
By Tom Schuman

Measuring customer loyalty
and its impact on business
success is the focus for the
Walker Information team.
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T
he premise is straightforward: A company must have
sound customer relationships to succeed. Making
that premise a reality is often easier said than done.

Helping businesses and organizations accomplish
that task for the last 68 years has been Walker
Information. Steve Walker is chairman, president

and CEO of the company that was founded by his grandmother,
Dorothy “Tommie” Walker, in 1939 and later led for many years by his father, Frank.

The company is best described as a research and consulting firm. Walker explains the nature
of the work and the competitiveness within the industry.

“What we do is really a social science. The techniques come out of academia, but what we’ve
done is brought a discipline and science,” he says. “We work off the best in academia and bring
a practical application to it.”

The competition comes from traditional research companies (Gallup, Harris, etc.) technology
driven firms that offer software solutions for customer relationship management and consulting
organizations (Bain & Company and McKenzie Consulting among the most well-known).

Walker’s advantages include:
• Over research companies: “We are totally focused on customer

loyalty. We don’t do taste tests or product research.”
• Against software solutions: “We can use other technologies.

It’s what you do with the information to make something
happen in business; that’s where the software companies
are deficient.”

• Side-by-side with the major consultants: “We’re less
expensive, and we know more on this subject matter than
they do from having done this for so many years. Our
focus, our knowledge base and experience, and our people
and technology are ways we differentiate ourselves.”

Through research and data analysis, Walker Information
can provide an indicator of future performance, but also diagnose and prescribe how to generate
improvement. 

Walker offers, “Once you understand how a system works, you can go in and change it.
Technology has totally revolutionized our ability to store and organize data. That helps our
clients – as the only way to run a successful business and sustain it is to have good customer
relationships.”

Getting involved
Walker earned his bachelor’s degree in business and accounting from Boston University. He

worked for several East Coast companies and at Walker offices in Phoenix and San Francisco
before returning home. Having been around the business since he was a child, “It was pretty
much in my blood.”

Frank Walker’s philosophy was for his son to experience some business success (and challenges)
in his career before starting on a leadership track at the family firm. Both Frank and Tommie Walker
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“I believe the ultimate solution in health and
human services rests with economic development
and the free enterprise system.”
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also served as role models in the area of community service. 
“Dad believes you can be involved in the community and

make a difference. My grandmother was that way too,” Walker
recalls. “The more I get involved in things that you think have
nothing to do with business, the more good things that come
back to our business. In the big picture, it (community involvement)
has everything to do with business. My dad taught me that
also. It just took a long time for me to realize it.”

Walker, following in his father’s footsteps, has been on the
Indiana Chamber board of directors since 2002. He has also
served business associations at the local and national levels, as
well as enjoyed active participation in a variety of Central
Indiana community activities. The example filters down
throughout the company as Walker Information is an annual
leader in United Way donations (per company size) and, at last
count, employees volunteer their time and resources at more
than 200 organizations.

“Social services, health and human services; they are my
passion, what turns me on,” Walker discloses. “I believe the
ultimate solution in health and human services rests with economic
development and the free enterprise system. We need to transfer
some of the approaches of business into non-profits in delivery
of services and continue to grow the pie through business success.”

Power of the people
Whether at work or in the community, it’s people who

matter to Walker and energize his efforts.
“The colleagues I work with on a day-to-day basis; if we

didn’t work together, we’d be best friends. We’re very lucky to
have the type of clients we work with.” In his community
involvement, he says, “I want to be around people who see
possibilities, people who are positive, upbeat.”

Walker is among the driving forces behind the current
Accelerating Growth in Indiana’s Mid-Market Companies study, an
Indiana Chamber foundation project. The focus is what can be
done to assist already successful Indiana-based organizations.

“The people with these companies support the United Way,
sit on the school board, coach in Little League and more. It’s really
intriguing that nobody has ever studied what impact existing
mid-market companies (with between $5 million and $100
million in annual sales for the purpose of this study) have, in
this case, on the economic development interests of our state.

“I can’t help but think that the knowledge and information
set we’re gathering will help them grow faster,” he concludes,
“make them more loyal to their Indiana roots and encourage
them to invest and expand their businesses in Indiana.”
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