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J.D. Power is a leading 
global data & analytics and 
consumer insights 
company 

We’ve been trusted by consumers for 
50 years to bring their voice to 
businesses around the world, leading to 
better products, services, and 
experiences. Our cross-industry and 
multidisciplinary approach, combining 
leading-edge tools and market 
expertise, is designed to uncover 
insights that increase understanding 
and drive business results.
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Founded in

1968

Languages
Supported

31
Annual
Benchmark
Studies

150

J.D. POWER AT A GLANCE
We work around the clock to offer businesses around the world an innovative and diverse way to delve into 
the language of customer experience.

850
Staffers, 
including

statisticians, data
scientists, PhDs
and consumer
insight analysts

More Than

5,000,000

Global Client Base

Clients Served

1000
Countries

Studies Fielded in

19

Consumers Surveyed Annually
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INDUSTRIES 
SERVED

Automotive InsuranceFinancial Services

Utilities Travel & Hospitality

GovernmentHome ImprovementHealthcare

Technology, Media & 
Telecom
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OUR APPROACH 
TO CUSTOMER 
EXPERIENCE
EXCELLENCE 

Customer 
Experience & 
Digital Solutions

At J.D. Power, we 
are passionate 
about helping 

clients measure and 
deliver remarkable 

customer 
experiences

RESEARCH & BENCHMARKS

EXPERIENCE MANAGEMENTINNOVATION

STRATEGY

Identify correlations across disparate 
data breadth and depth

Enhance experiences to improve 
reputation and increase adoption

Establish and manage
experience feedback lifecycle

Co-create cross-functional 
enhanced experience solutions

Establish customer /
employee centric vision and 

ability to deliver

Analyze design paths to influence 
experience strategy and execution

Compare experiences within and 
across industries

OPERATIONAL ANALYSIS

EXPERIENCE EVALUATIONANALYTICS & INSIGHTS
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OUR APPROACH 
TO CUSTOMER 
EXPERIENCE
EXCELLENCE 

Customer 
Experience & 
Digital Solutions

EXPERIENCE
EVALUATION

OPERATIONAL
ANALYSIS

RESEARCH &
BENCHMARKS

STRATEGY INNOVATION

EXPERIENCE
MANAGEMENT

At J.D. Power, 
we are passionate 

about helping clients 
measure & deliver 

remarkable customer 
experiences.”

ANALYTICS 
AND INSIGHTS

Establish customer/ 
employee centric vision 

& ability to deliver

Analyze design paths 
to influence experience 

strategy & execution

Compare 
experiences within 
& across industries Establish & manage 

experience feedback 
lifecycle

Enhance experiences to 
improve reputation & 

increase adoption

Identify correlations 
across disparate data 

breadth & depthCo-create cross-
functional enhanced 
experience solutions
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HOW WE WORK
J.D. Power’s data and analytics offerings include independent industry benchmark studies, customer 
experience solutions, and customized advisory services, all designed to provide insights and help companies 
improve quality, engagement, and business performance

BENCHMARKING

Key indicators, drivers, and 
competitive comparisons

CUSTOMER MEASUREMENT
& MANAGEMENT
Combines an innovative
platform with data and

analytics expertise

ADVISORY SERVICES

Leading industry specialists for
counsel, strategy, and solutions
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INDUSTRY 
EVENTS
J.D. Power conducts a 
number of industry and client 
events throughout the year. 
Our thought leaders provide 
up-to-date, relevant, and 
actionable insights based on 
the voice of the customer.

APRIL 17, 2019

emPOWER IoT West
Westlake Village, CA
emPOWER IoT brings together cross-
industry thought leaders to discuss topics of 
interest, trends and best practices across the 
ever-evolving Internet of Things. Whether 
you’re an expert or novice, this event has 
something for everyone.

OCTOBER 22–24

Auto Revolution
Las Vegas, NV
Auto Revolution is a multi-disciplinary 
event that brings leaders in the global 
automotive industry together with 
innovators who are rapidly making their 
presence felt in the personal mobility 
space. We will discuss auto's latest 
innovations, emerging trends, data 
analytics and insights, and study results, 
as well as the impact of all on consumer 
expectations and quality standards. 

FEBRUARY 2020

Utility Client Conference
TBD (East Coast)
The Utility Client Conference brings 
together J.D. Power clients across 
electric, natural gas, and water utilities. 
This jam-packed, two-day conference 
features keynote speakers, 
presentations by both J.D. Power 
experts and clients, and numerous 
networking opportunities!

2019 2020 
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BENCHMARKING

J.D. Power’s influential industry 
benchmark studies feature the key 
indicators, drivers, and 
comparisons of how companies 
perform relative to their 
competitors. Only J.D. Power 
delivers the actionable insights 
across industries that help 
businesses improve quality, 
engagement, and growth.
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BENCHMARKING

Key business metrics such 
as loyalty, retention and 
advocacy—all critical factors 
in driving positive financial 
growth—are impacted by 
customer satisfaction. We
scientifically demonstrate
how and to what degree.

Designed entirely by
J.D. Power research
scientists and industry
experts utilizing the
proprietary J.D. Power
Index Model.

Our ability to drive action is 
one of the biggest reasons 
clients seek guidance from
J.D. Power. We deliver
insights and data that are 
stable, trendable, and
actionable

Each year, J.D. Power
interacts with millions of 
consumers to better 
understand their opinions, 
perceptions, and 
expectations about
products and services in 
more than a dozen
industries.

THE VOICE OF 
THE CUSTOMER

ACTIONABLE 
INSIGHTS

METRICS THAT 
MATTER

INDEPENDENT &
UNBIASED
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THE J.D. POWER INDEX MODEL
This proprietary model is designed entirely by J.D. Power research scientists to maintain our core values of integrity, 
independence and impact. The index identifies the many drivers of customer experience, accurately measures and links their 
impact to business results, and uncovers insights to drive positive financial results for our clients

Index

The “Index” is a calculated
roll-up of performance scores, 

weighted relative to the 
importance of

each factor to overall 
satisfaction.

“Factors” are distinct
parts of the customer

experience that together 
encompass the entire 

experience.

“Attributes” are specific
elements that comprise
and drive satisfaction

within a factor.

“Diagnostics” are critical 
to quality elements that
influence satisfaction
within an attribute or 

factor.

Diagnostic

FINANCIAL ROI

Index Explains
OSAT and

Loyalty
Measures

Factors
Explain
Index

Attributes
Explain Factor

Factor

Factor

Attribute

Attribute

Attribute

Attribute
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TECHNOLOGY, MEDIA & TELECOM: WIRELESS
STUDY SUMMARY RELEASE DATES

U.S. Wireless Network Quality 
Performance Study

Measures satisfaction based on recent customer usage activities in three areas that 
impact network performance: calling, messaging, and data connections. Full-service 
and non-contract wireless carriers are included.

Vol. 1: 1/15/19
Vol. 1 Press Release: 1/17/19
Vol. 2: 7/16/19
Vol. 2 Press Release: 7/18/19

U.S. Wireless Customer Care 
Performance Study

Measures satisfaction with the entire customer care service experience, from initial 
contact to problem resolution, based on recent customer experiences across three 
point-of-contact channels: phone, retail walk-in, and online. The study provides a 
competitive benchmark to measure customer advocacy and loyalty; identify 
improvement initiatives; and compare wireless carrier performance across the United
States.

Vol. 1: 1/29/19
Vol. 1 Press Release: 1/31/19 
Vol. 2: 7/30/19
Vol. 2 Press Release: 8/1/19

U.S. Wireless Purchase Experience 
Performance Studies

Measures satisfaction based on recent customer purchase experiences across three 
point-of-purchase contact channels: phone, retail walk-in, and online. The study 
provides key insights into the drivers of positive purchase experiences, as well as the 
trends that impact wireless retail performance and purchase rates.

Vol. 1: 2/12/19
Vol. 1 Press Release: 2/14/19
Vol. 2: 8/13/19
Vol. 2 Press Release: 8/15/19

U.S. Wireless Total Ownership 
Experience Study

Examines customer satisfaction with the entire ownership experience, including 
satisfaction with their carrier, mobile phone, customer service, network quality, and 
purchase process. The study provides a competitive benchmark to measure customer 
advocacy and loyalty; identify improvement initiatives; and compare wireless carrier 
performance across the United States.

Vol. 1: 2/26/19
Vol. 2: 8/27/19

U.S. Business Wireless Study Measures overall satisfaction of business customers with their current wireless service 
provider.

Publish: 10/8/19
Press Release: 10/10/19

2019 BENCHMARK STUDIES
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TECHNOLOGY, MEDIA & TELECOM: WIRELINE
STUDY SUMMARY RELEASE DATES

Residential Internet Service Provider 
Customer Satisfaction Study

Measures key drivers of satisfaction among residential customers who 
currently subscribe to an Internet service.

Wave 1: 1/22/19
Wave 2: 4/9/19
Wave 3: 7/2/19
Wave 4: 9/24/19
Press Release: 9/26/19

U.S. Residential Television
Satisfaction Study

Measures key drivers of satisfaction among residential customers who 
currently subscribe to a television service.

Wave 1: 1/22/19
Wave 2: 4/9/19
Wave 3: 7/2/19
Wave 4: 9/24/19
Press Release: 9/26/19

U.S. Telecom In-Home Service
Technician Study

Measures key drivers of satisfaction with in-home service technician visits for 
installation and post-install service of residential wireline products, which include high-
speed data, TV, and phone services.

Publish: 3/19/19
Press Release: 3/21/2019

U.S. Business Wireline Satisfaction 
Study

Measures business customer satisfaction with voice and data services among very 
small businesses (one to 19 employees); small-midsize businesses (20 to 499 
employees); and large enterprise businesses (500-plus employees).

Publish: 7/9/19
Press Release: 7/11/19

U.S. Streaming Experience Study Measures overall satisfaction among customers who subscribed to a streaming 
service; satisfaction is measured across Content; Cost of Service; Ease of Use; 
Performance & Reliability; Communications; and Customer Care.

Publish: 10/1/19
Press Release: 10/3/19

2019 BENCHMARK STUDIES
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PROPRIETARY
BENCHMARKING 
PROGRAM
Offers an enhancement to our 
syndicated studies that allows for 
the fielding of additional surveys 
using sample provided by your 
company. The result is deeper, 
more valuable data on your 
company’s performance vs. 
competitors using the J.D. Power 
Index and Key Performance 
Indicators methodology.
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PROPRIETARY BENCHMARKING: WHAT TO EXPECT
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PREPARE

Add five custom questions 
to the syndicated 
questionnaire to solve for 
specific issues

Customer sample files 
created and deployed via 
email or mail

Fielding period determined

Incentives created if 
applicable

SURVEY

Invites deployed to 
customers

Customers take survey

Reminders deployed to 
customers (email only)

Field closes once quotas 
are met

ANALYZE

Data is captured and 
analyzed by J.D. Power

Compare results against 
syndicated findings

Results provided at both 
aggregated and individual 
customer-level view

Executive presentation 
of key findings



customer experience feedback

changes to the customer experience

precisely which customers completed the oversample survey and 
how customers’ recent experiences impact satisfaction

the needs of customers across your organization through deep-dive 
analysis of: Customer segments, regional performance if relevant, 
Product/Service, Channel

PROPRIETARY BENCHMARKING PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

REVIEW

ANTICIPATE

UNDERSTAND

IDENTIFY
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ANALYST ACCESS

J.D. Power Analyst Access is your 
lifeline to fast, easy, and reliable 
data analysis—provides dedicated 
access and premium-level support 
to answer your research 
questions, conduct analyses, 
prepare data for presentations, or 
even review your work for 
accuracy.
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ANALYST ACCESS: WHAT TO EXPECT
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ON-DEMAND
DATA

ANALYSIS

Access research 
support when you 
need it, and from 
the J.D. Power 
thought leaders 
who know our 
data and your 
industry best

FAST, 
TRANSPARENT
TURNAROUND

Understand 
project scope and 
date of delivery at 
the time of 
request

VIP ACCESS TO
RESEARCH
SUPPORT

Get the highest 
priority level of 
support available 
only to 
subscribers

RESEARCH-
ANALYTICS

KNOWLEDGE BASE

Reference our 
catalog of 
common client 
requests so your 
team can deliver 
research insights 
that surpass 
expectations

CONVENIENT
ASSISTANCE &
DATA DELIVERY

Receive research 
assistance and 
product delivery  
according to your 
channel 
preference



choose right action with confidence

decisions that are based on data rather than intuition

your team to ask for research assistance when needed and in a way that’s 
most convenient to you

your communications and presentations are accurate, drawing the correct 
insights from J.D. Power research and results

high-priority initiatives forward

ANALYST ACCESS PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

TAKE

MAKE

EMPOWER

ENSURE

MOVE
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CUSTOMER
MEASUREMENT & 
MANAGEMENT

J.D. Power provides 
comprehensive measurement of 
customer satisfaction and 
operational performance in 
customer service organizations to 
prioritize actions that will maximize 
the customer experience without 
breaking budgets or wasting time.

© 2018 J.D. Power. All Rights Reserved.20



CUSTOMER MEASUREMENT & MANAGEMENT: 
WHAT TO EXPECT

© 2018 J.D. Power. All Rights Reserved.21

Net Promoter®, Net Promoter System®, Net Promoter Score®, NPS® and the NPS-related emoticons are registered trademarks of Bain & Company, Inc., Fred Reichheld and Satmetrix Systems, Inc.

OMNI-CHANNEL
FEEDBACK

MANAGEMENT

Collect feedback 
through: 
• Email
• 2-way SMS
• Mobile in-app 

surveys
• Digital intercept 

surveys
• Social reviews
• More

NET PROMOTER
SCORE®

(NPS®)

NPS is used to 
measure, evaluate 
and improve 
customer loyalty. 
J.D. Power is the 
officially recognized 
authority for 
benchmarking the 
Net Promoter 
Score (NPS) by 
Bain & Company. 

CUSTOMER
SATISFACTION

Our data, insights 
and advisory 
services help you 
make data-driven 
decisions that will 
improve your 
customer 
experience and 
drive positive 
financial results.

REAL-TIME
ANALYTICS &

INSIGHTS

We have the data, 
analytics, 
insights, best 
practices, and 
action plans you 
need are 
available 
whenever and 
wherever you 
need them.

OPERATIONALIZE
FEEDBACK

Easy to use on-
demand data 
analysis allows you 
to slice and dice 
your customers’ 
feedback across 
CRM data, 
customer 
segmentation and 
other operational 
and financial 
metrics, just to 
name a few.



The alliance brings together J.D. Power’s expertise in syndicated 
benchmarks, advisory services and customer experience optimization 
with the Qualtrics Experience Management PlatformTM, which allows 
organizations to cohesively manage the four core experiences of 
business—customer, employee, product and brand experience—all on 
a single platform for the first time ever.

J.D. Power syndicated research and benchmark solutions
J.D. Power’s Bain Certified Net Promoter Score® benchmarks 
Industry key performance drivers linked to CSAT and NPS® Quick-
start, industry-specific customer experience: quickly launch and 
measure customer feedback
J.D. Power’s customer experience optimization and management 
advisory expertise

PLATFORM PARTNER
QUALTRICS + J.D. POWER
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Feedback management: Engage in dialogue with your customers at 
the right time in every channel — mobile, email, web, social, and more.

Performance measurement: Measure the customer experience (such 
as NPS®) at all levels and across all functions, to pinpoint what’s 
working and what’s not.

Analytics and insights: Apply our native text analytics and machine 
learning engine to automatically find insights hidden in text across 40+ 
languages.

Company engagement: Optimize decisions at every level by 
distributing timely and relevant data to individuals, empowering them to 
make decisions that are good for customers and right for the business.

PLATFORM PARTNER
MEDALLIA + J.D. POWER
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Performance improvement across your organization

operational targets and monitor progress

a course for ongoing excellence and customer satisfaction 

J.D. Power’s globally-recognized industry benchmarks, innovative platform, 
and data and analytics expertise

data-driven decisions that will improve your customer experience and drive 
positive financial results

your customer experience performance, address customer issues and track 
improvements, wherever you are

CUSTOMER EXPERIENCE MANAGEMENT PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

DRIVE

SET

CHART

UTILIZE

MAKE

MONITOR
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CUSTOMER
JOURNEY MAPPING

The Customer Journey Map is 
designed to identify gaps between 
the Desired Customer Experience 
and the one they actually 
received. High-performing 
companies leverage Customer 
Journey Mapping to plan for and 
drive customer experience 
innovation
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CUSTOMER JOURNEY MAPPING: WHAT TO EXPECT
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• Conduct stakeholder 
interviews

• Select personas and 
journeys of focus

• Field customer diary 
studies and 
interviews

• Develop hypothesis 
journey maps with 
client’s project team

• Plan and facilitate co-
creation workshop 
with actual customers 
to document current-
state journey

• Validate findings with 
with quantitative 
primary research

• Turn insights into 
visually powerful, 
actionable journey 
maps

• Conduct stakeholder 
interviews

• Analyze and prioritize 
root causes to 
customer pain points

• Design future state 
customer journey

• Define underlying 
ecosystem of people, 
processes, and 
systems required to 
support future vision

• Develop an 
experience roadmap

• Determine future 
quantification of the 
impact of initiatives

Current State 
Hypothesis:

Current State 
Validation:

Pain Point 
Analysis:

Future State
Design:

WEEKS 1–7 WEEKS 8–18 WEEKS 19–22 WEEKS 23–27



N
EE

D
S 

&
EX

P
EC

TA
TI

O
N

S

PHASE 1 (Describe in customers’
language)

• Customer needs
• Customer expectations

PHASE 2

• Customer needs
• Customer 

expectations

PHASE 3

• Customer needs
• Customer 

expectations

PHASE 4

• Customer needs
• Customer 

expectations

VO
IC

E 
O

F
C

U
S

TO
M

ER

• “Customer quotes”
• C-SAT, NPS
• Social Media

Sentiment
• Metrics / KPIs

• “Customer quotes”
• C-SAT, NPS
• Social Media

Sentiment
• Metrics / KPIs

• “Customer quotes”
• C-SAT, NPS
• Social Media

Sentiment
• Metrics / KPIs

• “Customer quotes”
• C-SAT, NPS
• Social Media

Sentiment
• Metrics / KPIs

PERSONA NAME
Short description of this persona
Descriptive text that explains a little bit about who the persona is.
This will provide background context for the information below and 
help your audience develop empathy for the persona.

Step title
Step description, which can be a 
bit longer. What is happening at
this
point in the journey? Be sure to
use
customers’ language.

Step
title

Importance to
Customer

Step
title

Typical
Journey
Alternate
Journey

If desired, use callouts to
connect text boxes to
dots

ATTRIBUTE
#1

Lo
w

Hig
h

Rarely ATTRIBUTE #2
Always

None ATTRIBUTE #3 All

If desired, use callouts to
connect text boxes to
dots

If desired, use callouts to
connect text boxes to
dots

“A quote for persona that
demonstrates emotion and/or job 
to be done. Make sure it sounds 
like something a real customer 
would actually say.”

CUSTOMER JOURNEY MAP EXAMPLE
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customer experience gaps that exist within their organizations

their customer experiences by focusing their organization on developing process 
and procedures geared towards optimizing the customer experience

customer journey mapping throughout their organizations

their company’s perspective from inside-out to outside-in

specific customers to drive sales and market share

ownership of key touchpoints to empower their organization

CUSTOMER JOURNEY MAPPING PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

UNCOVER

OPTIMIZE

IMPLEMENT

SHIFT

TARGET

ASSIGN
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DIGITAL
TRANSFORMATION

Our digital experience evaluation 
proprietary studies offer Voice of 
the Customer data, subject matter 
expertise and cross industry best 
practices to help you improve 
customer satisfaction with your 
website and apps.
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DIGITAL TRANSFORMATION: WHAT TO EXPECT
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STRATEGIC
PLANNING &

ANALYSIS

MEASURE, 
MANAGE & 
SOCIALIZE

ONGOING
SCORING

Digital transformation 
progress throughout 
your organization

of your enterprise
relative to best 
practices for your 
organization, 
competitors &
industry

• Gaps & 
opportunities

• Prioritization

• Scenario modeling



best practices for a satisfying digital experience

data-driven decisions about digital investments rather than guessing

advantage of cross-industry learnings in order to improve and stay competitive

digital assets according to best practices

your company with a digital experience that exceeds expectations

DIGITAL TRANSFORMATION PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

UNDERSTAND 
& UTILIZE

MAKE

TAKE

DEPLOY & PROMOTE

DIFFERENTIATE
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CERTIFIED CUSTOMER 
SERVICE PROGRAM
The Certified Contact Center Program, 
which was launched by J.D. Power in 
2004 as the Certified Call Center 
Program, evaluates overall customer 
satisfaction with live phone interactions 
and helps organizations in various 
industries increase their efficiency and 
effectiveness by establishing and 
continually updating leading practices 
for handling service calls. The program 
certifies a call center’s operations in 
three areas: live phone channel, IVR 
self-service channel and Web self-
service channel.

© 2018 J.D. Power. All Rights Reserved.32



CERTIFIED CUSTOMER SERVICE PROGRAM: 
WHAT TO EXPECT
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To become 
certified, the 
contact centers 
successfully 
passed an 
evaluation of 
dozens of best 
practices that
encompass their
integration of Voice of 
the Customer and 
Voice of the Employee 
insights into their 
business operations.

As part of the evaluation,
J.D. Power conducts a 
random survey of 
customers who have 
recently contacted the 
company’s contact 
centers

A contact center must 
also perform within the 
top 20% of customer 
service scores, which are 
based on benchmarks 
established in J.D.
Power’s cross-industry 
customer satisfaction
research.

The research criteria include the 
customer service representative’s 
courtesy, knowledge and concern for 
the customer; promptness in 
speaking to a person; and timely 
resolution of the problem or request.

The experience with the 
automated phone system is 
evaluated based on the clarity of 
the information provided; ease of 
navigating the phone menu 
prompts; and ease of 
understanding the phone menu 
instructions.

EVALUATION SURVEY PERFORMANCE CRITERIA



a commitment to providing outstanding customer service

efficiency and effectiveness 

best practices for customer service within your organization

customers, prospects and business partners with an exceptional experience

CERTIFIED CUSTOMER SERVICE PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

DEMONSTRATE

INCREASE

ESTABLISH

SATISFY
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MOBILE APP
CERTIFICATION

J.D. Power’s Mobile App 
Certification program powered by 
Centric Digital certifies top-
performing brands who achieve 
high levels of customer 
satisfaction with their mobile app 
experience as well as validate that 
operational best practices are in 
place within their mobile app 
organization.
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MOBILE APP CERTIFICATION PROGRAM

We’ve Got the Data

Rigorous evaluation of 250 mobile  
app experience and operational best  
practices conducted by J.D. Power in  

collaboration with Centric Digital.

The Playbook

We identify your competitive gaps and  
opportunities for improvement based  
on the 5 factors related to customers’  
satisfaction with their mobile app  
experience.

3,000 Best Practices

We use a classification system 
comprised  of 3,000 digital best 
practices to  benchmark digital

proficiency

Show Off– You Earned It

Once certified, market your achievement  
for 12 months with tools like a J.D.  
Power Mobile App Certification trophy,  
online marketing collateral and in-store
merchandise displays.
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MOBILE APP CERTIFICATION: WHAT TO EXPECT
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NEXT STEPS

CAPTURE BENCHMARK IDENTIFY REPORT ONGOING
NEXT STEPS

Capture the 
voice of your 
mobile app 
users and audit 
your mobile app

Benchmark 
your digital 
proficiency 
against 3,000 
best practices

Identify your 
competitive 
gaps and 
opportunities 
for 
improvement

Performance 
report and 
certification
results

No Certification
• Get guidance & a 

plan to improve
• Try again for 

certification

Certification
• Plan for ongoing 

success & 
opportunities

• Promote your 
accomplishment



your performance & what your actual users expect

gaps and opportunities and prioritize initiatives for investment

mobile app experience and operations roadmaps

budgets and teams to focus on key initiatives

internally and recognize teams or individuals

with J.D. Power for external recognition

MOBILE APP CERTIFICATION PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

UNDERSTAND

IDENTIFY

VALIDATE

ALIGN

CELEBRATE

CO-BRAND

© 2018 J.D. Power. All Rights Reserved.38



CULTURAL
ENGAGEMENT 
PROGRAM
DIVIDED INTO 2 EXPERIENCES:
• Leadership
• Employee

The most successful 
organizational cultures are those 
that engage their keyholders most 
successfully. To accomplish this, 
organizations must create a 
culture that seamlessly integrates 
the customer, the team and the 
organization.
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CULTURAL ENGAGEMENT LEADERSHIP EXPERIENCE: 
WHAT TO EXPECT
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THREE FULL-DAY
WORKSHOPS

FOUR DATA
ANALYSIS 
REPORTS

THREE
ACTIONPLAN 
WORKSHOPS

THREE DEBRIEFS
OF THE DATA

• Organization 
and Leaders

• Employees

• Customers

• Organization

• Leaders

• Employees

• Customers

• Organization 
and Leaders

• Employees

• Customers

What is 
Meaningful to:

• Organization 
and Leaders

• Employees

• Customers



CULTURAL ENGAGEMENT EMPLOYEE EXPERIENCE: 
WHAT TO EXPECT
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2-4 HOUR
WORKSHOP

TRAIN THE
TRAINER

THREE ACTION PLAN
WORKSHOPS

• Shared language 
around engagement

• Shared approaches 
to improving 
engagement

A Train-the-Trainer 
experience that 
empowers your 
managers and trainers 
to bring all employees 
into the engagement 
experience

How to: 

• Implement 
engagement 

• Use action plans

• Leverage sweet
spots

• Close Gaps



CULTURAL ENGAGEMENT PROGRAM 
PARTICIPANTS ARE WELL-POSITIONED TO:

efficiently in a tightly competitive environment

new leadership teams

ever-changing employee roles

budgets and teams to focus on key initiatives

newly imposed resource/hiring constraints

hiring and employee development or training

RUN

ONBOARD

NAVIGATE

OVERCOME

UNITE

RAMP UP
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RECOGNITION 
PROGRAMS

The trusted symbol of the Voice of 
the Customer
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RECOGNITION PROGRAMS

J.D. Power Awards
• Awarded to the highest performing 

companies within J.D. Power 
benchmarking studies

• Helps companies increase 
consumer consideration and ensure 
that highest performing brands 
stand out in the crowd

Certification Programs
• Provides certification to organizations that 

meet top-performer standards

• Boost awareness, sales, and profits

• Offered for customer service, mobile apps, 
mobile websites, auto dealers, and financial 
advisors
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Thank You
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Ian Greenblatt
Managing Director 

& TMT Practice Leader
Global Business Intelligence

T: (847) 902-6967
Ian.Greenblatt@jdpa.com
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