
A Sentinel That Redefines Customer Satisfaction 
 
Wouldn’t it be nice if, any time a waiter ignored you at a restaurant, you could press a button and 
someone would appear and solve the problem? Conversely, suppose the woman who designed your 
marketing plan did an exceptionally good job and treated you like a valued customer; wouldn’t you 
love to press that same button so that her boss would know what a valuable worker she is? 
 
In many ways, that’s what Sentinel Customer Assurance Satisfaction System does for Xerox clients. 
It’s an efficient, fast way for customers to communicate issues in real time, so we can quickly 
respond. 
 
The concept for Sentinel began when Vince Vaccarelli and Barbara von Bergman of our marketing 
research team were charged with finding a breakthrough customer satisfaction solution. They 
discovered the foundation in Stephan Haeckel’s landmark book, Adaptive Enterprise. 
 
At the time, 20-question, periodic surveys were the primary way Xerox, and other companies, gained 
customer insight. The trouble was, the insight came only once or twice a year and often after the 
fact. By that time, the damage to the relationship may have been irreversible. 
 
Haeckel’s book encouraged a more immediate approach: Use technology to go out and continuously 
scan the client environment, identify problems, and respond quickly. Xerox operationalized this 
concept to create Sentinel. 
 
“Sentinel is great at uncovering problems early, and that’s the key to maintaining great customer 
relationships,” said Andrew Morrison, vice president of Worldwide Delivery in Global Document 
Outsourcing. “However, we’ve learned that our customers use Sentinel to tell us what a great job our 
people are doing for them. They do this a lot.” 
 
“Instead of reaching out to our customers with 20 questions, Sentinel asks our customers to tell us, in 
their own words, what is on their mind,” Barbara explained. “Then we can respond. If there’s a 
problem, tell us, and we’ll take care of it. If it’s a compliment, we make sure 
our people know.” 
 
Basically, Sentinel connects, via email, to large numbers of end users at 
specific accounts. Users click on a frowning face icon if there’s a problem, a 
smiley face icon if they’re particularly pleased, and a light bulb if they have a 
suggestion. No response means everything is going well. If the user clicks a 
frowning face, the issue is immediately routed to a designated “problem 
solver” for follow up. 
 
“The traditional satisfaction rating scales, between 1 and 10, could be 
interpreted differently in different cultures. A happy face and a frowning face emoticon is clearly 
understood by everyone in 
the world,” Barbara said.       
 
 

Author Steve 
Haeckel writes 
about the 
development of 
Sentinel in this 
excerpt from “The Post  
Industrial Manager.” 

http://omqrvtqm.apollohosting.com/senseandrespond.com/downloads/MMPIMFINAL.pdf�
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From Grass Roots to Great Success 
 
What began as a grass roots movement, with Barbara and 
her crew selling the concept from account 
team to account team, has now gained global adoption. 
Today, Sentinel supports 130,000 end users in 
nearly 300 accounts worldwide, and is translated into 12 
different languages. Xerox now owns an 
intellectual property patent on the system, which validates 
its unique position in the market. Sentinel is 
now part of Global Document Outsourcing’s Global Services 
Delivery Model, which delivers consistent, 
world class, industry standard services to their clients. We 
also use it internally for employee 
feedback. (See how the WebBoard uses Sentinel.) 
 
“The positive feedback we receive is just as valuable as the 
problems. Clients tell us about 
employees who worked through the night or went above-
and-beyond to get a project done,” Barbara 
said. “Some of those stories would bring tears to your eyes.” 
 
According to Barbara, this flow of communication both strengthens client relationships and brings 
recognition to Xerox employees whose efforts may have otherwise gone unnoticed. 
 
“Our employees know that their hard work is noticed and appreciated,” Barbara said. “That reinforces 
good work – and lets them know that what they do and how they do it matters.” 
 
Barbara, Jennifer Faneuff, and the GDO team continually present the tool to Xerox account 
managers and clients. In addition, the team is working with ACS leadership to identify accounts that 
can benefit from Sentinel. 
 
“Sentinel is a supplement to more traditional surveys and customer satisfaction measures, and not a 
replacement,” said Liliana Samaniego, vice president of GDO Delivery Excellence. “However, this tool 
has made an impact on its own. Many account managers say that Sentinel has influenced a client’s 
decision to renew a contract or expand the business.” 
 
Every year, the list of testimonials grows longer. 
 
“Every client who has Sentinel appreciates it,” Barbara said. “It’s easy to use, easy to implement, 
and it has become a differentiator for us. We have clients who say, ‘I can’t believe you’re willing to do 
this.’ It’s like having an open kitchen at a restaurant. It shows we have nothing to hide.” 
 
Look for more success stories and smiley faces to come. 
 
This article was first published on the Xerox WebBoard, Xerox’s internal Web site for news and 
information for Xerox employees. 

 
Barbara von Bergman, co-inventor 
and program manager for Sentinel: 
“The positive feedback we receive is 
just as valuable as the problems.” 
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