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Score Description Definition Examples

6 Maximum | Theoretical highest level of achievement

Excellent Describes an enterprise that has differentiated

5 Leading |itself based on customer-centric capabilities and
has simultaneously redefined those capabilities

Describes an enterprise that has not only
4 Optimizing Jdeveloped customer-centric capabilities, but also
actively integrates them into its daily operations

Compaq
Dow

Describes an enterprise that has implemented Charles Schwab
3 Practicing |basic customer-centric capabilities; Harrah’'s

Improving basic CRM capabilities have been implemented Wells Fargo

Describes an enterprise that has a rudimentary,

] . n BMC Software
2 Developing Jloosely woven set of customer-centric capabilities | williams-

in place Sonoma

Describes an enterprise that exhibits few
1 Aware |customer-centric capabilities; considering
Poor and planning CRM initiatives in this area

No action taken on CRM initiatives in this area
thus far

0 Ground Zero

Source: Gartner Research
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