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All Companies 2011 (CenterBeam resolved + Tier 2)

Overall Customer Satisfaction
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Customer Satisfaction Attributes
All Companies 2011 (CenterBeam resolved + Tier 2)

Overall Satisfaction With The Handling Of This Case by CenterBeam Customer Care : 90.3% : : |6.2% -3.5%
Timely Resolution Of Your Case 91.2% b.3V3.5%
CenterBeam Customer Care Specialist's Ability To Meet Commitments : 92.4% 5.0"/..2.6%
CenterBeam Customer Care Specie;slir‘s:'i?ol:‘rxg‘lfdge Of Your Company's Technical : : 90.7% : [7.2% . 21%
Technical Knowledge Of The CenterBeam Customer Care Specialist : 91.2% ‘ J6.B% l 2.0%
CenterBeam Customer Care Specialist's Ability To Understand Your Needs : 93.6% : : }1.8"/.' 1.6%
Professionalism Of The CenterBeam Customer Care Specialist 96.1% :!3"] 0.7%
Given a clear unders;:;i;nnguhgotr;z S:::f::ﬁr?e;hme(:-::(t:l)ll:;irncnir;osuﬁecc:gs?t of the next steps (if 92.2% : : 5 YT l 2.4%
Overall Satisfaction with the handling Of This Case by your company’s internal IT Department 83.9% ‘ ‘ \ 10.6% - 5.6%
Timely completion of your case resolved by your company’s internal IT Department\ 83.6% \ 10.3% - 6.1%
Updates by your company’s internal IT D?:)?JTT::: keeping you informed of the progress of 82.6% | 11.2% - 6.2%
Contacted by your company’s internal IT Department in a timely manner 83.9% [ 11.0% [ll5.1%
Length of Time Waiting to Receive a Call-Back from a CenterBeam Customer Care Specialist 82.7% ‘ ‘ \ 12.2% -5,1%
Length of Time to Speak with a CenterBeam Customer Care Specialist | 86.8% | 11.0% .2.3%
Timeliness Of Response To Your Initial Email To CenterBeam Customer Care | 85.1% | 10.5% - 4.5%
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Overall Customer Satisfaction
All Companies 2011 (CenterBeam Resolved)

Percent
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9-Point Satisfaction Scale
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Overall Customer Satisfaction — Attributes
CB Resolved - All Companies 2011 (CenterBeam Resolved)

Overall Satisfaction With The Handling Of This Case by CenterBeam Customer Care

Timely Resolution Of Your Case

CenterBeam Customer Care Specialist's Ability To Meet Commitments

CenterBeam Customer Care Specialist's Knowledge Of Your Company's Technical
Environment

Technical Knowledge Of The CenterBeam Customer Care Specialist

CenterBeam Customer Care Specialist's Ability To Understand Your Needs

Professionalism Of The CenterBeam Customer Care Specialist

Given a clear understanding by the CenterBeam Customer Care Specialist of the next steps (if
any) you could expect in the resolution of your case?

Length of Time Waiting to Receive a Call-Back from a CenterBeam Customer Care Specialist

Length of Time to Speak with a CenterBeam Customer Care Specialist

Timeliness Of Response To Your Initial Email To CenterBeam Customer Care
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Response Rate 2011

Invitations Deployed
Survey Responses

Response Rate

59,519
13,620

23.16%
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