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Observations from Customer
Analytics for a Consulting Firm

- Selected Comparisons Between Private and State-Owned Customers -

VALUEMETRIX

Selected Comparisons Between a Consulting Firm’s Private and State-Owned Customers

* Private customers give
higher survey scores

* Private customers yield
higher margins

* Neither private nor state-
owned customers show
linkages between margins
and scores
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Private customers give higher CUSTOMER SATISFACTION scores ...
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... and higher IMAGE scores ...
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... and higher scores for SUPPLIER ATTRACTIVENESS ...
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... and higher scores for the CONSULTANTS...

ALL RESPONSES = -
Private Customers > -
State-Owned Customers = -
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... and higher COMPETENCY scores for the consultants...
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... and the private customers yield higher MARGINS than the state-owned customers ...

ALL RESPONSES = -
Private Customers > -
State-Owned Customers = -
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Sesees
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... yet there are no linkages between Margins and Satisfaction for ALL RESPONDENTS ...
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... and no linkages between Margins and Satisfaction for PRIVATE CUSTOMERS ...

Sanfaction in general vs. Margin
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... and no linkages between Margins and Satisfaction for STATE-OWNED CUSTOMERS
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