Marketing Performance Measurement Toolkit
Customer Interaction Inventory
Use this to build a complete list of interactions between your company and its customers.  First define the stages in the purchase life cycle, from initial information gathering through purchase, use and disposal.  The list below gives a generic set of stages that you can modify to fit your own business.  Then, list the channels or locations where interactions can occur.  Finally, mark the cells where your company actually conducts interactions for each life stage / channel combination.  Next steps are to assess the cost, value and effectiveness of these interactions to identify opportunities for improvement.  See Chapter 4. 

	Customer Interaction Inventory


	
	life stage

	channel:
	information
	inquiry
	purchase
	usage
	service

	retail
	 
	 
	 
	 
	 

	dealer
	 
	 
	 
	 
	 

	field sales
	 
	 
	 
	 
	 

	mobile
	 
	 
	 
	 
	 

	call center
	 
	 
	 
	 
	 

	web
	 
	 
	 
	 
	 

	email
	 
	 
	 
	 
	 

	direct mail
	 
	 
	 
	 
	 

	print
	 
	 
	 
	 
	 

	television
	 
	 
	 
	 
	 

	radio
	 
	 
	 
	 
	 

	outdoor
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