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Understand the Future 

Most anybody can look at a financial statement 
and tell how well you did last year.  What you 
need is the ability to know how well you are 
doing today. 

More importantly: You need to know what ac-
tions to take in order to profitably grow tomor-
row! 

The power to adapt your business to important 
shifts in your customers’ needs and expecta-
tions as well as overall market trends is vital to 
your organization’s future financial success.  
Not only do customer needs constantly change 
but new technologies, competitors, and regula-
tions are continuously re-arranging the land-
scape in which your business operates. 

Fortunately, the capacity to understand future 
bottom-line performance is something you can 
control. 

It’s just as easy as talking (and listening) to 
your customers! 

Customer Advocates 

Customer advocates represent your most-
profitable strategy for financial growth.  They: 

• purchase again from you; 
• purchase related products and services 

from you; 
• provide enthusiastic referrals to friends and 

colleagues; and 
• provide a rich source for innovative ideas to 

fuel continued growth. 

Customer Advocates impact both the top line, 
in terms of additional revenue, and the bottom 
line, in terms of decreased cost of sales. 

The primary driver of Customer Advocacy is 
the value your product or service provides the 
customer … as perceived by the customer.  
You must make her life easier at a reasonable 
cost.  This value perception is driven, in turn, 

by five universal elements of customer satis-
faction: Service, Quality, Performance, Timeli-
ness, and Cost.  How well your company per-
forms in each area directly impacts Customer 
Advocacy and corporate growth. 

Enterprise Experience Management™ 

Since 1999, more than 100 global companies 
have relied on Knowledge Wave’s Enterprise 
Experience Management ™ (EEM) suite of 
products and services to improve profitability 
by answering important strategic and tactical 
questions about their business, their opportuni-
ties, and their risks. 

EEM CustomerWave™ creates a comprehen-
sive experience feedback management pro-
gram that enables you to understand the key 
drivers of customer advocacy for each cus-
tomer segment … and each customer!  Only 
EEM CustomerWave™ provides you with the 
real-time understanding of your customers’ 
value perceptions you need. 

Comprehensive Customer Advocacy 

The relationship between your firm and each 
customer is unique.  You have to provide a 
high-value offering.  You must understand the 
dynamics of the psychological and emotional 
connection between the customer and your 
company.  And you must ensure that every 
interaction between the customer and your 
company meets the customer’s needs and 
expectations. 

EEM CustomerWave™ enables you to span 
all three tiers of this complex and dynamic re-
lationship by providing a centralized and con-
sistent technology platform integrated with 
your existing operational IT systems. EEM 
CustomerWave™ is the only tool you need to 
measure, manage, and improve your cus-
tomer’s experience. 

 

Knowledge Wave’s  
Trebax Link™  

leverages your cus-
tomer database to 

prioritize customers 
& isolate high priority 
tasks by combing the 

rich attitudinal data 
in our surveys with 

your customer  
behavior data —

including  
financial value.   

 

We then work 
with you to classify 

accounts and create 
predictive targeting 
models to improve 

customer experience, 
your business 

performance, and 
overall profitability. 



EEM CustomerWave™  solutions cover 
the entire spectrum of customer experi-
ence management : 

Customer Advocacy Blueprint™  

improves corporate performance 
by truly understanding who your advocates 
are … and why. By leveraging real-time, 
actionable information, you can better tar-
get your marketing, sales, and service ef-
forts to even the most-refined segment in 
your customer base.  

Customer-Employee Gap  
Analysis™ - provides a distinctive 

look into the gap between what your cus-
tomers expect and what your employees 
think your customers expect. Aligning em-
ployee skills, incentives, and perceptions 
with customer requirements is a compli-
cated but vital task for today’s customer 
service manager.  This quarterly measure 
will track how narrow the gap between your 
employees and customers is … and where 
it needs to be closed first.  

EEM ServiceWave™ 

 - provides deep, and rich cus-
tomer experience metrics by collecting and 
integrating transactional customer feed-
back with your CRM,   SFA, Accounting, 
call center automatic call distribution 
(ACD), and web-based self-service sys-
tems. This dynamic, two-way communica-
tion sends relevant  account and customer 
information to EEM ServiceWave, triggers 
real-time transactional satisfaction surveys 
to customers, and returns pertinent cus-
tomer information to your CRM, and other 
internal system. This includes automatic 
alerts and escalations to act on both oppor-
tunities and threats … while they still mat-
ter.  

 

 

By combining opinion data with operational 
data, EEM ServiceWave™ standard re-
porting and online analytic analysis tools 
enable you to proactively manage your 
service and support organizations. 

Putting It All Together 

Your customers’ ideas, attitudes, and opin-
ions are only half the story.  You must con-
sider this feedback combined with other 
data you already know: About the cus-
tomer, about the market, about your busi-
ness.  EEM CustomerWave™ fuses cus-
tomer opinions with data from your legacy 
IT systems through our industry standard 
data integration platform, providing both a 
real-time and a truly comprehensive under-
standing of your customers and your busi-
ness. 

About Knowledge Wave International 

Knowledge Wave’s Enterprise Experience 
Management (EEM) and Business Per-
formance Management (BPM) solutions 
enable leading companies to increase their 
responsiveness to the business issues and 
opportunities that determine customer ex-
perience, advocacy and profitable growth.  

Contact us at: www.knowledge-wave.com  
to learn more about the entire Enterprise 
Experience Management™ suite of prod-
ucts, and solutions, including:   

• EEM CustomerWave™  
• EEM EmployeeWave™  
• EEM MarketWave™  
• EEM PartnerWave™ 

And business performance platforms: 
• Trebax Enterprise Intelligence Platform™ 
• Trebax Scorecard Manager™ 
• Trebax DataLink™ 
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EEM CustomerWave Drives Profitability by Accelerating  
Your Response to Customer Issues and Business Opportunities 

EEM CustomerWave™  
Advantage 

• Integrate feedback directly with 
your CRM system 

• Focus on areas of highest finan-
cial impact by understanding 
customer feedback in terms of 
financial data 

• Real-time, role-based reporting 
of experience data accessible 
online in graphical and tabular 
format, through easy-to-use drill 
down, cross-tab, and basic re-
search methodologies 

• Secure, on-line data transfer 

• Obtain feedback from customers 
in their preferred language 

• Obtain feedback from customers 
through any touch-point (email 
campaign, web, IVR, CATI, or 
paper) 

• Support for anonymous feed-
back to maximize customer par-
ticipation 

• Measure custom Key Perform-
ance Indicators (KPIs) and inte-
grate with existing corporate 
data warehouse and Business 
Performance Management sys-
tems 

• Best practice methodology, ac-
tion planning, and strategic con-
sulting 

• Perform predictive trending and 
scenario modeling 

1.800.329.9159             Improving Business Performance Through Intelligent Enterprise Feedback



C o n t a c t   u s   a t 

w w w . k n o w l e d g e -  w a v e . c o m  

1.800.329.9159              



<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJDFFile false

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /Description <<

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /DAN <>

    /DEU <>

    /ESP <>

    /FRA <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /PTB <>

    /SUO <>

    /SVE <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



