
How do your customers see your organisation?
Find out through our Customer Perception Analysis (CPA)
How well do you really know your customers? Do you know what they really want 
and what they expect from your organisation, on short term and long term? And 
how loyal and satisfied are they? Why do they choose your organisation, or not?

Ask any entrepreneur, general manager …, if customers are 
satisfied and most of them will say a convincing “yes”.

This answer is usually based on their own (subjective) 
experiences and seldom on an objective measurement & 
analysis in which customers were effectively involved.

Our proven CPA methodology will give you useful feedback 
from your customers, partly because the measurement is 
performed by experienced independent experts. Customers 
will tell our experts things that, for one reason or another, 
they do not always dare to tell you directly. 

You will be astonished of what you will learn about your 
customers through our CPA method! The acquired information 
can be used as a basis to adjust your processes and/or 
products so that they better meet the expectations of your 
customers. In the end, you will achieve the most optimum 
“customer journey” and reach that point where customers will 
actively promote your products or services as true fans of 
your organisation. That makes a huge difference in a world 
where social media has become very powerful. 

“Actively listening to customers is of strategic 
importance nowadays to stay successful as an 

organisation in the long term.”
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What does a customer perception analysis 
(CPA) generate for you?
A CPA will enable you to gain objective insights on:

By reacting to these insights, you will be able to optimize 
your customer journey and increase the satisfaction and 
loyalty of your customers. You can even take specific action 
and anticipate trends to finetune your products, services, 
brand perception to the actual needs of your customers. 

the perception and opinion of your customers about your 
organisation, processes, products, services, employees, 
…

the actual and future expectations and needs of your 
customers.
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How do we design your CPA? Our approach = 100% 
custom-made
We guide you from the design of the CPA, tailored to your specific 
needs, through the analysis and evaluation of the data, to the 
outlining of useable actions and improvement processes.

“It’s not only about the feedback received 
from your customers, it’s about what you 
will do with it to genuinely improve their 

customer experience.”

We transform
(y)our customers

into fans
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Practical information
•This CPA is the instrument of choice to execute 
customer satisfaction measurements, entirely in line 
with ISO 9001 requirements.

•This unique methodology can be repeated every year as 
a benchmark or to follow trends and therefore anticipate 
the future needs of your customers more effectively.
•The tariff depends on the number of customers to be 
contacted during a CPA. We can also offer tailormade 
solutions on demand.

Discover how objective insights can make a measurable difference by using the CPA of C9. 
Request a quotation or make an appointment for an introduction meeting.

VIP CPA Interview
Interviews on site at your key accounts, executed by a 
senior management consultant

Company related measurement
Compare the answer of your customers to the answer of 
your own employees. Ideal to evaluate how well your 
own people know your customers.

(*1)  prices are VAT excluded

Standard CPA package (25 customers)
Interview executed online or by phone by a C9 
analyst 

2,480 euro (*1)
(99 euro per survey)

Standard CPA package (50 customers)
Interview executed online or by phone by a C9 
analyst 

3,450 euro (*1)
(69 euro per survey)

Standard CPA package (100 customers)
Interview executed online or by phone by a C9 
analyst 

4,900 euro (*1)
(49 euro per survey)

450 euro  (*1)

45 euro 
per persoon (*1)

Optional Tariff

CPA package Tariff

1.Intake (online or on site)
C9 consultant + Customer
Determine the direction: 
- what do you want to achieve
- who do you want to reach (selection of customers/segmentation)
- what questions do you want to ask
- designing the interview: online or by phone by a qualified C9 
analyst, in depth conversation on site by a C9 senior management 
consultant

2.Inviting customers to participate
Customer
Introducing the CPA: 
- sending invitations (template C9) by email to the target group 

3.Planning interviews
C9 analyst + your customers
Determine the time to execute the CPA

4.CPA interview 
C9 analyst + your customers
Executing the CPA (online, by phone or on site) 
20-30 minutes

5.Assessing the customer insights
C9 analyst + C9 consultant 
Executing the analysis
Preparing the reporting
Creating the final report and action plan

6.Debriefing on site
C9 consultant + Customer 
Discussing and explaining the final report 
Conclusions of the evaluation 
Validation of the action plan with recommended priority actions 
(improvement process)

Different steps of the CPA:

1.Intake (online or 
on site)

C9 consultant + 
Customer

2. Inviting 
customers to 
participate

Customer

3. Planning 
interviews 
C9 analyst +

 your customers

4. CPA interview 
C9 analyst + 

your customers

5. Assessing the 
customer insights

C9 analyst + 
C9 consultant 

6. Debriefing on site
C9 consultant + 

Customer
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