
 

 

¢ƘŜ ǘŜƭŜǇƘƻƴŜ ǊƛƴƎǎ ŀƴŘ ƛƴǎǘŜŀŘ 
ƻŦ ŀƴ ŀǳǘƻƳŀǘŜŘ ǾƻƛŎŜΣ ŎǳǎǘƻƳŜǊǎ 
ŀǊŜ ǎǳǊǇǊƛǎŜŘ ǘƻ ōŜ ƎǊŜŜǘŜŘ ōȅ ŀ 
ŦǊƛŜƴŘƭȅ ƻǇŜǊŀǘƻǊΦ ²ƘŜǘƘŜǊ ŎŀƭƭƛƴƎ 
ǘƻ ŎƘŜŎƪ ƻƴ ŎŀōƭŜ ōƛƭƭǎ ƻǊ ǘƻ 
ŎƘŀƴƎŜ ŀ ŎǊŜŘƛǘ ŎŀǊŘΣ ŜǾŜǊȅƻƴŜ 
ǿŀƴǘǎ ǘƻ ōŜ ǘǊŜŀǘŜŘ ƭƛƪŜ ŀ ǾŀƭǳŜŘ 
ƛƴŘƛǾƛŘǳŀƭΦ !ǘ ǘƘŜ ǎŀƳŜ ǝƳŜΣ 
ƻũŜǊƛƴƎ ǇŜǊǎƻƴŀƭƛȊŜŘ ǘǊŜŀǘƳŜƴǘ 
ōŜƴŜŬǘǎ ƻǊƎŀƴƛȊŀǝƻƴǎ ōȅ ƳŀƪƛƴƎ 
ƛǘ ǇƻǎǎƛōƭŜ ǘƻ ŦƻǊƳ ǊŜƭŀǝƻƴǎƘƛǇǎ 
ŀƴŘ ƛƴƅǳŜƴŎŜ ŎŀƭƭŜǊǎΩ ŘŜŎƛǎƛƻƴǎΦ Lǎ 

ȅƻǳǊ ƴƻƴǇǊƻŬǘ ǘŀƪƛƴƎ Ŧǳƭƭ ŀŘǾŀƴǘŀƎŜ ƻŦ ƛǘǎ ƛƴōƻǳƴŘ Ŏŀƭƭ ŎŜƴπ
ǘŜǊΚ  
! Ŏŀƭƭ ŎŜƴǘŜǊ ƳƛƎƘǘ ƴƻǘ ōŜ ǘƘŜ ŬǊǎǘ ǘƻƻƭ ǘƘŀǘ ŎƻƳŜǎ ǘƻ ƳƛƴŘ 
ǿƘŜƴ ƴƻƴǇǊƻŬǘǎ ǘƘƛƴƪ ƻŦ  άǘŜŎƘΣέ ōǳǘ ƛǘ ƛǎ ŀ ŦƻǊƳ ƻŦ ǘŜŎƘƴƻƭƻƎȅ 
ǘƘŀǘ ƻǊƎŀƴƛȊŀǝƻƴǎ Ŏŀƴ ǳǎŜ ǘƻ ƳŀƪŜ ŀ ǊŜŀƭ ŎƻƴƴŜŎǝƻƴΦ  
¢ƘŜ ƘƛŘŘŜƴ ǾŀƭǳŜ ƻŦ ŀ Ŏŀƭƭ ƻǊ ŎƻƴǘŀŎǘ ŎŜƴǘŜǊ ƭƛŜǎ ƛƴ ǘƘŜ ŀōƛƭƛǘȅ ǘƻ 
ōǳƛƭŘ ǊŜƭŀǝƻƴǎƘƛǇǎ ǿƛǘƘ ŘƻƴƻǊǎΣ ǿƘƛƭŜ ƘŜŀǊƛƴƎ ŀƴŘ ǳƴŘŜǊǎǘŀƴŘπ
ƛƴƎ ǘƘŜ ƳƻǝǾŀǝƻƴ ōŜƘƛƴŘ ǘƘŜƛǊ ǊŜǉǳŜǎǘǎΦ CǳǊǘƘŜǊƳƻǊŜΣ ōȅ ǳǎπ
ƛƴƎ ǘŀƛƭƻǊŜŘ ǎŎǊƛǇǝƴƎ ǘƻ ǘǳǊƴ ƛƴōƻǳƴŘ ŘƻƴƻǊ Ŏŀƭƭǎ ƛƴǘƻ ŦǳƴŘǊŀƛǎπ
ƛƴƎ ƻǇǇƻǊǘǳƴƛǝŜǎΣ ŎƻƴǘŀŎǘ ŎŜƴǘŜǊ ǎǘŀũ Ŏŀƴ ƘŀǾŜ ŀ ǎƛƎƴƛŬŎŀƴǘ 
ƛƳǇŀŎǘ ƻƴ ȅƻǳǊ ƻǾŜǊŀƭƭ ŦǳƴŘǊŀƛǎƛƴƎ ƎƻŀƭǎΦ 
IŜǊŜ ŀǊŜ ǘƘǊŜŜ ŎƻƴǾŜǊǎŀǝƻƴǎ ŀ ŎƻƴǘŀŎǘ ŎŜƴǘŜǊ Ŏŀƴ ǘǳǊƴ ƛƴǘƻ  
Řƻƴŀǝƻƴǎ ŀƴŘ ƻǇǇƻǊǘǳƴƛǝŜǎ ǘƻ ōǳƛƭŘ ǊŜƭŀǝƻƴǎƘƛǇǎ ǘƘǊƻǳƎƘ ŀ 
ǇŜǊǎƻƴŀƭ ǘƻǳŎƘΦ 
LΩŘ ƭƛƪŜ ǘƻ ōŜ ǊŜƳƻǾŜŘ ŦǊƻƳ ȅƻǳǊ ƳŀƛƭƛƴƎ ƭƛǎǘΦ 
²ƘŜƴ ŀ ŘƻƴƻǊ Ŏŀƭƭǎ ǘƻ ŀǎƪ ǘƻ ōŜ ǊŜƳƻǾŜŘ ŦǊƻƳ ŀ ƳŀƛƭƛƴƎ ƭƛǎǘΣ ŀ 
ǇŜǊǎƻƴŀƭƛȊŜŘ ǎŎǊƛǇǘ ŀƭƭƻǿǎ Ŏŀƭƭ ŎŜƴǘŜǊ ǇǊƻŦŜǎǎƛƻƴŀƭǎ ǘƻ ǊŜǎǇƻƴŘ 
ǘƻ ŦŜŜŘōŀŎƪ ŦǊƻƳ ǘƘŜ ǳƴƘŀǇǇȅ ŘƻƴƻǊΦ IŜŀǊƛƴƎ ǘƘŜƛǊ ŎƻƴŎŜǊƴǎ  
ŀŘŘǊŜǎǎŜŘ ŀƴŘ ǘŀƪŜƴ ǎŜǊƛƻǳǎƭȅ Ŏŀƴ ƛƴǎǇƛǊŜ ŘƻƴƻǊǎ ǘƻ ŎƻƴǝƴǳŜ 
ǘƘŜƛǊ ǊŜƭŀǝƻƴǎƘƛǇ ǿƛǘƘ ǘƘŜ ƴƻƴǇǊƻŬǘ ŀƴŘ ƪŜŜǇ ǘƘŜ ǇƻǘŜƴǝŀƭ ŦƻǊ 
ǘƘŜƳ ǘƻ ŎƻƴǝƴǳŜ ƎƛǾƛƴƎ ǘƻ ǘƘŜ ƻǊƎŀƴƛȊŀǝƻƴΦ  
hƴŜ ǿŀȅ ǘƘƛǎ Ŏŀƴ ōŜ ŀŎƘƛŜǾŜŘ ƛǎ ōȅ ǇǊŜǎŜƴǝƴƎ ǘƘŜƳ ǿƛǘƘ ŀƴ  
ŜȄŀƳǇƭŜ ƻŦ Ƙƻǿ ǘƘŜȅ ŀǊŜ ƛƳǇŀŎǝƴƎ ǘƘŜ ŎŀǳǎŜ ŀƴŘ ǇǊƻǾƛŘƛƴƎ  
ƻǇǝƻƴǎ ǘƘŀǘ ŀŘŘǊŜǎǎ ǘƘŜƛǊ ŦǊǳǎǘǊŀǝƻƴǎΦ hƊŜƴ ǊŜŘǳŎƛƴƎ ǘƘŜ  

{ǳōǎŎǊƛōŜ ǘƻ .ƛƭƭΩǎ .ƛƎ .ƭƻƎΥ  ƘǧǇΥκκƳŜǊƪƭŜǊŜǎǇƻƴǎŜΦŎƻƳκōƭƻƎ 
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ƳŜǊƪƭŜǊŜǎǇƻƴǎŜΦŎƻƳ 

ŦǊŜǉǳŜƴŎȅ ǿƛǘƘ ǿƘƛŎƘ ŀ ƴƻƴǇǊƻŬǘ ŎƻƴǘŀŎǘǎ ŀ ŘƻƴƻǊ Ŏŀƴ ƳŀƪŜ ŀ 
ǎƛƎƴƛŬŎŀƴǘ ŘƛũŜǊŜƴŎŜΦ {ƻƳŜ ŘƻƴƻǊǎ ōŜƭƛŜǾŜ ƛǘΩǎ ŀƭƭ ƻǊ ƴƻǘƘƛƴƎΣ 
ōǳǘ ŎƻƴǘŀŎǘ ŎŜƴǘŜǊǎ Ŏŀƴ ƘŜƭǇ ŎƻƴǾŜȅ ǘƘŜ ƳǳƭǝǇƭŜ ƻǇǝƻƴǎ ŦƻǊ 
ǎǘŀȅƛƴƎ ƛƴ ǘƻǳŎƘ ǿƛǘƘ ŀƴ ƻǊƎŀƴƛȊŀǝƻƴΦ bƻƴǇǊƻŬǘǎ ǿƘƻ ǘŀƪŜ ǘƘƛǎ 
ŀǇǇǊƻŀŎƘ ŀǊŜ мр ǘƻ нл ǇŜǊŎŜƴǘ ƳƻǊŜ ǎǳŎŎŜǎǎŦǳƭ ƛƴ ǊŜǘŀƛƴƛƴƎ 
ŎƭƛŜƴǘǎ ǘƘŀƴ ǘƘƻǎŜ ǿƘƻ ƛƳƳŜŘƛŀǘŜƭȅ ǊŜƳƻǾŜ ŘƻƴƻǊ ŎƻƴǘŀŎǘǎ 
ǳǇƻƴ ǊŜǉǳŜǎǘ ǿƛǘƘƻǳǘ ƭƛǎǘŜƴƛƴƎ ǘƻ ǘƘŜƛǊ ǘǊǳŜ ŎƻƴŎŜǊƴǎΦ  
L Ǌŀƴ ƻǳǘ ƻŦ ŀŘŘǊŜǎǎ ƭŀōŜƭǎΦ 
²ƘŜƴ ŘƻƴƻǊǎ ǊŜŀŎƘ ƻǳǘ ŦƻǊ ƛƴŦƻǊƳŀǝƻƴ ŀōƻǳǘ ƻƴƎƻƛƴƎ ŎŀƳπ
ǇŀƛƎƴǎ ƻǊ ǘƻ ǊŜǉǳŜǎǘ ŀƴ ƛǘŜƳ ƭƛƪŜ ƳŀƛƭƛƴƎ ƭŀōŜƭǎΣ ƛƴǎǘŜŀŘ ƻŦ 
ǎƛƳǇƭȅ ŀƴǎǿŜǊƛƴƎ ǘƘŜ ǉǳŜǎǝƻƴΣ ǘŀƛƭƻǊŜŘ ǎŎǊƛǇǝƴƎ ǇǊƻǾƛŘŜǎ ƻǇπ
ŜǊŀǘƻǊǎ ǿƛǘƘ ǘƘŜ ǘƻƻƭǎ ƴŜŎŜǎǎŀǊȅ ǘƻ ŀƭǎƻ ŎŀǇǘǳǊŜ ŀ ŘƻƴŀǝƻƴΦ .ȅ 
ŀǇǇŜŀƭƛƴƎ ǘƻ ŎŀƭƭŜǊǎΩ ŜƳƻǝƻƴǎ ŀƴŘ ōŜƛƴƎ ǊŜǎǇƻƴǎƛǾŜ ǘƻ ǘƘŜƛǊ 
ǊŜǉǳŜǎǘΣ ƴƻƴǇǊƻŬǘǎ Ŏŀƴ ƎŜƴŜǊŀǘŜ ŀŘŘƛǝƻƴŀƭ Řƻƴŀǝƻƴǎ ƻǾŜǊ 
ǘƘŜ ǇƘƻƴŜΦ ²ƘŜƴ ŀƴ ŀǇǇǊƻǇǊƛŀǘŜ ŀǎƪ ƛǎ ǿƻǊƪŜŘ ƛƴǘƻ ǘƘŜ Ŏƻƴπ
ǾŜǊǎŀǝƻƴ ōŜŦƻǊŜ ŜƴŘƛƴƎ ǘƘŜ ŎŀƭƭΣ ƛƴōƻǳƴŘ ŎƻƴǘŀŎǘ ŎŜƴǘŜǊǎ Ŏŀƴ 
ōŜ ŀƴ ŜȄǘǊŜƳŜƭȅ ŜũŜŎǝǾŜ ŦǳƴŘǊŀƛǎƛƴƎ ŦǳƴŎǝƻƴ ŀƴŘ ƴƻǘ Ƨǳǎǘ ŀƴ 
ƻǾŜǊƘŜŀŘ ŎƻǎǘΦ  
¢Ƙŀƴƪ ȅƻǳ ŦƻǊ ȅƻǳǊ ƎƛƊΗ 
! ŘƻƴƻǊ ŘƻŜǎƴΩǘ ƘŀǾŜ ǘƻ Řƻ ǘƘŜ ŘƛŀƭƛƴƎ ǘƻ ǎǘŀǊǘ ŀ ŎƻƴǾŜǊǎŀǝƻƴΦ 
bƻƴǇǊƻŬǘǎ Ŏŀƴ ŀƭǎƻ ǳǎŜ Ŏŀƭƭ ŎŜƴǘŜǊǎ ǘƻ ƳŀƪŜ ƻǳǘōƻǳƴŘ ǘƘŀƴƪ 
ȅƻǳ ŎŀƭƭǎΣ ǿƘƛŎƘ Ŏŀƴ ƘŜƭǇ ōǳƛƭŘ ǎǘǊƻƴƎŜǊ ǊŜƭŀǝƻƴǎƘƛǇǎ ŀƴŘ ƛƴπ
ŎǊŜŀǎŜ Řƻƴŀǝƻƴǎ ƛƴ ǘƘŜ ƭƻƴƎ ǊǳƴΦ ¢Ƙƛǎ ǎƻƭǳǝƻƴ ǳǎŜǎ ǎǘǊŀǘŜƎƛŎ 
ǎŎǊƛǇǝƴƎΣ ŀ ǎŜƭŜŎǝǾŜ ŎŀƭƭŜǊ-ŀǎǎƛƎƴƳŜƴǘ ǇǊƻŎŜǎǎ ŀƴŘ ƻǘƘŜǊ ōŜǎǘ 
ǇǊŀŎǝŎŜǎ ǘƻ ƘŜƭǇ ƴƻƴǇǊƻŬǘǎ ǎǘǊŜƴƎǘƘŜƴ ǊŜƭŀǝƻƴǎƘƛǇǎ ƻǾŜǊ ǘƘŜ 
ǇƘƻƴŜΦ aŀƴȅ ŘƻƴƻǊǎ ŜȄǇŜŎǘ ŀ Ŏŀƭƭ ǘƻ ōŜ ŀ ǎƻƭƛŎƛǘŀǝƻƴΣ ǎƻ Ŏŀƭƭπ
ƛƴƎ ǿƛǘƘƻǳǘ ŀƴ ΨŀǎƪΩ ƛǎ ŀ ƎǊŜŀǘ ǿŀȅ ŦƻǊ ŀ ƴƻƴǇǊƻŬǘ ǘƻ ǎǘŀƴŘ ƻǳǘ 
ŀƴŘ ƛƴǎǇƛǊŜ ŘƻƴƻǊǎΦ .ȅ ƛƳǇƭŜƳŜƴǝƴƎ ǘƘƛǎ ǎǘǊŀǘŜƎȅΣ ƴƻƴǇǊƻŬǘǎ 
ƘŀǾŜ ǎŜŜƴ ŀ ро ǇŜǊŎŜƴǘ ƘƛƎƘŜǊ ǘƘŀƴ ŀǾŜǊŀƎŜ ƎƛƊ ŀƳƻǳƴǘ ƛƴ 
ǎǳōǎŜǉǳŜƴǘ ŘƻƴŀǝƻƴǎΦ  
wŜƎŀǊŘƭŜǎǎ ƻŦ ǘƘŜ ǘȅǇŜǎ ƻŦ Ŏŀƭƭǎ ȅƻǳǊ ƴƻƴǇǊƻŬǘ ǘȅǇƛŎŀƭƭȅ ǊŜπ
ŎŜƛǾŜǎΣ ŜǾŜǊȅ ƻǊƎŀƴƛȊŀǝƻƴ Ŏŀƴ ōŜƴŜŬǘ ŦǊƻƳ ŎƻƴǘŀŎǘ ŎŜƴǘŜǊǎ 
ǘƘŀǘ ŘŜƭƛǾŜǊ ǇŜǊǎƻƴŀƭƛȊŜŘ ŀƴŘ ǎŜǊǾŜ ŀ ǎǘǊŀǘŜƎƛŎ ǊƻƭŜ ƛƴ ȅƻǳǊ 
ƻǾŜǊŀƭƭ ŦǳƴŘǊŀƛǎƛƴƎ ŜũƻǊǘǎΦ ¢ƻ ƭŜŀǊƴ ƳƻǊŜΣ ƛƴŎƭǳŘƛƴƎ Ƙƻǿ ŀ ǇŜǊπ
ǎƻƴŀƭ ŎƻƴƴŜŎǝƻƴ Ŏŀƴ ƛƳǇǊƻǾŜ ŦǳƴŘǊŀƛǎƛƴƎ ŦƻǊ ȅƻǳǊ ƴƻƴǇǊƻŬǘΣ 
ŎƘŜŎƪ ƻǳǘ aŜǊƪƭŜ waDΩǎ WŀƴǳŀǊȅ ōƭƻƎ ǇƻǎǘΦ   

https://www.facebook.com/MerkleRMG
https://twitter.com/MerkleRMG
http://www.linkedin.com/groups/Merkle-RMG-4564748?trk=myg_ugrp_ovr
http://merkleresponse.com/blog/articles/benefits-customized-contact-center-solutions


 

 

I wanted to begin our Customer Service Spotlight by informing all of you that I  
recently celebrated my 10 year anniversary with the Merkle Response Management 
Group! Time truly does fly by when youôre having fun! 
 
I have had the pleasure of working with the best non-profit, government, and  
commercial clients in the world over the past 10 years and many of you reading this  
article are not only my clients but my trusted partners and friends.  I am thankful for 
each of you and the relationships we have developed over the years. 
In addition to working with over 200 clients, I also have the pleasure of working with 
575 employees that also care very much about you and the work they perform for 
your organization. 
 
While we have had a solid Account Management strategy over the years, itôs time to take a new look at that 
strategy. One goal is to increase our Account Managersô level of expertise within our industry. I want our em-
ployees to become experts in this area so we can exceed your expectations and not be complacent with just 
meeting them. 
 
I am currently interviewing several of the finest Client Service Consulting companies in the country and expect 
to hire a firm soon.  They will assist us in developing a road map that will not only redefine the way we look at 
customer service, but also help us revolutionize the way we think, react, train, and provide service back to you. 
I am looking forward to keeping you updated throughout the year with our progress as well as the delivering the 
end result.  Outstanding customer service. 
 

aŜƳƻǊƛŀƭ 5ŀȅ -  
aƻƴŘŀȅΣ aŀȅ олΣ нлмс 
 

5ƛŘ ȅƻǳ ƪƴƻǿ ǘƘŀǘ waD ǘǊŀŎƪǎ ǘƘŜ ŘŜƭƛǾŜǊŀōƛƭƛǘȅ ƻŦ ƻǳǊ ¦{t{ ǇƛŎƪ ǳǇ ƭƻŎŀǝƻƴǎ ōȅ ǇƭŀŎƛƴƎ ǎŜŜŘǎ ƛƴ 
ǘƘŜ Ƴŀƛƭ ŦƻǊ ȅƻǳǊ ƻǊƎŀƴƛȊŀǝƻƴǎΚ 9ŀŎƘ ƳƻƴǘƘΣ Ƴȅ ǘŜŀƳ ǎŜƭŜŎǘǎ ŎƭƛŜƴǘǎ ŀƴŘ ǿŜ Ƴŀƛƭ ŦǊƻƳ ŘƛũŜǊŜƴǘ 
ŘǊƻǇ ƻũ ƭƻŎŀǝƻƴǎ ŀƴŘ ǘƘŜƴ ǘǊŀŎƪ ǘƘŜ ǝƳŜ ƛǘ ǘŀƪŜǎ ǘƻ ǊŜŎŜƛǾŜ ǘƘŜ ŜƴǾŜƭƻǇŜǎ ōŀŎƪ ŀǘ waDΦ ²Ŝ ƴƻǘ 
ƻƴƭȅ ǘǊŀŎƪ ŬǊǎǘ Ŏƭŀǎǎ Ƴŀƛƭ ōǳǘ .w9 Ƴŀƛƭ ŀǎ ǿŜƭƭΦ ²Ŝ ŀǊŜ ŎƻƳǇƛƭƛƴƎ ƳƻƴǘƘΩǎ ǿƻǊǘƘ ƻŦ Řŀǘŀ ƻƴ 
ŀǾŜǊŀƎŜ ŘŜƭƛǾŜǊŀōƛƭƛǘȅ ǝƳŜ ǎƻ ǿŜ Ŏŀƴ ƘŜƭǇ ƻǳǊ ŎƭƛŜƴǘǎ ƳŀƪŜ ƛƴŦƻǊƳŜŘ ŘŜŎƛǎƛƻƴǎ ŀōƻǳǘ ǘƘŜ Ǉƻǎǘŀƭ 
ŦŀŎƛƭƛǝŜǎ ǘƘŜȅ ǎƘƻǳƭŘ ōŜ ǿƻǊƪƛƴƎ ǿƛǘƘΦ ²Ŝ ōŜƭƛŜǾŜ ŀǎ Ƴŀƴȅ ƻŦ ȅƻǳ Řƻ ǘƘŀǘ ǘƘŜ ŀǾŜǊŀƎŜ ƭŜƴƎǘƘ ƻŦ 
ŘŜƭƛǾŜǊŀōƛƭƛǘȅ ŀōǎƻƭǳǘŜƭȅ Ƙŀǎ ŀƴ ŜũŜŎǘ ƻƴ ǘƘŜ ŘƻƴƻǊ ŜȄǇŜǊƛŜƴŎŜΦ ²Ŝ ǿŀƴǘ ǘƻ ƎŜǘ ǘƘŜ 
ŀŎƪƴƻǿƭŜŘƎƳŜƴǘ ƛƴ ǘƘŜ Ƴŀƛƭ ŀǎ ǉǳƛŎƪƭȅ ŀǎ ǇƻǎǎƛōƭŜ ŀƴŘ ƘŀǾƛƴƎ ǘƘƛǎ ǘȅǇŜ ƻŦ Řŀǘŀ ŀǘ ȅƻǳǊ ŬƴƎŜǊǝǇǎ 
Ŏŀƴ ŀƭƭƻǿ ǳǎ ŀƭƭ ǘƻ ƳŀƪŜ ¦{t{ ƭƻŎŀǝƻƴ ŘŜŎƛǎƛƻƴǎ ƳǳŎƘ ŜŀǎƛŜǊ ŀƴŘ ƭŜǎǎ ǝƳŜ ŎƻƴǎǳƳƛƴƎ ǘƘŀƴ 
ǘŜǎǝƴƎ ŘƛũŜǊŜƴǘ ƭƻŎŀǝƻƴǎΦ !ƊŜǊ ŎƻƭƭŜŎǝƴƎ ǎŜǾŜƴǘŜŜƴ ƳƻƴǘƘǎ ƻŦ ŘŀǘŀΣ ǘƘŜ ŀǾŜǊŀƎŜ ŘŜƭƛǾŜǊŀōƛƭƛǘȅ 
ǝƳŜ ŦǊƻƳ Ƴŀƛƭ ŘŀǘŜ ǘƻ ǊŜŎŜƛǇǘ ŘŀǘŜ ŀǘ waD ŦƻǊ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ¦{t{ ƭƻŎŀǝƻƴǎ ƛǎ ōŜƭƻǿΥ  

.ŀƭǝƳƻǊŜ a5 ς рΦт Řŀȅǎ 

.ǊŜƴǘǿƻƻŘ ό5/ύ ς уΦл Řŀȅǎ 

aŜǊǊƛŬŜƭŘ ±! ς уΦн Řŀȅǎ 

IŀƎŜǊǎǘƻǿƴ a5 ς пΦо Řŀȅǎ 

DǊŜŜƴŎŀǎǘƭŜ t! ς нΦу Řŀȅǎ 

tŀƎŜ н 



 

 

tŀƎŜ о 

Recurring gift programs simplify giving for donors and 
increase donor retention and lifetime value for 
nonprofits. As a result such sustainer programs have 
grown in popularity, but to maximize their effectiveness 
they also require a comprehensive sustainer processing 
and management solution to support them. Sustainer 
programs present both unique and familiar challenges, 
including accepting sign-ups through multiple channels, 
effectively dealing with donorsô desire to set their own 
giving schedules, securely handling credit card and EFT 
charges, and properly acknowledging gifts in a timely 
manner. 
 
Merkle RMG now offers a complete sustainer 
processing and management solution that supports 
multi-channel sign-up and update capabilities, flexible 
giving schedule options, a robust processing engine and 
database, timely donor acknowledgment, donor service 

support via our contact center, and comprehensive 
reporting. 
 
The centerpiece of our solution is our new custom-
developed software application called Aeon.  Our Aeon-
based solution supports recurring gift set-up via phone, 
mail, online, and file upload; complete flexibility for giving 
frequency and amount; donor information and giving 
updates (including suspends); multiple pay types; credit 
card updating; exceptions identification and handling; 
triggered acknowledgments via e-mail, letter, or phone; 
and customizable reporting. 
 
Please contact your Account Manager to learn more 
about Aeon and how our turnkey sustainer management 
solution can help you effectively 
manage and grow your recurring 
gift program.  

hǳǊ ǊŜŎƻƳƳŜƴŘŜŘ ǎŎŀƴ ǎǇŜŎƛŬŎŀǝƻƴǎ ŀǊŜ ŘŜǎƛƎƴŜŘ ǘƻ ƳŀȄƛƳƛȊŜ ǘƘŜ ǉǳŀƭƛǘȅ ƻŦ ŎƘŀǊŀŎǘŜǊ ǊŜŎƻƎƴƛǝƻƴ ŀƴŘ ƭƛƳƛǘ ǘƘŜ Ŏƻǎǘǎ ŦƻǊ ǎŎŀƴ 
ƭƛƴŜ ǊŜǇŀƛǊ ŀƴŘ Ƴŀƴǳŀƭ Řŀǘŀ ŎŀǇǘǳǊŜΦ .Ŝƭƻǿ ŀǊŜ ǘƘŜ ǇǊƛƳŀǊȅ ǘŀƪŜŀǿŀȅǎ ŦǊƻƳ ƻǳǊ {Ŏŀƴ {ǇŜŎƛŬŎŀǝƻƴǎ ŘƻŎǳƳŜƴǘΦ 
5ƻŎǳƳŜƴǘ /ƻƴǎǘǊǳŎǝƻƴ wŜǉǳƛǊŜƳŜƴǘǎΥ 

¶ [ŜŀǾŜ мκп ƛƴŎƘ ƻŦ ²ƘƛǘŜ ǎǇŀŎŜ ŀǊƻǳƴŘ ǎŎŀƴ-ƭƛƴŜ  

¶ tǊŜŦŜǊǊŜŘ ǿƘƛǘŜ ōŀŎƪƎǊƻǳƴŘ ōŜƘƛƴŘ Řŀǘŀ όǊŜŦŜǊ ǘƻ ȅƻǳǊ ǇǊƛƴǘ ǾŜƴŘƻǊ ŦƻǊ ŀǇǇǊƻǾŜŘ ŘǊƻǇ ƻǳǘ ŎƻƭƻǊǎύ 

¶ tŀǇŜǊ ²ŜƛƎƘǘκ{ƛȊŜκaŀǘŜǊƛŀƭ 

ß мс ǘƻ он ƭōΦ 

ß aŀȄƛƳǳƳ ǎƛȊŜ мм · мтϝϝ ƛƴŎƘŜǎΣ aƛƴƛƳǳƳ ǎƛȊŜ нΦр · нΦмс ƛƴŎƘŜǎ   

ß [ŜŀŘƛƴƎ ŜŘƎŜǎ Ƴǳǎǘ ōŜ ǎǉǳŀǊŜŘ όƛΦŜΦ ƴƻ ǊƻǳƴŘŜŘ ŜŘƎŜǎύ 

¶ bƻ ǇǳƴŎƘ ƻǳǘ ǎŜŎǝƻƴǎ ƻƴ ǘƘŜ ǊŜǇƭȅ ǇƻǊǝƻƴ ƻŦ ǘƘŜ ŘƻŎǳƳŜƴǘΦ όƛΦŜΦ ƳŜƳōŜǊǎƘƛǇ ŎŀǊŘǎύ 

¶ 9ƴǎǳǊŜ ǘƘŀǘ ŀƴȅ ŀǊŜŀǎ ŦƻǊ ǎƛƎƴŀǘǳǊŜǎΣ ŜƴŘƻǊǎŜƳŜƴǘǎ ƻǊ ƻǘƘŜǊ ƛǘŜƳǎ Řƻ ƴƻǘ ƛƴǘŜǊŦŜǊŜ ǿƛǘƘ ǘƘŜ ǇǊŜ-ǇǊƛƴǘŜŘ ǎŎŀƴ ƭƛƴŜ 

¶ hǊƛŜƴǘŀǝƻƴ ƻŦ ǘƘŜ {ŎŀƴƭƛƴŜ ǎƘƻǳƭŘ Ŧƻƭƭƻǿ ǘƘŜ ŘƻŎǳƳŜƴǘ ƻǊƛŜƴǘŀǝƻƴ όƛΦŜΦ Řƻ ƴƻǘ ǇƭŀŎŜ ŀ {ŎŀƴƭƛƴŜ ǾŜǊǝŎŀƭ ƛŦ ǘƘŜ  
 ŘƻŎǳƳŜƴǘ ƛǎ ƘƻǊƛȊƻƴǘŀƭΦ 

¶ {ŀƳŜ Ŧƻƴǘ ǎƛȊŜ ǎƘƻǳƭŘ ōŜ ǳǎŜŘ ŦƻǊ bŀƳŜ ŀƴŘ ŀŘŘǊŜǎǎ ŀǎ ǳǎŜŘ ŦƻǊ ǘƘŜ {ŎŀƴƭƛƴŜ όƳƛƴƛƳǳƳ ƻŦ мл ǇƻƛƴǘύΦ 
{Ŏŀƴ-ƭƛƴŜ /ƻƴǎǘǊǳŎǝƻƴ wŜǉǳƛǊŜƳŜƴǘǎ Υ 

¶ Cƻƴǘ ǎƛȊŜ ǎƘƻǳƭŘ ōŜ ŀ ƳƛƴƛƳǳƳ ƻŦ мл Ǉƻƛƴǘ bƻƴ 9ȄǘŜƴŘŜŘΣ ŬȄŜŘ ǎǇŀŎƛƴƎ   

¶ .ƭŀŎƪ ŎƻƭƻǊΣ ƴƻƴ-ōƻƭŘ ǘȅǇŜ 

¶ !ǇǇǊƻǾŜŘ ŦƻƴǘǎΥ   

ß OCR A   
ß OCR B   

¶ {Ŏŀƴ-ƭƛƴŜ ŦƻǊƳŀǘ Ґ L5І Ҍ Ƴŀƛƭ ŎƻŘŜ Ҍ ŎƘŜŎƪ ŘƛƎƛǘ όƛŦ ŎƘŜŎƪ ŘƛƎƛǘ ƛǎ ŀǾŀƛƭŀōƭŜύ ǿƛǘƘ н-о ǎǇŀŎŜǎ ǎŜǇŀǊŀǝƴƎ ŬŜƭŘǎΦ  

ß bƻǘŜ- LŦ ȅƻǳ ŀǊŜ ƴƻǘ ŀōƭŜ ǘƻ ŀŘƘŜǊŜ ǘƻ ǘƘŜ ŀōƻǾŜ ŦƻǊƳŀǘ- ǇƭŜŀǎŜ ŎƻƴǘŀŎǘ ȅƻǳǊ ŀŎŎƻǳƴǘ ƳŀƴŀƎŜǊκLƳǇƭŜƳŜƴǘŀǝƻƴ ŦƻǊ ŦǳǊπ
ǘƘŜǊ ŘƛǎŎǳǎǎƛƻƴΦ  

¶ 5ƻ ƴƻǘ ǎǘŀŎƪ ƻǊ ǎǇƭƛǘ ǎŎŀƴ ƭƛƴŜǎ  

¶ 5ƻ ƴƻǘ ǳǎŜ ŘŀǎƘŜǎΣ ǎƭŀǎƘŜǎ ƻǊ ǎȅƳōƻƭǎ ƛƴ ǘƘŜ ǎŎŀƴ ƭƛƴŜ 

¶ /ƘŜŎƪ ŘƛƎƛǘ ǊƻǳǝƴŜǎ ǎǘǊƻƴƎƭȅ ǊŜŎƻƳƳŜƴŘŜŘ ŦƻǊ ǾŀƭƛŘŀǝƻƴ ƻŦ ǘƘŜ ŜƴǝǊŜ ǎŎŀƴ ƭƛƴŜ 


