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@MR_TallGuy

linkedin.com/in/erichunter01/

Eric Hunter | VP Strategy

• Advertising & Account Planning 

• Master moderator & researcher 

Answers to Typical “Tall” Qs

• How tall are you? 6’8”

• Are your parents tall? Average

• Do you play basketball? Some

https://twitter.com/Russell_MR
https://www.linkedin.com/company/russell-research
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“NPS is not the CX you are looking for”

Leading the Market Research Transformation
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And Now, A Word From Our Sponsor

RussellResearch.com/CX-Products/

http://russellresearch.com/cx1/
http://russellresearch.com/cx-products/
http://russellresearch.com/CX-Products/
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The Objectives for the 

Next 20 Minutes

• Market research 

transformation

• NPS & CX as case study

• Tactical tools
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What Transformation Looks Like for P&G – CB Insights 



666

“Everyone has a plan until 

they get punched in the mouth”

Mike Tyson, Puncher



7

Are 

you 

sure?

Big

Data

Anyone

Can Cook

Market Research is Well into Digital Transformation
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How to get run over by 

market research transformation

Ignore it. Oppose it. Give up.
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Transformation is happening, both digital & CX. 

Lead, follow, or get out of the way.
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CASE STUDY
CUSTOMER EXPERIENCE & NPS
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Customer Experience

“How a customer 

perceives & catalogs 

your company based on 

interactions with it”

http://russellresearch.com/cx1/
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Net Promotor Score

Created as a measure of

overall brand health

Leveraged as a central CX metric

Has become shorthand for CX

1212
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Customer Experience & NPS 

With this lens, market research should be at

the center of everything, always. Forever!
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Market Research Transformation 

The combination of business transformation efforts, 

digital & customer experience, 

are overwhelming many market research departments.
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TACTICAL TOOLS
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“Ideas are cheap, execution is everything” 

Chris Sacca, Angel Investor



1717RUSSELL RESEARCH

Tactical Tools

• Embrace all research

• Proper thieving

• Insight workshops

17
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1. Embrace All Research

• “I did SurveyMonkey and…”

• “We did a couple of interviews 

ourselves”

• “That’s not what the analytics says”

Don’t Be So Precious 

With “Market Research”
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Instead of “NO” 
Help classify research using a simple screen

1. What is the question you want answered? 

2. Who do you want to answer it? 

3. How do you expect them to answer? 

4. What will you do with the answers? 

(Objective) 

(Sample) 

(Hypothesis)

(Methodology) 
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3. PROPER THIEVING

“Talent Borrows. 

Genius Steals.”

Oscar Wilde

2020
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“Steal more, steal better, and then

create something worth stealing.”

Eric Hunter?!
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Advanced Thieving: 

The Process

1. Continually search for 

new & interesting

2. Apply to your findings

3. List the ways it doesn’t work 

4. Tweak to fit OR throw it away
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Customer Experience (CX) 

Was Stolen From 

User Experience (UX)

2323
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Where to Start?

• UX

• Business Model Canvas

• Jobs-To-Be-Done

• Kanban Boards

• Design Thinking

2424
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3. Insights Workshops

Stop using reports as “deliverables”

• “Slide Monkeys”

• A bit of an “eye chart”

• Preaching from the front
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Insights Experience Workshop

Two Questions

(1) Does this fit with what you are seeing?  

(2) How would you apply this right now?

Pre-Read Post 

5 Key Slides

Post-It

Notes

Verbal 

Presentation 

Around the 

Room

Two Questions

Per Slide

Follow-up Two 

Days Later
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NPS is not the CX you’re 

looking for, but…

You can lead the 

Market Research Transformation!

• Embrace all research

• Proper thieving

• Insight workshops

RussellResearch.com/CX-Products/ 2727

http://russellresearch.com/cx-products/
http://russellresearch.com/CX-Products/
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Questions?

@MR_TallGuy

linkedin.com/in/erichunter01/

Eric.Hunter@RussellResearch.com

https://twitter.com/Russell_MR
https://www.linkedin.com/company/russell-research
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One Meadowlands Plaza, Suite 1001

East Rutherford, NJ 07073 

Eric Hunter, VP Strategy

Phone: 201.528.0336

Email: eric.hunter@russellresearch.com

@MR_TallGuy

linkedin.com/in/erichunter01/

mailto:eric.hunter@russellresearch.com
https://twitter.com/Russell_MR
https://www.linkedin.com/company/russell-research

