


The Problem



Thorough research from many areas has identified 

that organizations' today are seeking to validate 

current processes by integrating perceptual data with 

current organizational performance metrics.

It is also found that the gap between what an 

organization believes is happening and what the key 

stakeholders believe is happening is often significant!  

The Problem



The Problem

The old way: Perform research, tabulate the
results and then try to make decisions to improve
the business.

Slow  • Cumbersome  • Expensive



The Solution – Enterprise Feedback Management



Fast (Real-Time)  • Usable  • Cost Effective

The new way: Through Enterprise Feedback, capture 
data, create dialogue and, provide the ability to 
“operationalize” the data all in real-time.

The Solution



Enterprise Feedback is all about collecting, analyzing 

and cross referencing perceptional data in a uniform 

manner across the enterprise …

The Solution



The Solution

Feedback 
management 

is growing
At more than 

35 percent
per year.



The Solution

Enterprise Feedback Management



The Solution

Hype Cycle for CRM  Customer 
Service & Field Service 2007
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TheMindSuite TM Solution



has developed a leading and 
proprietary Enterprise Feedback & Dialogue 
System which, when combined with proven 
“best of breed” methodologies, delivers usable 
information, deeper, faster and more efficiently than 
ever before. 

This will enable the organization to validate that 
their internal customer experience processes are 
actually creating customer value.

TheMindSuite TM Solution



1. Provides a framework to validate internal process

2. Reduce account migration (churn) 

3. Increase loyalty (propensity to recommend) 

4. Gain greater share of customer spend 

5. Improved efficiency of process 

6. Improved supplier relationships

TheMindSuite TM Solution

Benefits:



TheMindSuite TM Solution

7. Revenue increases both in the acquisition of new customers 

and in the expansion of current customers

8. Increased customer and employee engagement

9. Greater alignment of employee actions with customer 

deliverables

10. Greater (and more accurate) organizational “line of sight”

11. Lower supply channel costs

12. Improved capture and retention of corporate knowledge 

Benefits:



1. Industry Vertical Applications (i.e. TheGuestsMind)

2. Small Business Applications (ASP (context; salesforce.com)

3. Enterprise Applications (context; Siebel)

4. Specialized Applications (i.e. Wellness Tools)

TheMindSuite TM Solution

Universal Appeal



1. Ability to strengthen relationships by creating ongoing dialogue

with respondents through personalized and automatic

communications using written, audio and video techniques

2. Real Time secure deployment and reporting (24/7/365). 

3. Unique and automated conversion tools that move the 

stakeholder to a particular action including greater spend, 

referrals, testimonials, new spend, greater education etc.

TheMindSuite TM Solution

The Value Proposition



4. Multiple language capability - all documented languages (by 

demonstrating cultural respect, we increase participation

and increase the quality)

5. Benchmark against best practices, customer expectations, 

customer perceptions, the competition, different time periods 

and employee views.

6. Advanced technology means much greater reach and 

significant savings from other methods

TheMindSuite TM Solution

The Value Proposition



7. Segment and compare demographically and 

psychographically though population control tables, attitudes 

and many other factors (almost unlimited)

8. Use of Appreciative Inquiry (AI) techniques helps leverage 

strengths and gain significant advantage.

9. Knowledge capture that can be mined for training and 

recruitment purposes and to understand deep incites and 

limit the loss of intellectual capital.

TheMindSuite TM Solution

The Value Proposition



10. Integrate the views of all stakeholders (customer 

employee supplier etc.) 

11. Full data capture so that respondents do not have to 

continually enter personal information each time 

they respond (individual profiles are created).

12. Ability to become Certified Customer Friendly and/or 

Certified Employee Friendly.

TheMindSuite TM Solution

The Value Proposition



TheMindSuite TM Solution



Other Applications Include: TheDriver’sMind; TheRider’sMind; 
TheTravelor’sMind; TheEngagedMind; TheCoach’sMind; TheGuest’sMind; 

TheStudent’sMind; TheParent’sMind etc.

TheMindSuite TM Solution

Corporate Wellness Optimizer



Enterprise 

Feedback System

TheMindSuite TM Solution

Conversion 

Processes



thMindSuite TM Feedback System



Enterprise System

ASP / On 
Demand “In A 
Box” Smaller 
Application

Enterprise 
Solution Large 

Business 
IntegratedDirect 

Channel

Reseller 
Channel

Business Output

Vertical 
Models

Wellness Education 
Pharmaceutical 

Hospitality Services 
Logistics

Association 
Consumer 

Politics 

Etc.

Functional 
Models

Population Data Customer

EmployeeSupplier

MarketConsumer
Strategic

Tactical

Public Output

Publication

Best Practices

Standards

AI Stories

Industry

Organizational 
Metrics

The Feedback System Roadmap



Enterprise Validation (Feedback) Management

Customer        Employee        Supplier         Co nsumer       Other Stakeholders

Best Practices        Appreciative Inquiry       Kn owledge Capture        Engagement        Multi Ling ual/Cultural

Employee Empowerment

Core IT Infrastructure

IT Enabled Business Functions

Dynamic Infrastructure                    IT Infras tructure     Dynamic Application Platform

IT Management Practices
IT Governance                   IT Execution                   IT Innovation

Information Access and Management        Mobile Wor kforce       Collaboration        Project Managemen t

Customer Relationships and 
Support

Complete Insight

Customer Satisfaction

Enhanced Sales Process

Product and Service 
Development

Product Lifecycle 
Management

Operations / Financial Control
Operational Viability and 
Financial Management

Total Order Management
Operations and Production 

Management
Compliance and Corporate 

Governance

Partner and Supplier 
Management

Value Chain Management

Enterprise IT Capability Schematic

The Feedback System Roadmap



theMindSuite TM Conversion Tools



Scotiabank Conversion Tools

Advertising changes minds. 

Promotional activities change behaviour.

Conversion “optimization” is art of enhancing 

a customer’s experience with service provider’s 

offerings – with the goal to transform the 

customer to the desired level whether that be 

from suspect to prospect or from customer to 

larger customer or from customer to evangelist.



Scotiabank Conversion Tools

has conversion tools to help 
clients direct a customer’s action.

The goal is to transform customers into evangelists 
and larger (or more loyal) customers

Result: Greater customer experience and 
satisfaction, more sales and profits



contains 2 key conversion tools 
that can be re-purposed many different ways.  

Conversion tools include:

o Audiopostcard via email

o Teleseminar and /or Webinar

Scotiabank Conversion Tools



The Audiopostcard

Conversion Tools

• Audiopostcard:
email embedded with 
audio and visuals / 
PDFs.

• Research confirms 
audio enhances 
participation by 30%.

• Sent as email links, 
Audiopostcards pass 
spam filters.
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Conversion Tools



The Teleseminar

Example: 

• Teleseminar: 
discussion forums via 
the telephone. 

• Technology allows 
one-to-one / one-to-
many.

Scotiabank Conversion Tools



The Teleseminar

Benefits: 
• Personal. 
• Intimate. 
• Inexpensive. 
• Live. 
• Excellent reach.

Scotiabank Conversion Tools


