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Criteria Commentary

For each Criteria item, this commentary provides an in-depth explanation and additional examples to build users’ 
understanding.

https://www.nist.gov/baldrige/baldrige-criteria-commentary
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3.2 Customer Engagement: How do you build relationships and enhance the customer 
experience? 

Type of inform
ation to provide in 

response to this item

PR
O

C
ESS

a. Customer Experience 

(1)	 Relationship Management  How do you acquire and retain customers by building and managing relation-
ships? How do you 

•	 build a more customer-focused organizational culture,

•	 manage and enhance your brand, and

•	 meet customers’ requirements and exceed their expectations in each stage of the customer life cycle?

(2)	 Customer Access and Support  How do you enable customers to do business with you, seek information, 
and obtain support? How do your processes or mechanisms vary for different customers, customer groups, 
or market segments, as appropriate? How do you

•	 determine your customers’ key support requirements and expectations, and

•	 deploy these requirements to all people and processes involved in customer support?

(3)	 Complaint Management  How do you manage customer complaints? How do you resolve complaints 
promptly and effectively and recover your customers’ confidence? How do you analyze complaints and use 
this information to make the necessary changes to prevent future complaints?

(4)	 Fair Treatment  How do your customer experience processes promote and ensure fair treatment for different 
customers, customer groups, and market segments?

b. Determination of Customer Satisfaction, Dissatisfaction, and Engagement

Satisfaction, Dissatisfaction, and Engagement  How do you determine customer satisfaction, dissatisfaction, and 
engagement? How do your determination methods differ among your customer groups and market segments, as 
appropriate? How do you take action on the results of satisfaction, dissatisfaction, and engagement determination 
methods? How do you obtain information on customers’ satisfaction with your organization relative to competi-
tors and other organizations providing similar products and/or services?

Terms in small caps are defined in the Glossary of Key Terms (pages 44–51).

Notes
3.2. Results for customer perceptions and actions (out-
comes) should be reported in item 7.2.

3.2a. You should ensure that your approaches for 
managing customer relationships, enabling customers to 
seek information and support, and managing complaints 
promote fairness, equity, and inclusion and do not inadver-
tently discriminate. 

3.2b. Determining customer dissatisfaction should be seen 
as more than reviewing low customer satisfaction scores. 
It should be independently determined to identify root 
causes and enable a systematic remedy to avoid future 
dissatisfaction. 

3.2b. Information on relative satisfaction with other 
organizations may include comparisons with competitors, 
comparisons with organizations that deliver similar prod-
ucts and/or services in a noncompetitive marketplace, or 
comparisons with industry benchmarks obtained through 
trade or other organizations. Such information may 
also include information on why customers choose your 
competitors over you.

For additional guidance on this item, see the Criteria 
Commentary.

https://www.nist.gov/baldrige/baldrige-criteria-commentary
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