research 

to keep our best practices up-to-date and make 

sure our clients are ahead of the measurement 

curve. By making it our mission to deliver 

the best cross-channel survey experience, 

we’ve helped clients achieve the best survey 

response rates and lowest abandonment rates 

in the industry. 

SMG CX Measurement
Measurement, technology, and insights  
that help brands listen, understand, and act
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We focus on moving 4s to 5s –  

because that’s the  

biggest opportunity

And with our proven top box methodology 

and robust text analytics engine, we combine 

quantitative and qualitative insights that deliver 

the clearest links between your CX data and 

financial performance.

Technology 

With the rapid growth of technology, it’s no 

surprise that most brands struggle to stay 

up-to-date. That’s why our strategy isn’t to 

keep pace—it’s to lead the way. SMG’s role-

based reporting platform gets critical data to 

the people in your organization in the way they 

need to see it, providing users with: 

 The most robust real-time analytics 

 The fastest global response time

 The cleanest, highest integrity data

 Real-time service alerts

And we’re making sure our clients lead the way 

on mobile, too. With the best mobile survey 

experience and the SMG Mobile Reporting 

app, clients can be sure they’re connecting 

with customers where they want to be reached 

and employees are staying in the know without 

having to leave the front lines. SMG’s proven 

track record of consistent innovation continues 

to lead to new ways 

for clients to collect, 

understand, and act 

on their CX data. 

Insights 

When you’re depending on your CX program 

to drive business results, you need more 

than just the basics. Measuring customer 

interactions, making operational improvements, 

and demonstrating financial linkage are crucial, 

but it doesn’t stop there. While SMG’s deep 

category expertise provides our clients with 

the broadest benchmarks that show them 

where they stand—and where they need to 

improve—nothing is more important than 

partnership when going from big data to 

actionable insights that create real, long-term 

business impact. 

Leading the way on measurement and 

technology means that SMG change agents 

are equipped to help you get to those insights 

quicker and more efficiently. SMG’s hands-on 

executive team, advanced-degree researchers, 

and published experts work closely with 

clients to understand their business so they 

can be sure the CX program is ready to impact 

every level of the organization. 

With the top-priority status being given to CX, 

it’s not surprising there are more programs to 

choose from. But with higher priority comes 

increased pressure to produce results, and it 

can be difficult to tell the difference between 

a company trying to win your business and 

a company built to keep it. SMG’s 97% client 

retention rate is a testament to our commitment 

to being the best partner for combining 

technology and insights in one place.

To see how SMG is helping brands 
connect with customers, email us at  
insight@smg.com.

In 1991 Bill Fromm and 

Andy Fromm co-founded 

Service Management 

Group with former Harvard 

Business School professor 

Len Schlesinger. While at 

Harvard, Schlesinger and 

his colleagues conducted 

a five-year study of 

service businesses to find 

links between employee 

engagement, customer 

satisfaction, and financial 

performance. 

Their research, published  

in The Service Profit  

Chain, revealed  

that increasing 

the number of 

loyal customers 

drives sustainable, 

profitable sales 

growth. A global CX 

leader and an AMA Top 

50 market research firm, 

SMG uses The Service 

Profit Chain framework  

to help clients understand 

and improve their customer 

experience and stimulate 

customer loyalty.

about smg

About Service Management Group
SMG inspires experiences that improve people’s lives. We are a catalyst for change, providing actionable 

customer, patient, and employee insights that boost loyalty and drive business outcomes. Our unique model 

puts a dual focus on platform technology and professional services—making it easier to collect, analyze, and 

share feedback and behavioral data across the enterprise. To learn more about our customer experience 

management, employee experience, and brand research solutions, visit www.smg.com.
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