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Global dataVPN Operators

Focus

Telemark's message to global dataVPN service providers is ‘to do well on what matters most to
customers’ and ‘do it better than the competition’. For this reason it ranks customer priorities in
order of importance. It further measures customer satisfaction of eight global service providers on
each of these importance criteria, which are referred to as service attributes. Finally, it determines
areas of low relative satisfaction with high customer importance and recommends that operators

focus efforts in these areas to raise their competitive position.

According to Dr. Kerry Tomlinson, report author, “a ‘priority for improvement’ occurs where

customer satisfaction results are markedly below the competition in areas of high customer

importance.”

Improve Overall Customer Satisfaction

Service providers can view their own results in a chart that positions the 32 service attributes in
four groups Focus, Compete, Manage and Monitor. Satisfaction is mapped against the customer
priorities. Lists of priorities for improvement, per operator, are determined by calculating which

performances are having the most detrimental impact on the Overall CSI (Customer Satisfaction
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Index). The CSl is made up of a ‘Minds' and ‘Hearts’ component reflecting how customers think

and feel.

Results per Operator

Operator priorities are ranked from the most
detrimental to the least, in terms of their
relative influence on the ‘Minds’ component of
the Overall CSI. By and large, those located in
the FOCUS group of the scatter chart take
precedent over those located in the other
groups (see figure 1). The table highlights the
top 3 recommended priorities for improvement

for each operator (see figure 2).
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Figure 1: Market Priorities for Improvement
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Installation

Requirements E

B Network Reliability
+ International Performance
& Secure Data Transfer
x Adequate Data Throughput
+ Network Availability
=24 Hour Transparent Maintenance
© End to End Network Management
£ Operational Guarantees
m Prior Pilot Installation
+ Installation Mot Disrupting
& Third Party Equipment Integration
« Installation on Schedule
+ Installation Guarantees
= International Installations
W Fault Reporting Process
+ General Helpdesk Provision
Technical Support
Supportin Local Language
Single Point of Contact
~ Notification of Network Problems
Mew Product and Service Info
» Yalue for Money
B Understandable Tariffs
® Understanding Requirements
+ Ability to Meet Requirements
& Geographical Reach End to End
* Reaching Difficult Locations
+ Long Term Relationship
No Hidden Extras in Bills
Accurate Bills
Billing at Cost Centre
Bills in Currency of Choice

Operator Top Three Priorities for Improvement
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No Hidden Extras Accurate Bills Secure Data Transfer

Billing at Cost Centre Secure Data Transfer Installation Guarantees
Cable & Wireless

ccurate Bills Value for Mone Fault Reporting Process

Installation not Disrupting Secure Data Transfer Ability to Meet Requirements
ge Business Services

Accurate Bills
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Understanding Single Point of Contact

~ Requirements

Notification of Network
“) Problems
2
Network Availabilit Network Reliabilit Adequate Data Throughput
Verizon Business
™~ Value for Money

Fault Reporting Process Ability to Meet Requirements

24 Hour Transparent
Maintenance

End to End Management

Figure 2: Market Priorities for Improvement
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