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SAMPLE Customer Reference Program – Interview Checklist


Pre-Interview Checklist
Here is a list of items to consider once a customer has agreed to participate in a customer testimonial or case study, prior to the initial customer reference call: 
· Communicated the value of this activity to the client (what’s in it for me) such as available program incentives, industry recognition etc
· Customer has internal legal sign-off or is aware of the process required to get a release from their PR or legal team?
· Sales reps provided all the known information on the client so you won’t spend the customer’s time getting basic facts such as what products they use?
· Visited the customer’s website and understand their business model?
· Planned all the information required in advance to avoid having to schedule multiple calls, making the reference gathering process easier for the customer?
· Created a list of relevant questions in a logical sequence?
· Determined how you will show appreciation to ensure continued participation by the customer in the CRP (appreciation letter, executive contact, access to product roadmap discussion)?
· Communicated exactly how long the interview will take and how content will be captured (video, audio, text)

Interview Checklist
A lot of work has probably gone in to getting a customer to be a reference and typically the Customer Reference Program Manager only has one good opportunity to capture all the information required, so preparation is critical.
Typical questions include:
1. How do you use the product?
2. Which divisions and regions use it? Since when?
3. What are the key benefits you receive?
4. How quickly did you start to receive those benefits?
5. Have you performed a Return On Investment analysis on this? If not, how did you justify the budget?
6. What competitive challenges or industry trends do you face and how does this product help?
7. What was involved in setting up the solution?
8. What were the biggest decision factors in acquiring this product?
9. Why did you select us over other available alternatives? 
10. What are our strengths and weaknesses compared to alternatives? 
11. Who else did you consider in the selection process? 
12. What did you think of our implementation process and services team?
13. Have you experienced our Customer Support processes yet?
14. Would you select this product again or another one? 
15. In the future how do you plan to use the product and increase the business value you receive from it? How can we help you get there? (great feedback for the Account manager) 
[image: ]         Copyright 2009.
image1.jpeg
LV




image2.jpeg
CustomerReference
Program.org _




