
Customer Requirements Determination
Use of customer inputs to plan, market, improve processes

Customer/Market Segmentation 
Knowledge of customer and/or market segments, 

competitors’ customers, other potential customers/markets 

Customer Contact Requirements
Determination and deployment of contact requirements 

Customer Satisfaction Determination
Determination, segmentation, how used for improvement  

Customer Relationship Building 
Meet/exceed customer expectations, increase loyalty, 

secure future interactions, gain positive referrals

Customer Access 
Access to seek information, obtain services, complain  

Fig. 3.1-_: Customer and Market Management System
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Complaint Management 
Resolution, aggregation, and analysis of complaints

Customer and Market Methods Maintenance 
Keeping customer/market methods, processes, systems 

updated to current business needs/directions
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