
Even though Apple topped the index for a second straight year, 
it was the only PC manufacturer to see a decline in customer ex-
perience since the previous CxPi released in 2008, which featured 
four PC manufacturers. Apple’s overall CxPi score of 78 percent de-
clined from the 2008 CxPi score of 80 percent. Hewlett-Packard had 
the largest increase, from 64 percent in 2008 to 71 percent in 2010. 
Compaq’s CxPi score rose from 63 percent in 2008 to 64 percent in 
2010, and Dell’s index score went from 58 percent in 2008 to 61 per-
cent in 2010. 

The CxPi component with the largest change from 2008 was en-
joyability, as Hewlett-Packard’s score increased 11 points. Going in 
the other direction, Apple’s “Easy to Work With” rating had the larg-
est decline at 7 percent from 2008. 

recommendations
Forrester research showed that a modest increase in customer 

experience would increase customer loyalty and boost revenues 
by approximately $274 million for a $10 billion PC manufacturer. 
To capture these returns, the research firm provided recommenda-
tions for PC manufacturers to increase their CxPi score: 

1) Build a robust voice of the customer program. Customer ex-
perience professionals should develop strong voice-of-the-custom-
er (VoC) programs, distributing actionable feedback to call centers, 
stores, merchandisers and product managers. A number of technol-
ogy vendors are changing the landscape in these programs, making it 
easier to do things like analyze unstructured data and share informa-
tion more broadly. 

2) Make the business case for customer experience. Companies 
need to develop their own models that more closely reflect their own 
businesses. To improve the chances of success for these efforts, PC 
manufacturers should focus on the content, organization and style of 
the business case. Get the chief financial officer (CFO) on board, de-

fine a key metric, analyze custom-
er segments and “sell” the results. 

3) Get to the next level of cus-
tomer experience maturity. PC 
manufacturers should develop a road map to what Forrester calls “Ex-
perience-Based Differentiation” (EBD), a blueprint for customer expe-
rience excellence. To master EBD, companies will need to adopt three 
principles: a) obsess about customer needs; b) reinforce brands with 
every interaction; and c) treat customer experience as a competence.

—CSE

WANT MORE INFORMATION?
BOOKBYTE DIRECT 866-703-7067
Contact: Janet Quinn FAX: 503-378-7100
E-mail: CustomerCare@bookbytedirect.com
Web site: www.bookbytedirect.com   
Products/Services: Bookbyte Direct is a wholesale supplier of new
and used textbooks. With over a decade of experience buying 
and selling textbooks online, Bookbyte Direct is a B2B service of 
Bookbyte.com. Dedicated to serving textbook managers, we lever-
age Internet technology to provide new sources of books to college 
bookstores. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 3

BUDGETEXT 800-643-3432
 FAX: 800-642-2665 
E-mail: customerservice@budgetext.com
Web site: www.budgetext.com
Products/Services: Used and new text, trade and reference 
books; multi-audience buyback plans; competitive electronic and 
hardcopy buying guides; store automation solutions that include 
textbook and retail management, accounting and e-commerce 
modules; Dell hardware; and system installations, support and 
education. Services include online ordering and returns, dedicated 
customer service and account representatives. . . . . . . . Page 23

CHURCH & DWIGHT CO. INC. 800-628-5868
Contact: TNT Marketing
Products/Services: Condom/Trojan 2Go. . . . . . . . . . . . Page 11

D&H DISTRIBUTING 800-340-1003
 FAX: 717-255-6750
Web site: www.dandh.com
Products/Services: A distributor offering a multi-category product 
selection that includes computing, consumer electronics, video 
gaming and educational products. . . . . . . . . . . . . . . . Page 19

DORM CO. 888-925-2899
Contact: Jeff Gawronski
E-mail: jeff@dormco.com
Web site: www.dormco.com 
Products/Services: Dorm supplies . . . . . . . . . . . . . . . Page 12

EZ BOOK RECYCLE INC. 630-800-1491
Contact: Glen Nothnagel FAX: 630-800-1492 
E-mail: info@collegestorebuyback.com
Web site: www.collegestorebuyback.com
Products/Services: College Store Buyback offers buyback 
programs to schools allowing them to acheive higher prices for 
unadopted items in their inventory and at buyback . . . . Page 15

MV SPORT/WEaTHERPROOf 800-367-7900
 FAX: 631-435-8018
E-mail: info@wpmv.com
Web site: www.mvsport.com 
Products/Services: Collegiate division college apparel/fleece ac-
cessories. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 9

NEBRaSKa BOOK COMPaNY 800-869-0366
Contact: Sue Riedman FAX: 800-869-0399
E-mail: sriedman@nebook.com  
Web site: www.nebook.com
Products/Services: Used college textbooks, college bookstore 
management systems, e-commerce solutions, marketing services, 
advocacy programs, buying group programs and College Store 
Design.. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Page 24

PURE ORaNGE 866-997-9786
E-mail: sales.edu@pureorange.com
Products/Services: Flash drives. . . . . . . . . . . . . . . . . . Page 11

RUSSELL aTHLETIC 678-742-8000
Contact: Lauren Shiman FAX: 678-742-8307
E-mail: shimanlauren@russellcorp.com
Web site: www.russellathletic.com
Products/Services: Collegiate licensed apparel for men, women 
and children. Styles include basic fleece, T-shirts, fashion apparel 
and performance apparel.. . . . . . . . . . . . . . . . . . . . . . . Page 2

Ta-TaS BRaND CLOTHING 877-MYTaTaS (877-698-2827)
E-mail: sales@savethetatas.com
Web site: www.savethetatas.com
Products/Services: Apparel. . . . . . . . . . . . . . . . . . . . . . Page 5

Visit our Web site: www.collegestoreexecutive.com
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