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Agenda 

1. WebEx Instructions 

2. News & Calendar of Events 

3. Presentation on Power of 
Feedback:  Quality-Driven 
Relationships 

CRM 
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WebEx Instructions 
Instructions:  

 
1. Call 1-650-479-3207, you will be prompted to enter the meeting number, you will then be 

prompted to enter your attendee number, please wait until the you have heard all of the 
instructions before entering your attendee number.   The meeting number and your 
attendee number can be found on the info tab of the WebEx Event Center screen. 
 

2. All lines are muted upon entry into the call.  
 

3. Once you have called into the meeting, please make sure you have the phone handset 
symbol next to your name in the WebEx Event Center screen, Participant Panel under 
Attendees. If you do not have the symbol, please hang up and call back (you do not need to 
exit the meeting to do so).  Make sure you enter the correct attendee number when calling in,  
this will allow us to unmute your line should you want to ask a question during the meeting.  If 
you are using VIOP  we will not be able to unmute your line. 
 

4. Event materials will be sent after event.   
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WebEx Instructions 

1. Raise Hand (be sure to click 
again to remove raised hand or 
feedback information) 

2. Feedback Tool (use for yes/no 
questions or to provide the 
speaker feedback.  

 
 
 
 
 

3. Mute (mute yourself when you 
need to talk to someone in your 
office or put the line on hold) 

4. Q&A (Type in the Q&A dialogue 
box [Not Chat] to ask a question. 
Be sure to choose All Panelist) 

1 2 3 

4 

Sarah Gonnella (Host) 

Your Name 
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News & Calendar of Events 

CRM Maximize. Grow. Plan. Evaluate. 
Our Forward Velocity webinars are focused 
on topics to move your firm ahead of the 
competition and provide insight on how to 
take action at a rapid speed. Be in action 
with your business and reach full sail!  

Yearly Schedule: 

Maximize | January, February, March  
Grow | April, May, June 
Plan | July, August, September 
Evaluate | October, November, December 
 
All events are virtual webinars held at 
1:30pm ET.  
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News & Calendar of Events 
11/8/12 | Webinar:  Power of Feedback – Quality Driven 
Relationships  

11/28/12 | North Carolina User Group | Contact: Sarah Gonnella 
(Sgonella@fullsailpartners.com) for more info. 

12/5/12 | Webinar:  Stress Free Year End Process – Yes you can! 
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News & Calendar of Events 

Blog Articles (www.fullsailpartners.com/FSPblog) 

• Full Sail Partners and WJE Receive Deltek Project Excellence 
Award. 

• Is Your IT Support Playing Jeopardy with Your Firm’s Critical Data? 

• Is Your Deltek Vision System Year End Process Stress Free? 

• Hurricane Sandy is a Reminder to Take Steps to Protect Mission 
Critical Data. 

• Vision Unleashed, Mobile Solution to Access Deltek Vision Unveiled. 

• Are You Playing Poker with Your Customer Relations? 

 

 

http://www.fullsailpartners.com/FSPblog
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News & Calendar of Events 
Did You Know?  
Use Batch Billing to email draft invoices to Project Managers. You will 
reach Project Managers who are on the road and save paper too! 

 

 

 

 

Connect with Full Sail Partners: 

    LinkedIn: http://www.linkedin.com/company/full-sail-partners  

    Twitter: http://twitter.com/#!/reachfullsail  

    YouTube: http://www.youtube.com/user/reachfullsail  

 

 

http://www.linkedin.com/company/full-sail-partners
http://www.linkedin.com/company/full-sail-partners
http://www.linkedin.com/company/full-sail-partners
http://www.linkedin.com/company/full-sail-partners
http://www.linkedin.com/company/full-sail-partners
http://www.linkedin.com/company/full-sail-partners
http://twitter.com/
http://twitter.com/
http://www.youtube.com/user/reachfullsail
http://www.youtube.com/user/reachfullsail
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For more information contact: 
 

Sarah Gonnella 
Director of Marketing 

888.552.5535 x102 
info@fullsailpartners.com  

Hearing what you have to say, whether criticism or praise,  
helps us provide you better information and service.  

Please fill out the survey and provide your feedback.  

 
 

mailto:info@fullsailpartners.com


Quality-Driven Relationships 
Creating a Feedback Process to Produce Real Change in Service Delivery 

Ryan Suydam 
Director of Operations 
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•Using Feedback to Improve Your Team 
 



Agenda 

•Client Feedback Defined  
 

•Overview of Feedback Systems 
 
•Best Practice:  Process 
 

•Best Practice:  Method 
 

•Using Feedback to Improve Your Team 
 

Definition 



….The return of an output back to the input…. 
Feedback (noun) 

Definitions 

….Recipient of a service provided…. 
 
 
 Who are YOUR clients? 

Client (noun) 

Definition 



 
A process in which the results of a service… 
 
   as evaluated by a client… 
 
      affect the service delivery to that client… 
 
         while the service is being performed. 

Client Feedback (process) 

Definitions 

Definition 



 
A process in which the results of a service… 
 
   as evaluated by the service recipient… 
 
      affect the service delivery to the service recipient… 
 
         while the service is being performed. 

Client Feedback (process) 

Re-Defined 

Definition 



By definition, we should measure the service delivery, 

not the product delivered. 

 

By definition, we should make the feedback process 

specifically benefit the client. 

Client Feedback 

Definitions 

Why Feedback 



Why Feedback Matters 

Influence 

•ISO 9001 Requirement 
•Sections 8.2.1, 8.5.2, 8.5.3, 5.3, 7 

 
•You Can’t Manage What You Don’t Measure (Drucker) 
 

•What’s Measured Tends to Improve (Hawthorne) 
 

•Provides Practical Benefits  
•Quality, Risk, Bottom Line 

 
•Responds to Basic Human Needs 

•Respect, Appreciation, Loyalty 



Why Feedback Matters 

• Positive feedback promotes 
consistent behavior YOU desire 
 

• Creates social evidence, which 
influences others’ perceptions 
of your value 
 
 

Agenda 



Agenda 

•Client Feedback Defined  
 

•Overview of Feedback Systems 
 
•Best Practice:  Process 
 

•Best Practice:  Method 
 

•Using Feedback to Improve Your Team 
 

Process & 
Method 



Feedback tells more about the client, than about 
yourself.  The methodology should reflect this. 

Methodology (What & How) 

Goals 

The feedback process itself should inherently 
provide value to the client, and needs to be 
designed from the clients’ perspective. 

Process  (When, Who, & Why) 

Understanding Feedback Systems 



Systems 

• Objective 

• Measurable 

• Repeatable 

• Easy 

• Effective 

• Comfortable 

Requirements & Goals 

Understanding Feedback Systems 



Process Advantages Challenges 

Independent 
Interviewer 

Can act as arbitrator in 
challenging situations. Can be 
delegated to an “expert.” 

Time-consuming, costly, and 
introduces bias. Limited 
objective data. 

Face to Face 
Conversation 

The right people are involved.  If 
both parties engage effectively, 
rapid progress occurs. Time-
consuming. 

Requires specialized 
communication skills for both 
parties. Limited objective data. 

Phone 
Conversation 

More efficient than face-to-face. Subjective. Difficult 
conversation without observing 
body language. 

Generic Survey Provides data. Simple to 
administer centrally. 

Vague and non-specific 
questions limit usefulness.  
Client doesn’t perceive value. 

Template-Driven 
Survey 

Survey customized for client 
and project. Objective.  
Distributed accountability. 

Shorter surveys.  Most time 
efficient. Objective and 
relevant. 

Agenda 

Understanding Feedback Systems 



Understanding Feedback Systems 

If you only take away one idea today: 
 

Feedback is about 
the CLIENT not 

about YOU 

Timeline 
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Measure 
Frequently 



 

Collecting Feedback: WHEN  

      

      

  

 

Feedback  

Average 
Feedback  

Event 1 

Event 1 

Event 2 Event 5 Event 4 Event 3 Event 6 Event 7 

Event 2 Event 3 Event 4 Event 5 Event 6 Event 7 

During 
Project 

Feedback Feedback Feedback Feedback 



Project Start 

Lo
w

 
H

ig
h 

Project Closeout 

FB FB FB FB FB FB FB 

Meeting 
Key 

Deliverable 

Start Finish 

Meeting 
End of  
Phase 

End of  
Phase 

FB = Send Survey & Collect Feedback 

Collecting Feedback: WHEN  

Who Matrix 

Kickoff 
Meeting 

Final 
Deliverable 

Unresolved Issues Erode Relational Equity 

Identify Issues 
+ Discover Successes 

= Improved Relational Equity 
 



Collecting Feedback: WHO  

Your Team 

Leader 

Manager 

Staff 

Partners 

Leader 

Manager 

Staff 

Client 

Leader 

Manager 

Staff 

Who - Myth 



Collecting Feedback: WHO  

Myth Busted!  Feedback is more “honest” when collected first-person. 

FB Plan 



Collecting Feedback: WHO & WHEN  

F/U 



If you only take away one other idea today: 
 

Ask for Feedback 
Review Feedback 

then 

FOLLOW UP! 

83% 

Collecting Feedback: WHY  



Follow-up: 
•Shows your clients respect 
•Turns you into their expert 
•Builds lasting value 

 

 
When surveyed again: 

 

“Problems” Drop 83% 

Agenda 

Collecting Feedback: WHY  



Agenda 

•Client Feedback Defined  
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•Best Practice:  Process 
 

•Best Practice:  Method 
 

•Using Feedback to Improve Your Team 
 

How - Easy 



Response Time 

2 Minutes 

FAST 
 

•No more than 2 minutes 
•No more than 6-8 simple questions 

 

EASY 
 

•Intuitive to use 
•Keep question types the same 

 

COMFORTABLE 
 

•Allow for “fuzzy” answers 
•Avoid negative questions 
•Focus on the PROCESS not the                      
PERSON or the PRODUCT 

Categories 

Collecting Feedback: HOW 



Quality 

Responsiveness 

Helpfulness 

Accuracy 

Schedule 

Budget Help Managing 
Costs 

Help Managing 
Time 

Do the  
Thing Right 

Effort and 
Assistance 

There When 
Needed 

Do the  
Right Thing 

RELATIONSHIPS  DELIVERABLES  
Answer 
Systems 

Collecting Feedback: Measure what Matters 



Collecting Feedback: Measure Accurately 

Satisfaction is EXPECTED! 
 
Very Satisfied 
Satisfied 
Neutral 
Unsatisfied 
Very Unsatisfied 
 

Satisfaction should be the BASELINE, not the GOAL. 

94% of results were Very 
Satisfied in service-
delivery research. 

Diminishing 



Collecting Feedback: Measure Accurately 

Measuring satisfaction over time produces diminishing returns: 

S
co

re
 

Time 

Cars 



Expectations 

Collecting Feedback: Measure Accurately 

$12,000 $140,000 

Which car is more satisfying to drive? 
Which is more likely to exceed expectations? 
Which has the greatest value opportunity? 



• Feedback identifies when any gap in 
expectations exists (positive or negative) 
 

• Feedback does not CREATE problems -- merely 
discovers pre-existing perceptions relative to 
expectations 

 
• Measure expectations for continuous 

improvement opportunities 
 

Collecting Feedback: Measure Accurately 

Scale 



Automatic Centering 
 

•Starts at “Met Expectations” 
•Scale supports “process” questions  

 

Fast & Easy 
 

•Intuitive to use 
•2 seconds to score 

 

Capture Detail  
 

•60 level answer scale 
•Clients can “nudge” the scores  

MetEx over 
Time 

Collecting Feedback: Measure Accurately 



Collecting Feedback: Measure Accurately 

Measuring Expectations Encourages Continuous Improvement 

Time 

Met Expectations 

Unacceptable 

Exceptional 

Sample  



Asking Good Questions – A Sample 

Agenda 

Feedback requests 
should be: 
 
• specific 
 

• objective 
 

• concise 
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•Using Feedback to Improve Your Team 
 

Trends 



Improving Your Firm 

Reports 

Project Trends 
 

Identify and resolve problems 
Eliminate wasted effort 

 
 

Client Trends 
 

Identify best clients 
Match staff to clients 

 
 

Firm Trends 
 

Identify strategic improvements 
Market discovered strengths 



Profitability 
Staff 

Retention 

Staff 
Performance Liability 

Marketing Leadership 

Mechanics Human 
Systems 

Organizational Feedback Benefits 

Profitability 



Introduction:  Client Feedback Tool 

• Sending a Survey 
• Taking a Survey 
• Reviewing Results 
• Following-up 
• Reports and other Features 



Collect Feedback 



Feedback Invitation 



Let’s Get Started! 



The Survey 



Survey Complete! 



Low Score Alert! 



Survey Answer Report 



Tracking Follow-up 

Captures Process to Address Feedback 



At a Glance 



Detailed Reporting 



Advanced Reporting Capability 

Data Filters for 
Drill Down 

Variety of Data 
Views 

Batching & 
Scheduling! 



Scheduled Reports 

Reports Emailed Automatically! 



Alerts 



Create Automatic Early Warning System 

Low Score  
Threshold 

High Score  
Threshold 

Chosen by 
Each User 



STEP 1.  Gather Feedback Effectively  
                   Objective    Professional 
         Systematic  Comfortable 
         Flexible  Fast & Simple 
 

STEP 2.  Follow-up to Resolve Issues and  
          Celebrate Successes  
                   Utilizing face-to-face communication,  
                   live phone calls, meetings, lunches, etc. 
 

Collecting Feedback: 

Top 10 



 
1. Make comfortable to use for all parties 

 

2. Ask questions that create the best reports 
 

3. Ask process-oriented questions 
 

4. Ask questions regarding client’s expectations 
 

5. Ask questions that reduce firm’s liability 

Collecting Effective Feedback 

Top Ten Techniques 



 
6.  Collect feedback throughout project 

 

7.  Collect feedback in trackable format 
 

8.  Collect feedback to allow instant alerts 
 

9.  Collect feedback fast (less than 2 minutes) 
 

10. Collect electronically, resolve personally 

Collecting Effective Feedback 

Top Ten Techniques 
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