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Initial Assessment:
1. Public Perception Analysis (Once per annum)
2. Customer segmentation (Once per annum)
3. Customer Experience Measurement  (Once per annum)
4. Customer complaints/feedback analysis (Once per quarter)
5. Customer value Analysis (Suggested once per year)
6. Competitor Analysis (Suggested once every two years)
7. Delivery Channel Assessment (Mystery Shopping Research)-Once per annum
Process Mapping:
8. Customer Experience Related Processes  – Process map
9. Customer feedback collection – Process map
Implementation:
10.  Develop and Implement Customer Education Program
11.  Implement Customer feedback collection including complaints (Every 3 months)
Re-assessment:
12. Public Perception Analysis
13.  Customer segmentation
14. Customer Experience Measurement
15. Delivery Channel Assessment
16. Customer Value Analysis
17. Competitor Analysis
18. Service Quality Benchmarking (at the end of the project – On-line)
19. Collection of Customer feedback including complaints and carrying the required analysis
20. Develop action plans
21. Communicate measurement results
22. Carry the corrective actions.


Marketing Benchmarking:
23. Marketing Activity Benchmarking:
Measure (once every 3 years) the impact of marketing activity through media special for:
· Newspaper
· Magazine
· Internet
· Leaflet
Strategic Survey:
24.  Strategic Survey:
(Once every 5 years)
· Market share analysis
· Brand equity
· Future indicator: i.e. customer behavior
· Government Project
· Growth
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