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Microsoft Customer Satisfaction Index Results 

Survey Period:  Jan - Mar, 2009 

Company:  Transpara Corporation 

Prepared:  March 16, 2009 09:32 AM 

Overview  
These five areas represent Transpara’s Key Performance Indicators (KPIs) for customer satisfaction: 

NSAT, Customer Typology, Revenue Impact, Loyalty and Overall Performance. 

 

NSAT (Net Satisfaction) 

The NSAT score is a standard for measuring customer satisfaction and is based on the results from the 
most recently completed survey cycle.  

 NSAT = Very Satisfied % - (Somewhat Dissatisfied % + Very Dissatisfied %) + 100  

Customer Loyalty Segmentation 

The Customer Loyalty Segmentation maps the health 

of your customer base and breaks it into four 

categories: Champions, Moral Supporters, Captives, 

and Rebels.  Two questions are used for this 

calculation: Likelihood to Recommend and Likelihood 

to Repurchase. 

 Champions: Those who are likely to 

recommend and likely to repurchase.  

 Moral Supporters: Those who are likely to 

recommend, but unlikely to repurchase. 

 Captives: Those who are unlikely to 

recommend, but likely to repurchase. 

Captives are locked into a solution, generally 

for financial constraints. 

 Rebels: Those who are unlikely to 

recommend and unlikely to repurchase. 
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Revenue Impact  

The revenue impact analysis measures whether 

your customer’s future purchase levels will be 

higher, the same, or lower.  The first question 

asks: assuming performance remains the same as 

it is now, do you expect your company's future 

purchase levels will be higher/lower/same as in 

the past?  The second question asks: assume that 

performance improves to your satisfaction. Do 

you expect your company's future purchase levels 

will be higher/lower/same as in the past? 

 The percent of your customers indicating 

that their future purchase levels will be 

higher, the same, or lower for each 

question. 

 The Potential Revenue Impact If performance improves shows the Net Increase in revenue due 

to improvements made through customer satisfaction. 

Loyalty 

Definition: Customer loyalty is 

measured using four questions: 

overall satisfaction, likelihood to 

recommend your company, 

likelihood to repurchase from 

your company, and the 

competitive advantage your 

company provides. 

 Satisfaction shows the 

percent very satisfied 

(scores 3 or 4 on a 4-

point scale). 

 Recommend and 

Repurchase shows the percent who definitely or probably would (scores 4 or 5 on a 5-point 

scale). 

 Competitive Advantage shows the percent indicating your company shows a big or vital 

advantage over competitors (scores 4 or 5 on a 5-point scale). 

 Areas for Improvement / Areas of success: uses a mathematically driven algorithm to identify 

your strengths and weaknesses. It incorporates importance and performance. 
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Overall Performance 

The percent of your customers 

indicating that your company's 

overall performance is 

outstanding or exemplary for 

each area. 

 The percent giving your 

company a score of 8 or 

9 on a 9-point scale. 
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Standard Questions 
All surveys include these standard questions, designed by Microsoft. 

1. Transpara Customer Loyalty 

1.1 Satisfaction 

We'd like to ask you about your overall satisfaction with Transpara Corporation. Considering everything 
you know about this company, its relationship with you and its technology products, services, and/or 
support would you say you are: 

 

1.2 Recommend 

Based on your experience, how likely would you be to recommend Transpara Corporation to a friend or 
colleague looking for technology products, services, and/or support? 
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1.3 Repurchase 

For your next similar purchase of technology products, services, and/or support, how likely would you 

be to buy from Transpara Corporation again? 

 

1.4 Competitive Advantage 

In general, how would you rate the competitive advantage provided to your company by using 
Transpara Corporation rather than using any other company that provides similar solutions, services, 
products, support, etc.? 
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2. Transpara Performance 

2.1 Overall Performance 

 

2.2 Ease of doing business with  
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2.3 Quality of communications with your company 

 

2.4 Quality of sales process 
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2.5 Quality of products and/or technical solutions provided  

 

2.6 Quality of support  
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2.7 Value received relative to price paid  

 

2.8 Transpara Corporation's ability to meet your specific business needs  
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3. Transpara Areas for Improvement 
What one thing can Transpara Corporation do to best improve its effectiveness at meeting your total 

needs? 

Answer Response Date 

Transpara has met our needs and exceeded our expectations. They have been 
quick to respond with additions we requested that were specific to our line of 
business. 

3/11/2009 4:23:48 PM 

Nothing. Transpara goes above and beyond to meet our needs. 3/9/2009 4:34:59 PM 

Keep doing what they are doing now 3/13/2009 6:35:32 AM 

Work more closely with us to improve Visual KPI security and browser 
functionality. Most corporate clients use Blackberries and needing to enter a 
password each time you access VKPI or needing to manually refresh the screen 
is a real pain.  

3/10/2009 12:11:54 PM 

Continued development of requested product enhancements. 3/6/2009 3:35:52 PM 

More Frequent Webinars (Training) 3/10/2009 10:22:51 AM 

Add flexible terms; lease, lease to own, etc. This would make it cheaper in the 
short run when you are trying to build consensus and support 

3/13/2009 10:46:42 AM 

Add more Data Visualization Widgets to its user interface 3/6/2009 4:18:42 PM 

Keep the product simple and affordable 3/6/2009 4:27:31 PM 

Our needs were met. We were able to deploy the application quickly and 
effectively.  

3/6/2009 3:37:11 PM 

exploit the .net framework further 3/10/2009 2:40:15 AM 

Implement new features waiting on Microsoft Silverlight 3/10/2009 7:42:32 AM 

Provide data through some standard integration technology like webparts or 
XML. 

3/10/2009 12:58:52 PM 

Asking for our needs and trying to adapt the software (being proactive) 3/10/2009 6:50:31 AM 

Establish Asia-Pacific system integrator relationships 3/6/2009 6:31:32 PM 

At this point, I am not sure. 3/13/2009 9:13:18 AM 

More on site support 3/6/2009 3:56:10 PM 

Transpara is meeting all of our needs and is an AWESOME product! 3/9/2009 11:20:14 AM 
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4. Transpara Additional Feedback 
Is there any additional feedback about your experience with Transpara Corporation that you'd like to 

share? 

Answer Response Date 

Transparaôs professionalism and support has been outstanding. 3/11/2009 4:23:48 PM 

Transpara has been very responsive and helpful. They are always available when 
we call, and can resolve all issues quickly.  

3/9/2009 4:34:59 PM 

All software companies should aim to provide the support and products at the 
highest level like Transpara does today. 

3/13/2009 6:35:32 AM 

They have a good product and offer surprisingly good support for such a small 
shop. However, their size does give us some cause for concern with regard to 
their ability to support a large deployment. We'll cross that bridge when we come 
to it. Hopefully, their pricing/licensing model will improve as well. 

3/10/2009 12:11:54 PM 

Keep up the good work! 3/13/2009 10:46:42 AM 

Easy to do business with. Access to products pre-sale to demonstrate their value 
was crucial to securing the authorization to purchase. 

3/6/2009 4:18:42 PM 

Exceptional, timely techsupport. The application is easy to configure and use.  3/6/2009 4:27:31 PM 

Very nice product that fills a niche; gets a mobile BI presentation task done well at 
a reasonable cost. Works as advertised!  

3/6/2009 3:37:11 PM 

Very happy with Transpara's product support 3/10/2009 2:11:10 AM 

Transpara has outstanding user support and high reliability. 3/6/2009 3:13:57 PM 

The solution is extremely flexible and effective; as is the staff. 3/10/2009 12:58:52 PM 

excellent experience 3/10/2009 8:45:37 AM 

It's very valuable having the opportunity to talk directly to the Transpara's head for 
help & support 

3/10/2009 6:50:31 AM 

We are very satisfied with Transpara's performance. 3/6/2009 6:31:32 PM 

Without a doubt, high level of energy and passion for helping our company meet 
our objectives. 

3/13/2009 9:13:18 AM 

Transpara is so easy to use and set up. Our management knows immediately 
what is happening when they are not here because Transpara delivers all of our 
Pi information to their blackberries. We LOVE it. 

3/9/2009 11:20:14 AM 
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Optional Questions 
Transpara elected to include additional areas for response.  Questions designed by Microsoft. 

5. Transpara Software 

5.1 SW-Overall Quality 

 

5.2 SW-Ease of installation 
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5.3 SW-Reliability  

 

5.4 SW-Functionality   
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5.5 SW-Ease of use  

 

5.6 SW-Documentation  
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5.7 SW-Ease of upgrading  

 

5.8 SW-Price competitiveness  
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5.9 SW-Ease of registering  

 

5.10 SW-Interoperability  
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6. Transpara Technical Support 

6.1 Tech Suppt-Overall Quality  

 

6.2 Tech Suppt-Adequate global support  
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6.3 Tech Suppt-Time to reach support staff  

 

6.4 Tech Suppt-Technical competency  
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6.5 Tech Suppt-Problem escalation mgmt  

 

6.6 Tech Suppt-Time to resolve problems  
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6.7 Tech Suppt-Price competitiveness  

 

6.8 Tech Suppt-Value received  
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6.9 Tech Support received  

 

Answer Response Date 

E-mail support, On-site support, Telephone support, Web support site 3/11/2009 4:23:48 PM 

E-mail support, Telephone support, Web support site 3/9/2009 4:34:59 PM 

E-mail support, On-site support, Telephone support, Web support site 3/13/2009 6:35:32 AM 

E-mail support, Telephone support 3/10/2009 12:11:54 PM 

E-mail support, Telephone support, Web support site 3/9/2009 5:39:04 PM 

E-mail support, Telephone support 3/6/2009 2:25:37 PM 

E-mail support, On-site support, Telephone support, Web support site 3/6/2009 2:48:45 PM 

E-mail support, Telephone support, Web support site 3/6/2009 3:35:52 PM 

E-mail support, Web support site 3/10/2009 10:22:51 AM 

E-mail support, Telephone support, Web support site 3/13/2009 10:46:42 AM 

E-mail support, On-site support, Telephone support 3/6/2009 4:18:42 PM 

E-mail support, Telephone support 3/6/2009 4:27:31 PM 

E-mail support, Telephone support, Web support site 3/6/2009 3:37:11 PM 

E-mail support, Telephone support, Web support site 3/10/2009 2:40:15 AM 

E-mail support, Telephone support, Web support site 3/10/2009 7:42:32 AM 

E-mail support, Telephone support, Web support site 3/10/2009 2:11:10 AM 

E-mail support, Telephone support, Web support site 3/10/2009 7:59:40 PM 

E-mail support, On-site support, Telephone support, Web support site 3/6/2009 3:13:57 PM 

E-mail support, On-site support, Telephone support 3/10/2009 12:58:52 PM 

E-mail support, On-site support, Telephone support, Web support site 3/10/2009 8:45:37 AM 

E-mail support, Telephone support, Web support site 3/10/2009 6:50:31 AM 

E-mail support 3/6/2009 6:31:32 PM 

E-mail support, Telephone support, Web support site 3/13/2009 9:13:18 AM 

E-mail support, Telephone support, Web support site 3/9/2009 11:20:14 AM 
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7. Transpara Ease of Doing Business  

7.1 EoDB-Understands your needs  

 

7.2 EoDB-Knows your company  
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7.3 EoDB-Technology advisor  

 

7.4 EoDB-Cares about your business  
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7.5 EoDB-Responds quickly  

 

7.6 EoDB-Problem resolution mgmt  

 


