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xe "decision form:service design"

xe "service design decision form"
	Service Design Decisionstc  \f E  \l 9 "Service Design Decisions"
	
	Firm
	
	
	Quarter
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	Service 1
	Service 2

	1
	Category {“H”=Household, “M”=Major Accounts}
	H
	M

	2
	CSR Technical Training {0-9 hours/month}
	
	

	3
	CSR Service Skills Training {0-9 hours/month}
	
	

	4
	Service Appointment Scheduling {1-7 days}
	
	

	5
	Scheduling Style {0-4 hour appointment “window”}
	
	

	6
	Service Call Duration {1=”min,” 2=”more,” 3=”most”}
	
	

	7
	Service Call Format {0=”telephone,” 1=”on-site”}
	
	


Notes:

(1)
Your firm may reconfigure, at most, one service per quarter.

(2)
To reconfigure a service, enter new values for one or more configuration elements (CSR Technical Training, CSR Service Skills Training, Service Appointment Scheduling, Scheduling Style, Service Call Duration, and/or Service Call Format).

(3)
Service 1 must always be a Household service and service 2 must always be a Major Accounts service.
	PRIVATE 

Reminders
Only input changes.  If you're happy with the current values of these decisions, leave the appropriate decision entries blank.

All decision inputs change the existing values to the values that you specify.  Do not enter "+" or "-" values.  Rather, enter new values only (new values replace the existing value of the decision variable with your designated value).


xe "decision form:service operations"

xe "service operations decision form"
	Service Operations Decisionstc  \f E  \l 9 "Service Operations Decisions"
	
	Firm
	
	
	Quarter
	


	Service Operations Decisions
	Region 1
	Region 2
	Region 3

	CSR Salary $/Month
	
	
	

	CSR Hiring (+) and Firing (-)
	
	
	

	CSR Maximum Capacity Limit
	
	
	


	PRIVATE 
CSR Time Allocations
	Region 1
	Region 2
	Region 3

	Service 1
	
	
	

	Service 2
	
	
	

	Total
	100%
	100%
	100%


Note:  Service center time allocations must sum to 100% in each market region.
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Reminders
Only input changes.  If you're happy with the current values of these decisions, leave the appropriate decision entries blank.

Don't forget to zero-out prior hiring/firing decisions if you don't wish them to continue on into the next quarter.
All decision inputs change the existing values to the values that you specify.  Do not enter "+" or "-" values except for CSR firings which would, by definition, be a negative number.  Rather, enter new values only (new values replace the existing value of the decision variable with your designated value).


xe "decision form:marketing"

xe "marketing decisions form"
	Marketing Decisionstc  \f E  \l 9 "Marketing Decisions"
	
	Firm
	
	
	Quarter
	


	Service 1
	Region 1
	Region 2
	Region 3

	Active Service? {Yes(No}
	
	
	

	Price
	
	
	

	Marketing Spending
	
	
	

	Marketing Mix Allocation
	
	
	

	Marketing Positioning
	
	
	


	Service 2
	Region 1
	Region 2
	Region 3

	Active Service? {Yes(No}
	
	
	

	Price
	
	
	

	Marketing Spending
	
	
	

	Marketing Mix Allocation
	
	
	

	Marketing Positioning
	
	
	


	
Reminders
Only input changes.  If you're happy with the current values of these decisions, leave the appropriate decision entries blank.

All decision inputs change the existing values to the values that you specify.  Do not enter "+" or "-" values.  Rather, enter new values only (new values replace the existing value of the decision variable with your designated value).
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xe "forecasting:forecasting accuracy"PRIVATE 

	PRIVATE 
PRIVATE 
Forecasting Decisionstc  \f E  \l 9 "Forecasting Decisions"
	
	Firm
	
	
	Quarter
	


	PRIVATE 
Short-Term (i.e., Next Quarter) Sales Volume Forecasts
	Region 1
	Region 2
	Region 3

	Service 1
	
	
	

	Service 2
	
	
	


	PRIVATE 

Reminders
Only input changes.  If you're happy with the current values of these decisions, leave the appropriate decision entries blank.

All decision inputs change the existing values to the values that you specify.  Do not enter "+" or "-" values.  Rather, enter new values only (new values replace the existing value of the decision variable with your designated value).


xe "decision form:information technology"

xe "information technology decision form"
	Information Technology Decisionstc  \f E  \l 9 "Information Technology Decisions"
	
	Firm
	
	
	Quarter
	


	Billing System Technology? {0(1(2}
	
	
	

	Industry-Wide CSR Employee Satisfaction Survey Participation? {0(1}
	
	
	

	Internal CSR Employee Satisfaction Survey? {0(1}
	
	
	

	Internet-Delivered Ancillary Service? {0(1(2(3}
	
	
	

	Telecommunications Systems Support?
	Region(s)?


Note:  See the descriptions of these information technology options for the interpretation of each possible decision option.
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Reminders
Only input changes.  If you're happy with the current values of these decisions, leave the appropriate decision entries blank.

All decision inputs change the existing values to the values that you specify.  Do not enter "+" or "-" values.  Rather, enter new values only (new values replace the existing value of the decision variable with your designated value).


xe "decision form:other decisions"

xe "other decisions form"
	Other Decisionstc  \f E  \l 9 "Other Decisions"
	
	Firm
	
	
	Quarter
	


	Firm Name {max of 40 characters}
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Reminders
Only input changes.  If you're happy with the current values of these decisions, leave the appropriate decision entries blank.

All decision inputs change the existing values to the values that you specify.  Do not enter "+" or "-" values.  Rather, enter new values only (new values replace the existing value of the decision variable with your designated value).


xe "decision form:research studies (1)"

xe "research studies decisions form (1)"
	PRIVATE 
PRIVATE 
Research Studies Decisions (1)tc  \f E  \l 9 "Research Studies Decisions (1)"
	
	Firm
	
	
	Quarter
	


	PRIVATE 
1
	Benchmarking - Earnings
	

	3
	Benchmarking - Service Design
	

	8
	Benchmarking - Service (CSR Usage)
	

	9
	Benchmarking - Marketing
	

	10
	Benchmarking - Info Tech & Research Studies
	

	11
	Benchmarking - Operating Statistics
	

	12
	Market Statistics
	

	13
	Employee Satisfaction
	

	14
	Regional Summary Analysis
	Region(s)?

	18
	Experience Quality Perceptions
	

	20
	Customer Satisfaction
	


Notes:

(1)
Circle the number of each research study that you wish to order.  If additional information is required for a research study, provide that information in the designated space(s).

(2)
When region numbers are required, enter a single region number.  Use region "0" as a designation to run a research study for all regions.  See the research study descriptions for details about the associated multi-region costs.
ADVANCE \D 5.75
	PRIVATE 

Reminders
Research study requests are for one quarter only.  If you wish to reorder a research study in a subsequent quarter, you must reenter that research study request.


xe "decision form:research studies (2)"

xe "research studies decisions form (2)"
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Research Studies Decisions (2)tc  \f E  \l 9 "Research Studies Decisions (2)"
	
	Firm
	
	
	Quarter
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23
	Concept Test
	Region?
	
	Configuration?

	
	
	Region?
	
	Configuration?

	
	
	Region?
	
	Configuration?

	
	
	Region?
	
	Configuration?

	
	
	Region?
	
	Configuration?

	
	
	Region?
	
	Configuration?

	
	
	Region?
	
	Configuration?

	
	
	Region?
	
	Configuration?


	24
	Price

Sensitivity

Analysis
	Service?
	Region?
	
	Configuration?
	Price?

	
	
	Service?
	Region?
	
	Configuration?
	Price?

	
	
	Service?
	Region?
	
	Configuration?
	Price?

	
	
	Service?
	Region?
	
	Configuration?
	Price?


	26
	Importance-Performance Analysis
	Region(s)?

	27
	Marketing Program Benchmarking
	Region(s)?


	PRIVATE 
31
	Self-Reported Preferences
	

	34
	Accessibility Perception Drivers
	

	38
	Retention Statistics
	


Notes:

(1)
Circle the number of each research study that you wish to order.  If additional information is required for a research study, provide that information in the designated space(s).

(2)
When region numbers are required, enter a single region number.  Use region "0" as a designation to run a research study for all regions.  See the research study descriptions for details about the associated multi-region costs.
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Reminders
Research study requests are for one quarter only.  If you wish to reorder a research study in a subsequent quarter, you must reenter that research study request.


	PRIVATE 
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Research Studies Decisions (3)tc  \f E  \l 9 "Research Studies Decisions (3)"
	
	Firm
	
	
	Quarter
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28
	Marketing Program Experiment
	Service?
	Region?
	Marketing$?

	
	
	MarketingMix?
	
	Positioning?

	
	
	Service?
	Region?
	Marketing$?

	
	
	MarketingMix?
	
	Positioning?

	
	
	Service?
	Region?
	Marketing$?

	
	
	MarketingMix?
	
	Positioning?

	
	
	Service?
	Region?
	Marketing$l?

	
	
	MarketingMix?
	
	Positioning?

	
	
	Service?
	Region?
	Marketing$?

	
	
	MarketingMix?
	
	Positioning?

	
	
	Service?
	Region?
	Marketing$?

	
	
	MarketingMix?
	
	Positioning?

	
	
	Service?
	Region?
	Marketing$?

	
	
	MarketingMix?
	
	Positioning?
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Reminders
Research study requests are for one quarter only.  If you wish to reorder a research study in a subsequent quarter, you must reenter that research study request.































































































