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@! Abt SRBI

Abt SRBI, Inc.

3940 Olympic Boulevard

Suite 400

Erlanger, KY, 41018

PHONE: (513) 509-3886

EMAIL: d.clement@srbi.com

WEB: www.srbi.com

(ONTACT: Duane Clement, President,
Market Insights Division

8403 Colesville Road

Suite 820

Silver Spring, MD 20910

PHONE: (301) 608-3883

FAX: (301) 608-3888

EMAIL: j.boyle@srbi.com

(ONTACT: John Boyle, Ph.D., Senior Partner,
Government Services Division

Abt SRBI, Inc. is a leading full-service research
and consulting firm. Abt SRBI's research and
industry experts tailor customer measurement
solutions to fit the unique needs of leading
service companies and government agencies.
We provide insights, analysis and consultative
support to help our clients strengthen their
organizations, engage their employees and
improve customer satisfaction. Abt SRBI
connects with millions of customers in over
12,000 locations providing daily feedback that
keeps the customer top-of-mind and improves
business results.

ﬁderson, Niebuhr & Associates, Inc.

Anderson, Niebuhr &
Associates, Inc.

Northpark Corporate Center

6 Pine Tree Drive

Suite 200

Arden Hills, MN 55112

PHONE: (651) 486-8712 or

1-800-678-5577

FAX: (651) 486-0536

EMAIL: info@ana-inc.com

WEB: www.ana-inc.com

(ONTACT: Marsha Niebuhr, Vice

satisfaction, future needs/wants research,
Customer Value Analysis (CVA), and much
more. Expert questionnaire design, rigorous
methods (phone, mail, web, focus groups),
and high response rates to customer
satisfaction surveys ensure accurate, unbiased
results. Extensive experience working in a
variety of sectors such as industrial/high-tech,
healthcare, association/non-profit, education,
and professional services

Applied Marketing
Research, Inc.

420 W. 98th Street

Kansas City, MO 64114

PHONE: 1-800-381-5599

FAX: (816) 442-1020

EMAIL: d.phipps@appliedmr.com

WEB: www.appliedmr.com

(ONTACT: Donald L. Phipps,
Chairman, CEO

New York
244 Fifth Avenue, #K243
New York, NY 10001-7604

San Francisco

101 A Hickey Blvd.

Suite 118

South San Francisco, CA 94080-1145

Atlanta

3645 Marketplace Blvd.
Suite 130-301

East Point, GA 30344-5748

Applied Marketing Research, Inc. provides

a full range of marketing research services
including: in-home product testing; web-
based survey research using advanced
techniques (conjoint, discrete choice, max-
diff, Hierarchical Bayes); online tabulations,
analysis, chart exports, and real-time data
reporting; advanced in-house multivariate
and statistical analysis; certified focus group
moderator with expertise in online focus
groups, projective techniques and perception
analyzer methods; bi-lingual Spanish
interviewing and moderating; executive in-
depth interviews; reports formatted to meet
your company style preferences, mixed-mode
survey capabilities (combining mail, phone
and on-line data collection); digital 24-station
phone room with predictive dialing.

B-g

INTERNATIONAL

B2B International

707 Westchester Avenue,

White Plains, NY 10604

PHONE: (914) 761-1909

FAX: (914) 761-1503

EMAIL: newyork@b2binternational.com
WEB: www.b2binternationalusa.com
CONTACT: Matthew Harrison, Director

ADDITIONAL COMPANY LOCATIONS:
U.K.
PHONE: +44 (0)161 440 6000

EMAIL: info@b2binternational.com
WEB: www.b2binternational.com

China

PHONE: +86 (0)10 6515 6642

EMAIL: beijing@
b2binternational.com

WEB: www.b2binternational.com/
China

B2B International is a specialist business-to-
business market research consultancy that
provides customized b-to-b market research
and intelligence studies on a global scale from
its offices in North America, Europe and Asia.

Our b-to-b expertise covers all industry
sectors — from manufacturing to engineering,
chemicals to construction — throughout

the world.

Areas of specialization include:
« Customer satisfaction
« Employee satisfaction
« Pricing strategy
« Segmentation studies
« Branding studies
» Competitor intelligence
« Market assessment
» Market entry
» Market tracking
» New product development
» Acquisition research
o Advertising research.

We pride ourselves on turning the information
we gather into clear, actionable findings,
providing insights that will add value to

any business.

The Directory continues on the following page

Find out how to keep
your customers this
loyal and satisfied.

Just follow our lead. With over 30 years of experience, excellent
service, high response rates and outstanding customer satisfaction
scores, we offer everything you're hunting for in a market research
partner. From hand-crafted questions to rigorous, custom designed
applications, we are the full-service marketing research professionals
that can help you train your customers to be faithful, We would
be happy to help with your next research project. We're committed
to your success!

President
YEAR FIRM WAS FOUNDED: 1974
NUMBER OF PERMANENT FULL-TIME STAFF PROFESSIONALS: 14

Full-service research firm conducting
customer satisfaction research since 1974.

Specialists in providing high quality,
actionable data to clients in understandable
form with recommendations for improving
customer satisfaction. Services range from
complete design and implementation of

A\nderson, Niebuhr & Associates, Inc.

customer satisfaction measurement s stems, i 5
Y Your Trusted Marketing Research Professionals

to consultation with clients implementing

their own systems. Services include external

Northpark Corporate Center ® Suite 200 « 6 Pine Tree Drive = Arden Hills, MN 55112 « Phone: 651.486.8712 « 800.678.5577 « info@ana-inc.com * www.ana-inc.com

customer satisfaction, internal customer
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BARE 2

INTERNATIONAL

BARE International, Inc.

3251 Old Lee Highway, Suite 203
Fairfax, VA 22030

PHONE: (703) 995-3131

FAX: (703) 293-3124

EMAIL: mbare@bareinternational.com
WEB: www.bareinternational.com
(ONTACT: Michael L. Bare, President

ADDITIONAL COMPANY LOCATIONS: Belgium, Brazil,
China, India, Chile

BARE International is a global firm dedicated
to providing organizations with key information
regarding customer service, integrity,
regulatory and brand standards. BARE
International gathers the information needed
to improve the overall quality of performance
and profitability, while ensuring consistency of
measurement and simplified reporting.

BARE International measures key performance,
gathers direct customer intelligence, evaluates
brand standard consistency and assesses
employee engagement through multiple
programs including Mystery Customer Visits,
Quality Assurance Audits, Customer
Satisfaction Surveys and Competitor
Evaluations performed in-person, by phone,
using video, and online.

BARE International is a woman-owned
company and a proud member of the Women’s
Business Enterprise National Council. BARE
International is also a founding member of the
Mystery Shoppers Providers Association.

T

bellomyu
research

Bellomy Research, Inc.
175 Sunnynoll Court
Winston-Salem, NC 27104
PHONE: 1-800-443-7344

(336) 721-1140
FAX: (336) 721-1597
E-MAIL: chefner@bellomyresearch.com
WEB: www.bellomyresearch.com
(ONTACT: Carol Hefner, Vice President

Client Services

Why are some customers repeat customers
and some defectors? Are your customers
happy? What is the experience your customers
have with you, your employees and/or

your brand? Knowing the answers to these
questions is essential in understanding

the customer experience and ultimately to
your success.

Bellomy Research, a full-service, national
marketing research and consultancy firm, is a
leader in Customer Satisfaction Research.
With our 35 years experience, we know how to
uncover what the customer thinks about your
product, brand and/or service and pinpoint
key areas of opportunity. Then and only then
can you improve your performance and
increase loyalty.

Comprised of research professionals from a
broad spectrum of industries, Bellomy is
distinctively positioned to provide a point of
view that incorporates and addresses your
unique business challenges. Our in-house
phone center (300+ CATT stations) and a fully
integrated and proprietary online survey/
reporting platform give us the flexibility to
customize research specifically for you.

To better serve our clients, Bellomy has offices
in Winston-Salem, NC, Cincinnati, OH,
Dallas, TX, Boston, MA and Chicago, IL.

| Biike

Burke Inc.

500 West 7th Street

Cincinnati, OH 45203

PHONE: 1-800-688-2674

FAX: (513) 684-7500

EMAIL: info@burke.com

WEB: www.burke.com

(ONTACT: Diane Surette, Executive Vice
President, Head of Client Services

For over two decades, top business leaders
have turned to Burke for help in managing
and enhancing the relationships they have
with their most valuable assets — their
customers. As early founders of best practices
in customer loyalty and relationship
management, Burke has the depth and
breadth of experience necessary to construct
measurement and management systems that
support both strategic and tactical decisions
that affect customer retention. Burke is
focused on helping companies develop and
deploy customer and employee satisfaction
measurement and management systems so
that internal resources are more effectively
directed to improve productivity,
competitiveness and profitability. Burke’s
Secure Customer Index® and Employee
Engagement Index® both provide industry
“best in class” standards for assessing and
improving customer-driven business practices.
Burke has offices in all major cities in the U.S.
and conducts research for clients worldwide.

cmi

CMI

2299 Perimeter Park Drive

2nd Floor

Atlanta, GA 30341

PHONE: (678) 805-4000

FAX: (770) 936-0714

WEB: www.cmiresearch.com

(ONTACT: Chet Zalesky, President

czalesky@cmiresearch.com

Jean Fasching, Vice President
jean.fasching@cmiresearch.com

Bill Salokar, Vice President
bill.salokar@cmiresearch.com

At CMI, we believe successful companies
share an important characteristic -strong
customer connection. Since 1989, we have
supported B2B and B2C service companies in
industries such as pharma, financial services,
insurance, communications, healthcare and
health plans, utilities and many others,
connect with customers and address critical
business issues. Our immersive, integrated
approaches help you understand your
customers’ decision pathways to favorably
influence their purchase decisions, guide
product development, generate stakeholder
buy-in, and create messages that resonate. Our
proven expertise designing and implementing
customer experience programs supports your
customer connection on an ongoing basis,
enabling you to effectively deploy resources
that motivate customers to choose your
products and services and achieve your
desired ROI. Our experienced staff combines
quantitative survey research methods,
advanced analytics, ethnography and other
qualitative methods to dive deeper into your
customers’ experience.

CONVERGYS
Olll."}i}r‘rf:ﬂ{g Qutdoing
Convergys Experience
Applied Analytics
201 East Fourth Street
Cincinnati, OH 45202
PHONE: (800) 344-3000
FAX: (513) 784-4785
EMAIL: marketing@convergys.com
WEB: www.convergys.com/solutions/
analytics
(ONTACT: Ann Georgesen, Director

ADDITIONAL COMPANY LOCATIONS: Makati City,
Manila, Philippines

Combining a network of market-leading
analytic tools and methodologies, Convergys’
expert team of researchers, analysts and
consultants takes the guess work out of
understanding and improving the customer
experience. By focusing exclusively on three
core business issues — improving customer
loyalty, identifying and driving incremental
revenue, and lowering cost of ownership -
our integrated model is the strategic answer
to transforming customer interactions to be
positively memorable.

Customer Lifecycle, LLC

inspiration » insight + innovation

Customer Lifecycle, LLC

319 N. Weber Road, #360

Bolingbrook, IL 60490

PHONE: (630) 412-8989

EMAIL: kaferenz@
customerlifecycle.us

WEB: www.customerlifecycle.us

(ONTACT: Karin A Ferenz, Principal

Customer Lifecycle is a research based
consultancy that works with clients to get

more value and better business results from
research through significantly improved
coordination, deployment and integration of
research findings and customer requirements
into the day-to-day management and
operations of the organization.

Each stage in the customer lifecycle —
acquisition, service, growth, retention —

has its own unique challenges. CLC helps
both B2B and B2C companies plan and
conduct primary research to accurately
identify and measure customer requirements
for satisfaction, loyalty and retention at every
stage of the relationship and to deploy and
integrate customer requirements for
performance into the processes and internal
performance metrics of the organization.

We help companies avoid costly mistakes by
focusing on thorough front-end planning,
appropriate research execution, and in-depth
deployment and action implementation at the
back end. Outcomes are rigorous and
balanced customer-focused performance
metrics, improved financial results, and a
superior total customer experience.

survey programming + reporting

Decipher

7 River Park Place East, Suite 110
Fresno, CA 93720

PHONE: (559) 436-6940

FAX: (559) 436-6944

EMAIL: info@decipherinc.com

WEB: www.decipherinc.com

C(ONTACT: Kristin Luck, President

PORTLAND

15 SW Ash Street, Suite 323
Portland, OR 97204

PHONE: (503) 488-2200

FAX: (559) 436-6944

EMAIL: info@decipherinc.com
WEB: www.decipherinc.com
CONTACT: Kristin Luck, President

LOS ANGELES

6380 Wilshire Blvd, Suite 1200
Los Angeles, CA 90048

PHONE: (310) 775-2200

FAX: (323) 395-0280

EMAIL: info@decipherinc.com
WEB: www.decipherinc.com
C(ONTACT: Kristin Luck, President

Decipher specializes in online survey
programming and data reporting - either
through our fully supported research services
or via Beacon, our robust survey
programming toolset designed specifically for
market research and CRM professionals. With
an easy to navigate user-friendly interface, the
Beacon toolset can be used to quickly author
and deploy professional, customized online
surveys. Decipher is solely focused on
technology and research systems that bring
data to life, and in doing so, we help you reveal
how even seemingly small discoveries can
yield meaningful insights.
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Decision Analyst

604 Avenue H

East Arlington, TX 76011

PHONE: (817) 640-6166

FAX: (817) 640-6567

EMAIL: jthomas@decisionanalyst.com

WEB: www.decisionanalyst.com

CONTACT: Jerry W. Thomas, President
and CEO

Decision Analyst is a full-service marketing
research and analytical consulting firm with a
specialty in satisfaction and loyalty programs.
Our holistic approach to satisfaction and
loyalty combines the many elements of the
customer experience and brand perceptions
with the many different points of
communication with the customer.
Transactional databases, (“enriched” with
satisfaction, demographic, and direct contact
information) combined with research data
often provides an excellent basis for this
holistic approach. The goal is to first determine
the key drivers (“predictors”) of repeat
purchase and profitability and then manage
these relationships in a CRM framework.
Decision Analyst’s has the resources and
expertise to design and manage the most
complex online Point of Sale/Property
Management Systems (POS/PMS).

Digital
Research
inc,
Digital Research, Inc.
2 Storer Street
201 Lafayette Center
Kennebunk, ME 04043
PHONE: (207) 985-7660
FAX: (207) 985-5569
EMAL: Jane.Mount@
digitalresearch.com
WEB: www.digitalresearch.com
(ONTACT: Jane Mount, President

Digital Research, Inc. (DRI) is a full service
marketing research company, consulting with
a wide range of Fortune 500 clients on their
marketing and strategic issues. DRI is a
pioneer in online research, collecting data via
the web since the mid-1990’s. DRI’ latest
launch is Waggle, a flexible platform for
conducting market research online
communities (MROCs). DRI is the 2010
EXPLOR Award winner for Innovation in
Research and is also the 2011 Gazelle
Company of the Year, awarded by the
Technology Association of Maine. We conduct
customer satisfaction studies for a wide range
of clients, both in the US and around the
globe. Ask us about our white paper on
conducting and evaluating cross-cultural
satisfaction research.

DIRECTIONS

_RESEARCH, INC.
e\

Directions Research, Inc.

401 East Court Street

Suite 200

Cincinnati, OH 45202

PHONE: (513) 651-2990

FAX: (513) 651-2998

WEB: www.directionsresearch.com

EMAIL: Rbrooks@
directionsresearch.com

(ONTACT: Randolph N. Brooks

Established in 1988, Directions Research, Inc.
is a privately-held company headquartered in
Cincinnati, OH. DRI is a full-service research
firm that provides custom designed solutions
tailored to meet client information needs with
respect to timing, content, budget and
strategic criteria. These solutions include
product and concept testing systems, as well as
a wide variety of studies including conjoint,
discrete choice, demand forecasting and
modeling, price testing and optimization,
brand strategy and tracking, awareness
tracking, attitude and opinion, market
segmentation and structure and customer
value/customer satisfaction. With extensive
experience handling research for packaged
goods, restaurant, retail, financial services,
technology and pharmaceutical companies,
DRI executes studies globally among
consumers, professionals, medical staff and
other business-to-business respondents using
a broad selection of data collection methods.

Employing a team of experienced research
professionals, DRI is able to meet the most
demanding time schedules with polished,
presentation-ready conclusions and
recommendations. And, with a deep bench of
talented marketing scientists and research
analysts, DRI provides unique insight and
interpretation, not just data.

FOCUSForward

Transcription  *  Nationwide Recruitment =  Panel Direct Onine

Focus Forward

515 Pennsylvania Ave.

Suite 110

Fort Washington, PA 19034

PHONE: (215) 367-4000

FAX: (215) 367-4102

EMAIL: RFP@focusfwd.com

WEBSITE: www.focusfwd.com

(ONTACT: Becky Harrison, Vice President

of Qualitative Services

Liz Granahan, Vice President of
Transcription Services

Meghan Surdenas, Account Manager

Nationwide Recruiting — Independent
recruitment center working from our
nationwide database or client list. Physicians,
Medical Professionals, B2B and Consumer
recruitment for nationwide urban, suburban
and rural markets. Recruiting for online

GfK Custom Research North America is
part of the GfK Group, the world’s fourth
largest market research company. GfK

boards/web chats, phone interviews,
in-person, ethnos, juries, and more.

Focus Forward Transcription — English &
Spanish, Live note takers, 200+ US-based
transcribers, fast turnaround, high volume,

Custom Research North America combines
the global resources of the GfK Group with

. the local knowledge of North America’s
7 days per week, experts in every accent

and topic. leading fact-based consultancies. Beyond

our sector-specific experts, specialty practice
areas and research center for excellence,

we deliver unmatched knowledge designed
to help your business grow. By offering

GfK Custom Research access to several of the world’s largest

G'FK North America

GfK Custom Research
North America

401 Park Avenue South

8th Floor

New York, NY 10016

PHONE: (212) 993-5300

WEB: www.gfkamerica.com

EMAIL: info@gfkamerica.com

(ONTACT: Don Simons, Managing

Director, GfK Customer Loyalty

databases combined with a full-range of
ad-hoc research services, we deliver proven,
state-of-the-art solutions developed from

a 360° view of your market. These include
GfK Key Driver Analysis Plus (KDA+),

GfK LOYALTYPLUS®™, GfK Mystery
Shopping and a full-range of other customer
satisfaction, employee engagement and loyalty
services from our GfK Customer Loyalty
practice area.

The Directory continues on the following page

Your trusted partner

Kosearch, ”
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Superior measurement and analytics.
Specific insight and recommendations.

Customer Satisfaction and Loyalty Research
Customer Experience Consulting
Integrated Contact Center Analytics

Informing business strategy.

Convergys Customer Experience Applied Analytics
201 East Fourth Street - Cincinnati, OH - 45202
800 344 3000 - marketing@convergys.com

CONVERGYS

Qutthink

www.convergys.com/solutions/analytics g Outdoing
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Integrated solutions
Sor marker invelligence

1

GMI (Global Market Insite, Inc.)
100 N2th Ave NE, Suite 200
Bellevue, WA 98004

PHONE: (206) 315-9300

FAX: (425) 637-6926

EMAIL: info@gmi-mr.com

WEB: www.gmi-mr.com

CONTACT: Kathy Miller

GMI (Global Market Insite, Inc.) provides
access to the right people at the right time

to deliver the right results, empowering
researchers and marketers worldwide to
generate reliable, consistent and actionable
information that enhances their decision-
making capability. GMI's industry-leading
technology, including, GMI Interactive,

GMI Ad Tracker and a host of survey services,
plays a central role in our ability to deliver,
representative and engaged respondents
around the globe quickly and reliably. When
you're moving fast and you need it done right,
GMI delivers. Founded in 1999 with global
headquarters in Bellevue, Washington, GMI
has operations in America, Europe and Asia
Pacific. For more information, please visit us
online at www.gmi-mr.com.

Golo\\ebinar

GoToWebinar®

Webinars Made Easy®
GoToWebinar is an easy-to-use do-it-yourself
webinar tool designed to increase market
reach by enabling presenters to connect
with up to 1,000 attendees online. With
GoToWebinar, you can reduce travel costs,
generate more qualified leads at a lower
cost and enhance communication with
customers, prospects and employees. All You
Can Reach® - for one low monthly flat fee.
Contact us today for a free evaluation.

Call us toll-free: 1-800-372-6207

Or visit us online: www.gotowebinar.com

Loyaley

Loyalty Research Center

931 E. 86th St.

Suite 120

Indianapolis, IN 46240

PHONE: (317) 465-1990

FAX: (317) 465-1991

EMAIL: apaison@loyaltyresearch.com
WEB: www.loyaltyresearch.com
(ONTACT: Al Paison, President & CEO

The Loyalty Research Center (LRC) is a
full-service research and consulting company
specializing in measuring and managing

customer loyalty and employee loyalty.

We analyze the strength of the customer
relationship, why it exists, and how to improve
it. Our scientifically validated model shows
how your products and services, employees
and processes, as well as your company image
impact customer loyalty and ultimately
customer retention. Loyal customers will
recommend you, stay with you and buy more
from you. Behind every loyal customer is a
team of loyal, engaged employees. Together
they will improve your profitability. LRC’s
products and services include customer and
employee satisfaction and loyalty measurement
and management, change deployment
consulting, vulnerable/lost customer analysis,
segmentation analysis, customer value
assessment and major account audits.

« Maritz
RESEARCH

Maritz Research

1355 N. Highway Drive

Fenton, MO 63099

PH: 1-877-4-MARITZ

FAX: (636) 827-0089

EMAIL: info@maritz.com

WEB: www.maritzresearch.com

CONTACT: Eric Levy, Vice President,
Global Marketing

Tom Evans, Marketing Director

ADDITIONAL LOCATIONS:

United States - Chicago, IL; Detroit,
Ml; Kansas City, MO; Kirksville, MO;
Los Angeles, CA; Minneapolis, MN;
St. Louis, MO; Toledo, OH.

Canada - Mississauga, Ontario.

Europe - Hamburg, Germany;
Wiesbaden, Germany and Marlow, U.K.

Asia - Shanghai, China.

As one of the world’s largest marketing
research firms, Maritz Research, a unit of
Maritz Inc., helps many of today’s most
successful companies improve performance
through a deep understanding of their
customers, employees and channel partners.
Maritz Research designs, launches, and
operates custom marketing research programs
in a wide range of industries and specializes in
customer experience measurement programs
that harness and leverage the power of the
customer’s voice. Our approach helps
companies embrace the changing world

by better listening to and acting upon
whatever customers say, wherever they say it.
We apply these solutions to our clients’
business so they can attract, retain, and grow
profitable customers. Founded in 1973, Maritz
Research offers a range of strategic and tactical
solutions concentrating primarily in the
automotive, financial services, hospitality,
telecommunications, retail, and technology

industries. Mystery shopping and audit
services are provided to these sectors through
Maritz Research Virtual Customers. Maritz
Research is ISO 20252:2006 registered with all
research projects carried out in compliance
with this International Standard. For more
information, visit Maritz Research at www.
maritzresearch.com.

/A

Market Probe, Inc.

2655 N. Mayfair Road

Milwaukee, WI 53226-1310

PHONE: (414) 778-6000

FAX: (414) 778-3730

EMAIL: USA@marketprobe.com

WEB: www.marketprobe.com

SOCIAL: www.facebook.com/

MarketProbe

HTIP: www.youtube.com/MarketProbe

MRB CUSTOMER ADVOCACY GROUP ON LINKEDIN:

http://www.linkedin.com/groups?
mostPopular=&gid=3300373&trk=
myg_ugrp_ovr

TWITTER: www.twitter.com/MarketProbe

(ONTACT: Dr. T.R. Rao

Market Probe is a leading global market
research firm specializing in stakeholder
research. For more than 30 years our mission
has been to help our clients achieve their
business goals and protect their long-term
assets: their customers, their employees and
their brands. We have continued R&D efforts
in customer retention forecasting systems,
resource allocation optimizers, key driver
analyses, linkage models, and data mining
software so that we can assist our clients with
not only directional guidance but also strategic
planning. In addition to our corporate
headquarters in Milwaukee, Wisconsin,

we have offices throughout the United States
and in Canada, Belgium, France, the United
Kingdom, the United Arab Emirates, Bahrain,
India, Singapore, Hong Kong and China.

W1arket/ools.

MarketTools, Inc.

150 Spear Street

San Francisco, CA 94105

PHONE: (415) 957-2200

TOLLFREEINTHE US: (866) 499-3750

EU: +44 (0) 20-7440-8500

FAX: (415) 957-2180

EMAIL: info@markettools.com

WEBSITE: www.markettools.com

BLOG: www.markettools.com/blog

TWITTER: twitter.com/markettools

FACEBOOK: www.facebook.com/

MarketToolsInc

(ONTACT: Greg Marek, VP, Corporate

Marketing

ADDITIONAL LOCATIONS: IL (Chicago

Metro Area); OH (Cincinnati);

MN (Minneapolis); NY (New York/
New Jersey Metro Area); NJ;

WA (Seattle Metro Area)

MarketTools is the leading provider of
software and services for enterprise feedback
management (EFM) and market research. We
provide leading organizations the actionable
customer insights they need to make better
business decisions that lead to high-value
business impact. As the first company to make
online surveys widely available on the Web,
MarketTools continues its market-leading
position by providing the broadest range of
powerful, accurate and integrated customer
insight technologies and services that
empower companies to become the most
customer-centric organizations in their
industries. MarketTools solutions include:
software and services for enterprise feedback
management (EFM), including MarketTools®
CustomerSat™, the leading (EFM) solution
that drives customer satisfaction and loyalty;
MarketTools® TrueSample® market research
data quality solution; custom market research
services; a suite of market research software
for survey, panel, and community
management; and Zoomerang™ for fast, easy
online surveys. MarketTools CustomerSat™

is a Web-based enterprise feedback
management (EFM) solution used by the
world’s leading businesses to capture, analyze,
and act on feedback from customers,
employees, and partners. MarketTools EFM
consultants are available to help CustomerSat
customers get the most out of their investment
in EFM, from design of voice of the customer
(VOC) programs to advanced analysis of
survey results.

Maryland Marketing Source, Inc.
'(% Bay Area Research, LLC
» 4

Maryland Marketing Source, Inc./
Bay Area Research, LLC

9936 Liberty Road

Randallstown, MD 21133

PHONE: (410) 922-6600

FAX: (410) 922-6675

EMAIL: bbridge@

mdmarketingsource.com
WEB: www.mdmarketingsource.com
(ONTACT: Barbara Bridge, President

Maryland Marketing Source, Inc. specializes
in custom-designed market research.
Established in 1986, we are a hands-on
organization who believes in high quality,
actionable, and reliable results. We do not
believe in cookie-cutter research, and although
our capabilities are multifaceted, we tailor
each project to meet the specific needs of our
clients. We know it takes the right hands to
mold the right, unique strategy, and because
quality is our goal, our senior staff is involved
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in every project. We maintain a state-of-the-
art CATT facility, offer a modern and comfortable
focus group facility, have established
interviewer training procedures, and are a
certified Minority Business Enterprise. Be it
for assistance with part of or your entire
project, we are here to help, and look forward
to serving your market research needs.

L ]
mind Speot.
MARKETING RESEARCH [| & SOLUTIONS
Mindspot, Inc.
Marketing Research &

Business Solutions
7575 Dr. Phillips Blvd., Suite 330
Orlando, FL 32819
PHONE: (407) 730-4603
FAX: (407) 386-6550
EMALL: info@MindspotResearch.com
WEB: www.MindspotResearch.com
(ONTACT: Lynnette Leathers

Mindspot, Inc. is more than just a global
research company that specializes in online
research, however, that is what we do best.
We design, implement and convey research
and business solutions that work in today's
fast-paced market. This is done through such
services as: Online Surveys, Online Focus
Groups, Naming, Branding and Positioning
Research, Video Diaries (Ethnography) and
Strategic Marketing Research and Plans.

Mindspot also provides MindTrack™ — custom
designed customer satisfaction surveys that
include a loyalty component to provide insight
into customer retention and customer value.
MindTrack™ can identify what performance
attributes are your strengths and where your
company may have opportunities to improve.
Some benefits of MindTrack™ include:

» Custom-designed surveys measure what is
relevant to YOUR business

« Discover insights, strengths, and
opportunities for your products & services

« Track performance over time, competitive
landscape changes, and trends

« Provide clear direction to drive future
improvement

« Show support for the relative value of your
company or business and show
improvements over time

« Six Sigma analysis which illustrates
opportunities for operational cost savings

Mindspot is headquartered in Orlando,
Florida and is WBENC (Women's Business

Enterprise National Council) certified.
Mindspot conducts research in North
America, Latin America, Asia-Pacific and
Europe, with expertise in B2B, B2C and G2C.

For more information, please visit us at http://
www.MindspotResearch.com or give us a call.
We are happy to answer customer satisfaction
or general research questions and can provide
our methodology recommendations for
specific projects.

'@Orpace Market Research & Consulting

Morpace Inc. Market Research
and Consulting

31700 Middlebelt Road, Suite 200

Farmington Hills, Ml 48334

PHONE: 248-737-5300

FAX: 248-737-5326

EMAIL: information@morpace.com

WEBSITE: www.morpace.com

(ONTACT: Duncan Lawrence, President

Morpace designs and implements customer
and employee satisfaction programs for a
broad range of clients in industries such as
automotive, consumer products, financial
services, healthcare, retail and technology.

Specializing in Brand and Communications;
Consumer Choice; Market and Product
Development; Satisfaction and Loyalty, our
solutions are enhanced by proven innovative
proprietary tools that allow our research

experts to deliver robust, actionable programs.

Our goal is to improve your customer
satisfaction and loyalty results to better
position your business for long-term success.

MRSSI

MARKETING RESEARCH SERVICES, INC

MRSI (Marketing Research
Services, Inc.)

720 East Pete Rose Way

Suite 200

Cincinnati, Ohio 45202

PHONE: 1-800-SAY-MRSI

FAX: (513) 562-8819

EMAIL: info@mrsi.com

WEB: www.mrsi.com

(ONTACT: Todd Earhart, President

Since 1973, MRSI has helped clients in
industries from consumer products and retail
to financial services and healthcare solve
business challenges with insightful marketing
research designed for their specific needs.

swright@ama.org.

All of the listings in the Directory of Customer Satisfaction Firms are
paid ads. The information contained in each listing was provided by the
advertiser. If you would like more information on the products and services
described, please contact the company directly. To list your company in
next year’s Directory, please contact Sandra Wright, Marketing News, 311 S.
Wacker Drive, Suite 5800, Chicago, Illinois 60606, (312) 542-9063, email:

Our research expertise includes customer
satisfaction research, benchmarking and
tracking studies, and customer loyalty
and retention.

Using state-of-the-art data mining, mapping,
and modeling techniques, we'll assess the
needs of your customers and their perceptions
of how well you and your competitors are
doing in meeting those needs. We also use
specialized qualitative techniques to uncover
key drivers of satisfaction prior to quantitative
measurement. With custom reports that
provide clear and actionable
recommendations, MRSI can help you identify
and implement strategies for improving
customer satisfaction and loyalty that will
directly impact your bottom line.

IHI-@(.R(‘)UI‘

The MSR Group

1121 North 102 Court

Suite 100

Omaha, NE 68114

PHONE: (402) 392-0755

FAX: (402) 392-1068

EMAIL: info@theMSRgroup.com
WEB: www.theMSRgroup.com

The MSR Group is a full service market
research company offering complete consumer
and business-to-business research services.
Services include: customer advocacy and
loyalty measurement (the award winning
APECS ° performance monitor), 150 station
CATI call center, web surveys, executive/
medical interviews, pre-recruits and mystery
shops. Rated one of the world’s top focus
group facilities. Offering the industry’s only
Moderator Concierge Service. Independent
research services, no outsourcing or affiliation
with advertising or PR agencies. Perception
Analyzers available. www.the MSRgroup.com.

Mystery Shopping
Providers Association

455 South 4th Street

Suite 650

Louisville, KY 40202

PHONE: (502) 574-9033

FAX: (502) 589-3602

WEB: www.mysteryshop.org

(ONTACT: Executive Director

The Mystery Shopping Providers Association
(MSPA) is the largest trade association
dedicated to measuring and improving service
quality, and thereby customer satisfaction,
using anonymous resources.

With more than 300 member companies
worldwide, our diverse membership includes
marketing research and merchandising
companies, private investigation firms,
training organizations and companies

that specialize in providing mystery
shopping services.

Our member companies work with their
clients to establish mechanisms to measure
and improve levels of service. Mystery
shopping companies can help you measure
and evaluate the total customer experience
using mystery shopping, surveys and
customer satisfaction research. MSPA
member companies work with their clients
to ensure that clients’ standards are being
met and that those service standards are
aligned with customers’ expectations and
satisfaction. To find out how your business
can benefit from mystery shopping,

please visit the MSPA web site at
www.mysteryshop.org.

The Directory continues on the following page

) to build strong customer and employee relationships?

Muscle Up!

In today's economy, it can be a tough battle. You need to know your strengths and
weaknesses to grow. The Loyalty Research Center empowers you with the insight
needed to prioritize your improvement initiatives with an arsenal that includes...

* Competitive Benchmarking + Customer & Employee Satisfaction

+ Lapsed Customer Studies

& Loyalty Studies

Win the battle: call Tracie Mrakich at 317-466-5003 to learn

how to strengthen your relationships with customers and
employees. Muscle up and get the power of insight with the
Loyalty Research Center!

RESEARCH CENTER

loyaltyresearch.com

931 East 86™ Street | Suite 120 | Indianapalis, IN 46240
Questions? Email Tracie: tmrakich@loyaltyresearch.com
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National Analysts

WORLDWIDE
RESEARCH¢-CUNSULTING

National Analysts Worldwide

1835 Market Street, 25th Floor

Philadelphia, PA 19103-2984

PHONE: (215) 496-6800

FAX: (215) 496-6801

EMALL: Info@
nationalanalysts.com

WEB: www.nationalanalysts.com

CONTACT: Susan Schwartz McDonald, CEO

National Analysts Worldwide provides

full service, custom market research and
consulting for clients in Information
Technology, Communications, Media,
Energy, Residential Design, Manufacturing,
Healthcare, Financial Services, Consumer
Products and other industries. National
Analysts” approach to customer satisfaction
market research reaches beyond traditional
methods by including: (1) detailed measures

of customer requirements to support process
improvement and Six Sigma initiatives;

(2) measures of competitive performance to
ascertain and track competitive position;

(3) customer choice model-based relative
importance measures for prioritizing process
improvements; (4) desktop modeling tools for
assessing and optimizing the financial impact
of process improvement; and (5) designs for
tracking change over time and implementing a
continuous improvement program. National
Analysts has devoted more than a decade to
the development and application of our CSM
approach and has earned a prominent position
in this field.

o
ORCInternational

ORC International
902 Carnegie Center
Suite 220

Princeton, NJ 08540

TOLL FREE: 1-800-444-4672
WEB: www.orcinternational.com
EMAIL: answers@
orcinternational.com
(ONTACT: Linda G. Shea, Senior Vice
President and Global Managing
Director, Customer Strategies

ORC International offers the unique ability to
integrate primary and secondary research,
competitive intelligence and expert insight to
address the strategic business challenges of our
clients worldwide. Our Customer Strategies
practice offers a comprehensive approach to
help you build customer equity by:

1. Defining customer loyalty

2. Identifying the drivers of different
segments of loyalty

3. Quantifying the return on the investment
in actions that will generate loyalty

This approach recognizes the impact of
external influences such as traditional
marketing and social media, the need to

explore and quantify dependence on a
particular brand of product or service as well
as the importance of creating goodwill.

The ultimate goal is to align your marketing
efforts with product and service delivery to
maximize value, bottom-line contributions
and competitive differentiation.

Issues we can help you with include:

« Developing customer strategies to
establish market differentiation

« Improving customer retention, identifying
prime buying motives and increasing total
customer spend

« Enhancing customer acquisition

« Aligning the actual customer experience
with the brand promise

« Gaining an in-depth understanding of
your customer’s needs and expectations

« Determining why customers utilize
different channels of interaction and how
well those channels meet their needs.

It's packed with opportunities to help your company connect with

The 2012 AMA Media Kit is Now Avallable!

buyers Online...In Print and In Person.

Request a copy today from your account executive.

Our dedicated team is here to help you develop a program tailored

to your marketing needs.

Contact us to get started and make the most of our 2012 advertising

program offerings!
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EASTERN USA & CANADA, EUROPE,
SOUTH AMERICA/CARIBBEAN

Richard Ballschmiede,

Senior Account Executive
(312) 542-9076, rballschmiede@ama.org

CENTRAL/WESTERN USA AND CANADA,
MEXICO/JAPAN/ASIA

Catherine Eck,

Account Executive
(312) 542-9103, ceck@ama.org

RECRUITMENT/CLASSIFIED/
JOB BOARD/DIRECTORY LISTINGS

Sandra Wright, Account Executive
(312) 542-9063, swright@ama.org

CONFERENCES/EVENTS
Lore Torres, Account Executive

(312) 542-9033, ltorres@ama.org

SALES DIRECTOR/NATIONAL ACCOUNTS
Ray Herrmann

(312) 542-9098, rherrmann@ama.org
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paneldirect

ohlihe

Panel Direct

515 Pennsylvania Ave., Suite 110

Fort Washington, PA 19034

PHONE: (215) 367-4100

FAX: (215) 367-4102

EMAIL: RFP@paneldirectonline.com
WEB: www.paneldirectonline.com
(ONTACT: Chris Fabber, President

lan Traynor, Director of Online Services

Panel Direct (Formerly Focus Forward Online)
provides superior quality B2B, B2C, Patients
and Medical Professional panelists for all types
of research since 2003. Our double opt-in
panel is the first choice for all US-based
studies where targeting and robust responses
are a key element of the research. Collecting
hundreds of data points, our highly profiled
specialty panels include IT DMs, BDMs,
Influencers, SBOs, Educators, Financial
Professionals, HHI, and more. Panel Direct
offers unique services including mixed mode
panel recruitment, address validation, dedicated
project management and quality sample.

Panel Direct offers the following products
and services:

« Business-to-Business Panel

« Business-to-Consumer Panel

» Medical Professionals and Patient Panel

« Online Community and Focus Group Panel

« Survey Programming/Hosting.

Puzzle

Puzzle

23, Boulevard des Capucines

75002 Paris France

PHONE: O1 42 68 12 26
331426812 26

FAX: 331426812 25

EMAIL: mikael@puzzleparis.com

WEB: www.puzzleparis.com

(ONTACT: Mikael Taieb, Director

At Puzzle, we understand how difficult it can
be to find a reliable agency when conducting
international research.

Over the years we worked as directors for
some of the biggest market research agencies.
We know how difficult it may et to find the
right people abroad when doing international
research. We fully realize how critical it is for
an agency to find reliable partners; we
understand your needs and know what you
require to be able to deliver the quality you
wish to achieve.

Our team of senior researchers has over 25
years of experience with many different sectors
and brands... and we work tirelessly to make
sure that only the best translators and

interpreters are used in our network.

Our team of 15 in-house recruiters and
extensive network of off-site recruiters in over
50 different locations throughout France is
renowned worldwide for its efficiency; its
thoroughness, and its ability to handle

any challenge.

o |
m Quality Solutions, Inc.

Building Foundations for Excellence
Quality Solutions, Inc.

P.O. Box 40147

Cleveland, OH 44140

PHONE: 1-800-471-1646

FAX: (440) 933-7077

EMAIL: results@qualitysolutions.com
WEB: www.qualitysolutions.com
CONTACT: John D. Dickey, President

Quality Solutions’ approaches surpass other
methods of measuring customer satisfaction.
Our customer satisfaction survey methods
and tools permit not only an assessment of
your customer satisfaction but also provide
in-depth competitive comparisons and
detailed customer value analysis. Our
professional telephone interviewers will collect
detailed feedback on your performance as well
as your competitors.

Each survey can be scaled to meet the
requirements of your company regardless of
size or business type. Regardless of whether
you need a translation based approach or a
relationship study we have the expertise to
support your objectives. Pricing is flexible
based on the scope of the services and analysis
performed. We also have the unique capability
to have our online surveys translated into
more than 80 languages.

Online Survey Solutions™ software is a
web-hosted research application developed
and fully supported by our professional team
of consultants. Our online survey processes
enable surveys to be created quickly and easily.
Our software, hosting, and reporting services
include more standard features than any of our
competitors for a reasonable price.

Our research analysts utilize state of the art
computer models and analytical tools giving
you the assurance that each study meets and
exceeds the stated project objectives. Our
reports provide focused direction and
detailed action strategies to drive
performance improvement.

= h
RABINE#

Rabin Research Company
500 N. Michigan Ave.,, Suite 1410
Chicago, IL 60611

PHONE: (312) 527-5009

FAX: (312) 527-5025

EMAIL: main@rabin-research.com

WEB: www.rabinresearch.com

(ONTACT: Michelle Elster, Vice President
(melster@rabin-research.com; ext. 15)
Nina Mueller, Vice President

FAX: (212) 633-6499
EMAIL: info@
radius-global.com
WEB: www.radius-global.com
(ONTACT: Chip Lister, Managing Director

ADDITIONAL LOCATIONS: Pennsylvania

(nmueller@rabin-research.com; ext.16) Florida
Full range of consumer and business-to- Georgia
California

business research services for packaged goods,
financial products/services, retail, healthcare, Companies often have ongoing customer
food service, and new technologies. Our satisfaction tracking systems that yield too
little direction for future action. Radius
Global Market Research uses

LoyaltyDeveloper™ and its advanced modeling

service principles: high quality work, on-time
delivery, creative study designs, strategic
insights, competitive prices, and exceeding
expectations. Study types include: concepts,
segmentation, product use, names, packages,

approaches to help companies reach their

specific business goals. An interactive model
product design, advertising, employee/

customer satisfaction, awareness/attitude/
usage, tracking, pricing, promotions, colors,

allows testing of alternative strategies to
determine how to move customers from less

to more loyal segments. As strategies are

and problem detection. We use all forms of implemented, the Loyalty Spectrum monitors

data collection: mail, telephone, mall, satisfaction shifts over time to measure the
door-to-door, and Internet. We employ
qualitative and quantitative methodologies.

Our studies can be domestic or international.

success. By arranging customers along a

Loyalty Spectrum, Radius can predict a

specified business outcome such as enhanced

retention or share of wallet. LoyaltyDeveloper™
enables organizations to differentiate the

r_ a I u S customers to keep, develop strategies to

Radius Global Market Research

120 Fifth Avenue

New York, NY 10011

PHONE: (212) 633-1100

retain loyalists, and build loyalty among the
most vulnerable.

The Directory continues on the following page

Quality Results begin with ...
Quality Solutions

Take your Customer Satisfaction Measurement
and Management System to the next level !

Customer Value Analysis with Performance Improvement Models
Learn what drives customer retention and sales growth
Leverage your distinctive competence

Detailed competitive analysis & benchmark comparisons
Customer Loyalty & Retention Programs

Telephone, web, mail, and transaction based satisfaction surveys
Take advantage of our world class balanced scorecard system
Professional consulting services

Training & consulting services for business process redesign
Customized processes to fit your needs and budget

For more information call:

Quality Solutions, Inc.®
800-471-1646

www.qualitysolutions.com
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RDA Group

450 Enterprise Court

Bloomfield Hills, MI 48302

PHONE: (248) 332-5000

FAX: (248) 836-2717

EMAIL: remmert@rdagroup.com

WEB: www.rdagroup.com

CONTACT: Ron Emmert, Senior Vice
President

RDA Group is a full-service, global market
research firm dedicated to providing superior
strategic perspective with regard to customer
behaviors and attitudes and their resulting
impact on client companies’ products

and services.

We partner with our clients and develop an
in-depth understanding of their challenges
and business goals, a philosophy which allows
us to tailor client-oriented solutions. The
company is a recognized leader in customer
satisfaction and loyalty for products and
services; advocacy and customer engagement;
best practices and standards development; and
innovative analytics and statistical modeling,
including predictive models and data mining.
Our corporate culture and integrated team of
research and IT professional allow us to
provide the expertise and resources of a large
company, with the personalized service and
flexibility of a small company. Founded in
1969, RDA Group continues to serve clients of
all sizes, including Fortune 500 companies for
whom we conduct consumer, business-to-
business and employee research.

@

RTi Research

1351 Washington Boulevard
Stamford, CT 06902

PHONE: (203) 324-2420

FAX: (203) 964-8269

EMAIL: tderene@rtiresearch.com
WEB: www.rtiresearch.com
(ONTACT: Todd Derene, Vice President

RTi is an innovative, global market research
company comprised of seasoned research
professionals who provide custom research
solutions to a broad and diverse client base.
RTi offers a unique combination of analytical
skill and business savvy, and we understand
the role of research as a critical component in
advancing our clients’ marketing goals.

At RTj, all our clients benefit from the
extensive experience of our dedicated staff —
and the strategic support that we provide
through smartly designed and flawlessly
executed custom research.

RTi has been providing actionable Customer
Satisfaction and Loyalty learning to Fortune
500 clients for more than 20 years. Our proven
Satisfaction & Loyalty research measurement
program combined with our unique Power
Analytics™, helps clients prioritize
improvement efforts by uncovering the aspects
of service that have the largest impact on
overall satisfaction. Our comprehensive
satisfaction measurement programs are
designed to ensure positive returns on your
customer care investment.

j Strategex

Strategex, Inc.

36 S. Wabash Ave,, Suite 1414
Chicago, IL 60603

PHONE: (312) 551-0505

FAX: (312) 551-0506

EMAIL: info@strategex

WEB: strategex.com

(ONTACT: Tom Taber, Vice President

Strategex has focused on the growth of our
business-to-business clients in both domestic
and international markets. Our senior

consultants have years of in-depth,
cross-industry experience in consulting,
management, sales, marketing, and B2B
channels and branding.

Our research is not solely about surveys and
numbers. It's about what your customers are
saying about you, your competitors, your
products, your services, and your support. It’s
about discovering what will make you stand
apart from the competition. We help turn our
findings into action plans for future
improvement, then assist you in making real
change. We help businesses experience true
transformation — not just hope for it.

We offer deep expertise in several categories:
Voice of the Customer Market Research;
Business-to-Business International Customer
Satisfaction Research, Foreign Language
Projects, Specialize Customer Satisfaction
Studies, New Product and Market Assessment,
Competitive Benchmarking and many more.

7SS

6 Research Drive

Shelton, CT 06484

PHONE: (203) 567-7200

FAX: (203) 567-7367

EMALL: info@

surveysampling.com

WEB: www.surveysampling.com

(ONTACT: Paul Abbate, SVP Sales,
North America

Founded in 1977, Survey Sampling combined
with Opinionology in 2011 to form the new
SSI, offering the only complete portfolio to
support every phase of the survey research
process. Our complete solution features world-
leading online, landline phone, mobile/
wireless, and mixed access sampling and data
collection services...advanced data analytics
and real-time reporting...global reach across
every consumer, B2B and healthcare
audience...and sophisticated technologies for
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optimal speed, quality and efficiency.
Value-add services include questionnaire
design consultation, programming and
hosting, coding, weighting and tabulations
and data processing. Plus, we can optimize
surveys for the full range of mobile

options — iPhones, Blackberries, Droids,
SMS text messages and more — to can reach
today’s on-the-go respondents. In addition, we
offer the world’s largest team of professional
telephone interviewers, skilled across the full
range of interviewing techniques.

SSI serves more than 2,000 clients worldwide,
including the top-50 research organizations.
We have offices in 30 countries spanning every
time zone...respondents from 72 nations...
and staff fluent in 36 languages to support
clients’ research success around the world.

Toluna

Toluna

21 River Road

Wilton, CT 06897

PHONE: (203) 834-8585

FAX: (203) 834-8686

EMAIL: toluna@toluna.com

WEB: http://us.toluna-group.com
CONTACT: Janice Caston

Toluna enables organizations to generate
valuable customer insight by combining its
online market research panel and industry
leading technology. Toluna provides
companies the ability to answer questions of
their target audience quickly and efficiently
and leverages a unique approach to
respondent recruitment and engagement
with its online ‘community’ and proprietary
Real-Time Sampling” methodology. Toluna
guarantees that the data clients receive is of

the highest quality.

Toluna provides the latest survey designs to
its clients, and leverages new technology to
obtain new insights from consumers. We
provide quick-feedback offerings including a
global omnibus that provides clients with data
in 24 hours, and our web-based, DIY survey
tool QuickSurveys™. Our sample and survey
experience is vast, and we have specialized
areas of focus on media and customer
experience measurement.

Further, Toluna provides the industry’s leading
online market research technology suite,
enabling hundreds of market research
organizations and agencies worldwide to
create surveys, manage panels and build
online communities. Toluna’s products include
PanelPortal™, AutomateSurvey™,
BrandSpector™ and QuickSurveys™.

Toluna has offices in the US, Canada, UK,
France (headquarters), The Netherlands,
Romania, Germany, India, Australia,
Japan and China.






