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Continuous Customer Insight
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Applicable to nearly every discipline in the organization

WIN/LOSS INTERVIEWS…

Proven ROI for Win/Loss is why many companies use it to gather 
meaningful client feedback

Identify clear customer motivation / rationale 

Provide cathartic outlet for customers

Deliver non-selling touch point to enforce your brand 
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Win/Loss at IBM gathers product-centric client feedback owned by a 
cross-discipline team focused on actions

DESIGN PRINCIPLES

Gathers Direct 
Client Input

Product-Centric As A Service ModelOwned by BUs
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Best practices focus on visible communications and ACTION 
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Win Loss Myths - DEBUNKED
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ONLY ‘losses’ matter

Sales people can get this information directly

Customers will not be honest with us

Quantitative surveys get us ALL that we need

Trends are more insightful than individual interviews 
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Win/Loss continues to scale, reaching a broader audience and 
increasing value to the business

Product-centric feedback Cross-product themes
Accessibility of insights 
through self-service tool

Limited users, ‘proving’ value

Broad audience, wide appeal

WIN/LOSS JOURNEY
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Client feedback is  summarized in three deliverables – with user 
interface for ‘mining’ results 
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INTERVIEW SUMMARY
1 page overview of interview (PPT)

INTERVIEW SYNOPSIS
Synthesized, consumable version of  

transcript (Word)

INTERVIEW AUDIO
20-25 minute audio of the interview

Available in local language

DATA MINER TOOL
Interface for filtering, extracting specific content
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QUESTIONS / COMMENTS

Stephanie Torto
Program Manager, Market Development & 
Insights, Corporate Win-Loss Program
stetorto@us.ibm.com
1-781-218-2838

Mike Nash
President
mnash@ksrinc.com
1-315-470-1350
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