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Customer relationship management is a critical activity for client retention and satisfaction as we emerge 
from this challenging economic cycle. Stanton Chase clients are currently recruiting for leadership posi-
tions with primary or partial focus on optimizing the customer experience. Many of our Industrial Practice 
Group clients specifically are focusing on a “concierge” style of ongoing customer service and relationship 
management to retain customers, improve responsiveness and hold on to or increase market share.

Given the current challenging revenue momentum, abundance of capacity, and aggressive cost contain-
ment across most industrial business segments, corporations are seeing significant customer satisfaction 
improvement and customer retention through improvements in customer operations. These important 
functions include, efficient order processing, customer “inventory on hand” careful management, effective 
and more regular communications through enhanced information technology, satisfying customer interac-
tion with knowledgeable and engaging customer service professionals, error free invoicing and order 
documentation, and engaged management of this important functional area.

One of Stanton Chase’s clients is a $1+ billion packaging manufacturer and distributor with a broad range 
of customers from Fortune 100 corporations to smaller industrial firms. Their products range from spe-
cialty customer packaging in the medical device industry to customer printed food packaging to commod-
ity enclosure products. This client’s diverse and complex product offerings create unique customer service 
challenges for the executive management and functional leadership team. This corporation recognized 
the need for improved leadership and management of this “moment of truth” experience with their custom-
ers to better insure retention and customer satisfaction.

Our client recently recruited key leaders to improve the efficiency and performance of their Customer Ser-
vice team. This resulted in enhanced order management, improved technology to monitor orders and cus-
tomer tracking, a better motivated customer service team, earlier and increased troubleshooting leading 
to better problem resolution, and bottom-line higher customer satisfaction.

This client has improved their market share, 
earning a greater share of the “customer’s 
wallet”, during very challenging economic 
conditions. Leadership of this firm believes 
this focus on enhancing the customer expe-
rience has been a major factor in strong 
recent performance, while also positioning 
this corporation for revenue growth as the 
economic turnaround takes hold.
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