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About Roundtable Consulting

Every employee, every decision, supporting  
your business strategy and vision.
Roundtable Consulting helps business leaders achieve ambitious goals by 
creating strategic direction and aligning the efforts of their people behind it.  
To learn more about the typical results we help our clients achieve and how we 
can add value to your business, please visit www.roundtableconsulting.com

Building stronger client relationships at  
Carlson Marketing Worldwide, Australia/New Zealand

The Challenge
Being a global leader in relationship 
marketing and building customer 
loyalty, Carlson Marketing decided it 
was imperative to lead by example and 
look at their own client relationships.

With this in mind, Carlson sought  
to uncover: 

• How could Carlson add value 
through their client relationships?

• What do key clients specifically expect 
from their relationship with Carlson? 

• Are clients satisfied with the products 
and services provided to them?

• What would add value to their 
business in the future?

• How can these relationships be 
improved, either to resolve problem 
areas or to delight an already 
satisfied client?

• How will Carlson respond and align 
themselves as an organisation to 
what their clients see as important?

“The purpose of business is to create and keep a customer.”  
PETER DRUCKER

Solution
Carlson Marketing’s operational 
adviser, OPS Asia Pacific, invited 
Roundtable Consulting to collaborate 
in the development and delivery of 
a client relationship review process 
that evaluated the state of Carlson 
Marketing’s key client relationships  
at a strategic and tactical level.

Roundtable was engaged for their 
success with similar senior-level client 
reviews and to bring strategic rigour 
to the process. They also brought 
extensive experience with the balanced 
scorecard, which enabled the work 
to contribute to Carlson Marketing’s 
initiatives in this area. 

Building upon an existing quantitative 
survey tool, the review included in-
depth client interviews with key client 
executives and decision-makers. This 
provided a robust understanding of 
client expectations and perceptions.

Roundatable then led a process to 
help the senior team determine and 
plan how the organisation would 
take action.  It was necessary for their 
clients to notice a difference quickly, 
and then for the organisation to make 
sustainable improvement.

When the review was repeated 
18 months hence, we aligned our 
approach with Carlson Marketing’s 
new balanced scorecard, so that 
our review findings, insights and 
recommendations contributed to  
the strategic planning process.

Results
After sponsoring this review on two 
successive occasions to great impact for 
their organisation and positive feedback 
from their clients, Carlson Marketing 
has adopted the process as a regular 
and vital component of their annual 
strategic planning.  Assisted by our focus 
on knowledge transfer, this is now self-
managed by Carlson Marketing.

“In addition to the important 
insight we’ve gained about our 
clients and the effectiveness of 
our relationship with them, the 
recommendations have been 
very valuable to our strategic 
planning and have prompted 
several initiatives that have 
made substantial improvement 
to our business.

They exceeded our expectations 
with the quality of their work, 
and the way they handle the 
sometimes sensitive nature of 
working directly with our clients.

What’s more, our clients have 
been impressed with both 
our proactive initiative in 
commissioning these reviews, 
and the professionalism in how 
they were conducted.”
KARL SCHUSTER, PRESIDENT,  
ASIA PACIFIC


