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Goals for today 

 

 Overview of Constant Contact 

  

  

 Why Engagement With Your Customers is Important 

  

  

 How Constant Contact Measures and Drives Engagement 

  

  

 Q&A 

  



Constant Contact: Mission and Vision 

Help small organizations 
create and grow  

customer relationships 

Revolutionize the success 
formula for 5 million  
small organizations 

Revolutionize the success 
formula for 5 million  
small organizations 
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Online  

Survey 

Event  

Marketing 

Suite of Small Business Marketing Solutions 

Email  

Marketing 
 

Image & 

Doc. 

Hosting 
 

 

 

Newsletter 

Archive 

 

Authoring 

& 

Contacts 

Social Media  

Marketing 

http://www.google.com/imgres?imgurl=http://www.mensxp.com/UltimateEditorInclude/UserFiles/)%20-%20fart/Facebook_f_logo.jpg&imgrefurl=http://www.mensxp.com/How-to-F-your-Facebook-Profile_1990_3.aspx&h=203&w=204&sz=9&tbnid=0A2X-dWN2ydIXM:&tbnh=104&tbnw=105&prev=/images?q=Facebook+F+logo&usg=__9FJemjPDheO6pDKWKM2OM4CnLsU=&ei=cjS6S6_nOYO88gb2rrWUDg&sa=X&oi=image_result&resnum=1&ct=image&ved=0CAYQ9QEwAA
http://www.google.com/imgres?imgurl=http://www.grindefx.com/wp-content/uploads/2009/06/twitter_logo.bmp&imgrefurl=http://www.grindefx.com/twitter-users-more-likely-to-buy-music/&h=565&w=577&sz=956&tbnid=GBZb4z6gtWHJNM:&tbnh=131&tbnw=134&prev=/images?q=twitter+t+logo&hl=en&usg=__B2CxF_rWTxh8g8blKE81FMQ76i0=&ei=mjS6S_CDKYG78gaI8N2UDg&sa=X&oi=image_result&resnum=1&ct=image&ved=0CAYQ9QEwAA
http://www.google.com/imgres?imgurl=http://www.joemanio.com/images/Logo-Linkedin.jpg&imgrefurl=http://www.joemanio.com/contact.htm&h=260&w=764&sz=17&tbnid=ghamO3B--UOsEM:&tbnh=48&tbnw=142&prev=/images?q=linkedin+logo&hl=en&usg=__ANGPBnhWA_5-5J_jREZjey9vbDY=&ei=2ja6S6a6DoKC8gaGweHhBw&sa=X&oi=image_result&resnum=4&ct=image&ved=0CAwQ9QEwAw
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We Deliver Success for Our Customers 

Coaching with a 
Personal Touch 

Customer 
Success 

KnowHow 
Great, Easy-to-Use 

Products 
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Why is Customer Engagement So Important? 

 

  

  

 Why Engagement With Your Customers is Important 
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How do we define “Engagement”? 

Committed to a long-term relationship 

 

Proactively involved 

 

Emotionally, psychologically, and physically connected 

Simply “Satisfying” customers is not enough 
 

 Customers may be pleased with your service or product but 

lack an emotional connection to your company 

 
 Can result in customer attrition for minor reasons 

 

Source; “Measuring Customer Engagement”, a commissioned study conducted by Forester Consulting on behalf of Adobe Systems Inc., May 2008 
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Organizations that create a high level of engagement 
with their customers are more successful than those 
who don’t! 

Source: Customer Engagement, What’s Your Engagement Ratio?, Gallup Consulting, 2009 

Fully engaged customers 

represent an average 23% 

premium in terms of share of 

wallet, profitability, revenue 

and relationship growth 

Actively disengaged 

customers represent a 13% 

discount in those same 

measures 
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World 

Class 
Average 

8:1 0.8:1 

An “engagement ratio” can be used as a macro-
level indicator of an organizations health  

Source: Customer Engagement, What’s Your Engagement Ratio?, Gallup Consulting, 2009 

6% 

23% 
20% 

34% 26% 

24% 

48% 

19% 

Fully Engaged 

Engaged 

Disengaged 

Actively Disengaged 
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0% 

25% 

50% 

75% 

100% 

Engagement is a "High Priority" "Customer Engagement Practices" 
grade a "C" or worse 

B2B Marketers Study on Customer Engagement * 

* 2010 Customer Engagement Study, Business Marketing Association and SPSS, April 2010 

Creating and Driving Customer Engagement is an 
issue for many 
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Emotional Attachment 

 

 

Moving Beyond Satisfaction 

Key Touchpoints 

Brand Alignment 

 

 

Local Variation 

  
Every time a customer 

interacts with you they 

either become a little more 

or a little less engaged! 

 

There are many facets to creating an engaged 
customer 
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Measuring engagement is not easy 

Data isn’t easy to get 

 

Available data is spread around the company 

 

Behaviors can’t always be tied to a specific customer 

 

There is no universal formula for measuring engagement 
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 How Constant Contact Measures and Drives Engagement 
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Our challenge? 

  

  
  

  

  
 

 Continued success in 

customer acquisition, but 

 Growing numbers of 

customer attrition ! 

http://rds.yahoo.com/_ylt=A0PDoTAcLTxOEGgA32CjzbkF/SIG=13lafkomg/EXP=1312595356/**http://www.awigia.com/awigia/wp-content/uploads/2010/06/iStock_000010447597Small_leaky-bucket.jpg
http://rds.yahoo.com/_ylt=A0PDoTDHLTxO2GUAU7.JzbkF;_ylu=X3oDMTBpaWhqZmNtBHBvcwMzBHNlYwNzcgR2dGlkAw--/SIG=1iq0vga85/EXP=1312595527/**http://images.search.yahoo.com/images/view?back=http%253A%252F%252Fimages.search.yahoo.com%252Fsearch%252Fimages%253Fp%253Dwater%252Boverflowing%252Bbucket%2526ei%253Dutf-8%2526fr%253Dyfp-t-375&w=640&h=428&imgurl=farm5.static.flickr.com%252F4008%252F4437593535_c46feb19eb_z.jpg&rurl=http%253A%252F%252Fwww.flickr.com%252Fphotos%252Fmyboysboy%252F4437593535%252F&size=107KB&name=overflowing+buck...&p=water+overflowing+bucket&oid=43f624480f2d8e618fb4c3fc5629152d&fr2=&no=3&tt=11800&sigr=11ipprqlo&sigi=11okkbftn&sigb=12tmnfo7s&.crumb=Tj5WIbG7ssm
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We believe successful use of our products and 

services (as measured by engagement) will compel 

our customers to stay longer, buy more, and 

advocate for CTCT. 

The challenge is to develop an engagement score, all 

inclusive of the key metrics that measure and drives 

a customer’s engagement with CTCT’s products and 

services. 

The goal of our Customer Success Index (CSI) is to 

put a tool into the hands of those employees who 

influence customers that provides clear direction for 

educating and coaching them toward a higher level 

of engagement. 

Why Customer Engagement is critical to our long-
term success 
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Get customers on the “happy path” 

and keep them there! 
 

 

Customer Success = Our Success! 
 

CSI has become the “barometer” of 

Customer Success 
 

CSI is all about Driving Customer Success 
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So what is CSI? 

Something that predicts future behaviors? 
A measurement of a customer’s level of 

engagement at any point in time. 

A complex, multivariate, canonical correlation 

analysis of discriminant, recursive clusters? 

A simple summation of multiple 

engagement scores  

Something our customers would find 

difficult to follow? 
All components of the CSI score must be 

actionable! 

http://rds.yahoo.com/_ylt=A0PDoX5KkxxODBoAPDuJzbkF;_ylu=X3oDMTBqY2pzbGhoBHBvcwMxMQRzZWMDc3IEdnRpZAM-/SIG=1ih06jgl5/EXP=1310524362/**http://images.search.yahoo.com/images/view?back=http%253A%252F%252Fimages.search.yahoo.com%252Fsearch%252Fimages%253Fp%253Dcomplex%252Bmath%252Bequation%2526ei%253Dutf-8%2526fr%253Dyfp-t-375&w=400&h=400&imgurl=www.eynjuls.com%252Fharsha%252Fwp-content%252Fuploads%252F2010%252F09%252Fequations.jpg&rurl=http%253A%252F%252Fwww.eynjuls.com%252Fharsha%252F%253Fp%253D641&size=63KB&name=equations&p=complex+math+equation&oid=f9cdd4dc9728d473591a4cad3a46bd12&fr2=&no=11&tt=14300&sigr=1143ssa95&sigi=11vk79kff&sigb=12qe9qttp&.crumb=Tj5WIbG7ssm
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Mailing 
Activity 

Dimension X 

 

List 
Activity 

Dimension X 

Dimension Y 

Dimension Z 

Results 

Dimension X 

Dimension Y 

Dimension Z 

Product 
Usage 

Dimension X 

Dimension Y 

Dimension Z 

 

CSI  

Score 

What makes up the overall CSI score? 

Additional 
Assets 

Dimension 
X 

Dimension 
Y 

Dimension 
Z 

Etc. 

* Under consideration 
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The correlation between CSI scores and customer 
attrition is very strong  
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 Helps Sales with onboarding new customers 

 
 

 

 Enables Marketing to target customers with 

more tailored messages 
 

 

 

 Enhances Support’s ability to coach customers 

to maximize the benefit of our products 

CSI scoring helps Constant Contact better engage 
with their customers in three ways 
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Engagement coupled with Satisfaction represents 
the “perfect marriage” 

 

■ Customer Satisfaction 
is the intimate 
connection with your 
product/service 

 

■ Customer Engagement is the involvement 
and interaction with your product/service 



CSI wrapped around our Product, KnowHow, and 
Coaching with a Personal Touch enable us to: 

22 

 

 Target our customers with specific, prescriptive actions that put 

them on and keep them on the “happy path” 
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 Provide employees with actionable insight on how best to 

influence engagement 
 

 

 

 

 Put our customers in the best possible position to become 

successful engagement marketers 
 

 

 



Questions? 
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