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2009 Customer Satisfaction Survey 
In summer 2009, DeltaNet International carried out a formal survey to gather ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ 

opinions using a structured approach. Details of how we went about this and the results are included 

below. 

Basis for inviting customers to participate      

We invited EVERY customer we have completed a project for over the last two years where the 

original project manager or project sponsor was still employed by the customer organisation.  We 

selected the person with the Ƴƻǎǘ ΨƘŀƴŘǎ ƻƴΩ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ǿƻǊƪƛƴƎ ǿƛǘƘ 5ŜƭǘŀbŜǘ ŘǳǊƛƴƎ ǘƘŜ 

project. Our approach was to be fully incluǎƛǾŜΤ ǿŜ ŘƛŘƴΩǘ ΨŎƘŜǊǊȅ ǇƛŎƪΩ ǘƘŜ ŎǳǎǘƻƳŜǊǎ ǿƘƻ ǿŜ ƪƴŜǿ 

would provide positive feedback. We wanted a complete and honest picture of what our customers 

thought of us and our ways of working. 

 

For some customers, we have completed more than one project during this timeframe. For these we 

sent out multiple invites to participate in the survey but ONLY where the project manager or project 

sponsor was a different person for each project. 

 

In total we invited 40 customer project personnel to participate in the survey. 

Questions            

¢ƘŜ ŎǳǎǘƻƳŜǊ ǎŀǘƛǎŦŀŎǘƛƻƴ ǎǳǊǾŜȅ ǿŀǎ ŎŀǊŜŦǳƭƭȅ ŘŜǎƛƎƴŜŘ ǘƻ ƎŀǘƘŜǊ ŎǳǎǘƻƳŜǊǎΩ ǾƛŜǿǎκŦŜŜŘōŀŎƪ ƻƴΥ 

¶ the experience of working with DeltaNet during the project delivery 

¶ the success/outcomes of the project 

¶ whether the person would recommend DeltaNet and/or provide references/testimonials 

  

For the first two sections we were interest in gathering feedback based on how we met the 

ŎǳǎǘƻƳŜǊΩǎ ƻǊƛƎƛƴŀƭ ŜȄǇŜŎǘŀǘƛƻƴǎΦ  ¢ƘŜ ƭŀǎǘ ǎŜŎǘƛƻƴ ŎƻƴǘŀƛƴŜŘ ŀ ǎŜǊƛŜǎ ƻŦ Ψyes/no/not allowed ǘƻΩ type 

of responses. 
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Results: Project delivery         

In this section of the survey we asked 15 different questions.  For 12 out of 15 questions 100% of all 

responders rated us as either meeting or exceeding their expectations. On all 15 questions we 

exceeded at least ǎƻƳŜ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎΦ 

 

{ƻƳŜ ƻŦ ǘƘŜ ǉǳŜǎǘƛƻƴǎ ƛƴ ǘƘƛǎ ǎŜŎǘƛƻƴ ǿŜǊŜ ǿƘŀǘ ǿŜ ŎƻƴǎƛŘŜǊŜŘ ǘƻ ōŜ ΨƘȅƎƛŜƴŜ ŦŀŎǘƻǊǎΩΤ ŀǊŜŀǎ ǿƘŜǊŜ 

customers should expect a very high standard of delivery as a matter of course. We considered it 

would be difficult to ŜȄŎŜŜŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ ƛƴ ǘƘŜǎŜ ŀǊŜŀǎ ōǳǘ ŀǎ ŀ ƳƛƴƛƳǳƳ ǿŜ ǎƘƻǳƭŘ 

meet their expectations. The results proved that we do consistently achieve this without exception 

and additionally, for all questions, we managed to exceed at least some of our ŎǳǎǘƻƳŜǊǎΩ 

expectations. Questions falling into this category included: 

¶ understanding their L&D requirements (86.96% met, 13.04% exceeded expectations ) 

¶ understanding their technical requirements (80.95%, met, 19.05% exceeded expectations) 

¶ giving clear advice on industry standards (90.48% met, 9.52% exceeded expectations) 

¶ communicating clearly  (69.57% met; 30.43% exceeded expectations) 

¶ managing the process well (75% met, 25% exceeded expectations) 

¶ employees were capable, willing and enthusiastic (58.33% met, 41.67% exceeded 

expectations) 

¶ built trust and confidence (66.67% met, 33.33% exceeded expectations) 

¶ high levels of professionalism (69.57% met, 30.43% exceeded expectations) 

 

Other questions in this section focused on areas which can differentiate us from our competitors in 

the sector and thus give us a competitive advantage. The results for these questions were 

particularly encouraging and included: 

 

Offered Creative Approaches:  

100% said we met or exceeded their expectations. Pleasingly 

58.33% said we exceeded their expectations. 
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Flexible to changing requirements:  

This question provided the highest response (62.50%) where 

ǿŜ ŜȄŎŜŜŘŜŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎtations. 

 

 

 

 

Made proactive suggestions for enhancement:  

Again 100% said we met or exceeded their expectations. 

Pleasingly 43.48% said we exceeded their expectations.  

 

 

 

    Key to charts: 

DeltaNet did not meet my expectations 

DeltaNet met my expectations 

DeltaNet exceeded my expectations 



DeltaNet International Limited 

Customer Satisfaction Survey Summer 2009 

   

Success/outcomes of the project      

In this section of the survey we asked 10 different questions.  For 9 out of 10 questions 100% of all 

responders rated us as either meeting or exceeding their expectations. For all 10 questions we 

ŜȄŎŜŜŘŜŘ ǎƻƳŜ ƻŦ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎΦ 

 

100% of responders said we met or exceeded their expectations in terms of: 

¶ (1) meeting their learning objectives (for 28.57% we exceeded their expectations) 

¶ (2) creating a highly interactive and engaging solution (for 31.82% we exceeded their 

expectations) 

¶ (3) providing a return on investment (for 18.18% we exceeded their expectations)  

¶ (4) adding additional value to the organisation (for 29.41% we exceeded their expectations) 

¶ (5) being good value for money (for 15.79% we exceeded their expectations) 
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Would you recommend DeltaNet?      

In this section we asked a series of questions to determine if customers would be prepared to 

recommend DeltaNet to others independently and act as a reference on behalf of DeltaNet.  

 

Again the results of this section provided a strong endorsement oŦ 5ŜƭǘŀbŜǘΩǎ ŎŀǇŀōƛƭƛǘƛŜǎ ŀƴŘ 

customer service. 100% of responders whose employer would allow them to provide such a 

reference or referral would be happy to do so. 

 

 
¶ (1) recommend DeltaNet internally (91.30% would recommend DeltaNet) 

¶ (2) recommend DeltaNet externally (95.65% would recommend DeltaNet) 

¶ (3) provide a telephone reference (78.26% would provide a reference)  

¶ (4) provide a reference visit (65.21 % would provide a reference visit) 

¶ (5) provide an e-learning age award reference (78.26% would provide a reference) 
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Customer Testimonies        

As well as collecting quantitative data, we also invited customers to offer opinions in their own 

words. Here are some of the comments offered by our customers: 

 

Equality and Diversity Officer [Lancashire County Council] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

 Ψ±ŜǊȅ ǇǊƻŦŜǎǎƛƻƴŀƭ ǇŜƻǇƭŜ ǘƻ ǿƻǊƪ ǿƛǘƘΦ /ŀƳŜ ǳǇ ǿƛǘƘ ƛŘŜŀǎ ǘƻ ǎƻǊǘ ƻǳǘ ƻǳǊ ǇŀǊǘƛŎǳƭŀǊ 

problems Ω 

 

Project Manager [Sandwell Metropolitan Council] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

 Ψ5ŜƭǘŀbŜǘ LƴǘŜǊƴŀǘƛƻƴŀƭ ǿƻƴ ǘƘŜ ŎƻƴǘǊŀŎǘ ǿƛǘƘ {ŀƴŘǿŜƭƭ a./ ŀƎŀƛƴǎǘ ǘƘǊŜŜ ƻǘƘŜǊ ƭŀǊƎŜ 

national organisations. The main factor for their success in winning the contract is their 

ǊŜŀƭƛǎǘƛŎ ΨƘŀƴŘǎ ƻƴΩ ŀǇǇǊƻŀŎƘ ǘƻ ǘƘŜ ƳŀƴŀƎŜƳŜƴǘ ƻŦ ŜŀŎƘ ǎǘŀƎŜ ƻŦ ǘƘŜ ŎƻƴǘǊŀŎǘΦ ²Ŝ ƘŀǾŜ ƴƻǘ 

been disappointed with the original contract completion and the continuing work we 

commission DeltaNet to undertake. Ω 

 Saying also that: 

 Ψ5ŜƭǘŀbŜǘ Ƙŀǎ ƛƴ ŘŜǇǘƘ ƪƴƻǿƭŜŘƎŜ ƻŦ ōƻǘƘ ǘhe needs of Local Government as well as the way 

in which the Council works. This has helped the work DeltaNet provided to 'add value' to the 

project outcomes for the Council as well as pushing early completion for each stage of the 

contract. Ω 

 

e-Learning Manager [Office for National Statistics] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

 Ψ¢ƘŜ ǇǊƻƧŜŎǘ ǿŀǎ ƳŀƴŀƎŜŘ ǿŜƭƭ ŦǊƻƳ ǘƘŜ ƻǳǘǎŜǘΦ 5Ŝƭŀȅǎ ǿŜǊŜ ƪŜǇǘ ǘƻ ŀ ƳƛƴƛƳǳƳ ŀƴŘ ŎƭŜŀǊƭȅ 

communicated. Ω 

Saying also that: 

 ΨLƴ ǊŜǎǇect of return on investment, this requires assessment in the longer team. However, 

early indications are good. For example, in a recent seminar on sick absence management, a 

member of the HR team mentioned 'confidential' data in relation to the recording of absence 
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data. They were taken to task by several people who had undertaken the learning; the vast 

majority of people in ONS will not see anything above 'protect' level. I fully expect ROI to 

exceed my expectations in the longer term. Ω 

 

L&D Manager [Ealing Homes] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

Ψ5ŜƭǘŀbŜǘ ƻŦŦŜǊ ŀƴ ŜȄǘǊŜƳŜƭȅ ƎƻƻŘ ǎŜǊǾƛŎŜ ŀƴŘ ŀǊŜ ǊŜǎǇƻƴǎƛǾŜ ǘƻ 9ŀƭƛƴƎ IƻƳŜǎ ƴŜŜŘǎ ǘƘŜȅ 

have developed 3 e-learning packages and are currently developing another onŜ ŦƻǊ ǳǎΦΩ   

 

Training Manager [Circle Anglia] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

ΨL ƘŀǾŜ ŜƴƧƻȅŜŘ ǿƻǊƪƛƴƎ ǿƛǘƘ 5Ŝƭǘŀ bŜǘ ŀƴŘ ƘŀǾŜ ŀƭǿŀȅǎ ŦƻǳƴŘ ǘƘŜ ǎǘŀŦŦ ǘƻ ōŜ ŜȄǘǊŜƳŜƭȅ 

helpful and approachable. Whenever problems have occurred they have been dealt with 

swiftly and efficiently. We have built a good relationship with them and they have supported 

us in recruiting our own Multi-Media E-Learning Designer and building their skills.  Ψ 

 

e-Learning Manager [Chartered Institute of Marketing] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

Ψ5ŜƭǘŀbŜǘ ŀǊŜ ǾŜǊȅ ƘŜƭǇŦǳƭ ŀƴŘ ǾŜǊȅ ŜŦŦƛŎƛŜƴǘ ǿƘŜƴ ŀ ǇǊƻōƭŜƳ ƛǎ ƭƻƎƎŜŘΦ ¢ƘŜȅ ŀǊŜ Ŝŀǎȅ 

contactable and always suggest solutions when they can. They met all our requirements as 

thoroughly as they could. We are still using DeltaNet for some of our projects as technical 

support. Ω 

 

Subject Matter Expert [Office for National Statistics] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

ΨLǘ ǿŀǎ ǾŜǊȅ ǳǎŜŦǳƭ ǘƻ ƘŀǾŜ ŜȄǇŜǊǘ ŀŘǾƛŎŜ ŀƴŘ ƎǳƛŘŀƴŎŜ ƻƴ ǘƘŜ ŎƻƴǘŜƴǘ ƻŦ YǊŜŀǘŜL¢ Ŝ-learning 

screens. DeltaNet International Ltd were also willing to provide images (where possible) that 

had been used from other courses. This helped in progressing the GSi e-learning module 

project. Generally, DeltaNet were very willing to accommodate changing work requirements, 

and this was greatly appreciated. Ω 
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Saying also that: 

 Ψ¢ƘŜ D{ƛ Ŝ-learning module was delivered to timetable and is a very good quality ONS 

training product. The service provided in delivering this product was also of a very high 

standard. Ω 

 

Communications Manager [Sandwell Leisure Trust] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

ΨhǾŜǊŀƭƭ ǾŜǊȅ ƎƻƻŘ ǎŜrvice would use and have recommended. Ω 

 

Training Manager [Sandwell Homes] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

ΨWŀƴƛŎŜ ŀƴŘ ǘƘŜ ǘŜŀƳ ǿŜǊŜ ƎǊŜŀǘΦ {ƘŜ ǿŀƭƪŜŘ ǳǎ ǘƘǊƻǳƎƘ ǘƘŜ ǿƘƻƭŜ ǇǊƻƧŜŎǘ ŀƴŘ ǊŜǎǇƻƴŘŜŘ ǘƻ 

all our needs. Ω 

 

e-Learning Officer [Trafford Council] says: 

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 

 Ψ! ƎǊŜŀǘ ǇǊƻŘǳŎǘ ǿƘƛŎƘ ƛǎ ǎǘƛƭƭ ƛƴ ǳǎŜΦ Ω 
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Conclusions 
In total we received 527 individual responses to 

questions where we asked customers if we met, 

exceeded ƻǊ ŘƛŘƴΩǘ ƳŜŜǘ their expectations. An 

overall summary of the results is as follows: 

 

5ƛŘƴΩǘ ƳŜŜǘ ǘƘŜƛǊ ŜȄǇŜŎǘŀǘƛƻƴǎΥ 5 (0.9%) 

Met their expectations: 373 (71.0%) 

Exceeded their expectations: 149 (29.0%) 

 

These positive results were further endorsed by the qualitative statements provided by customers as 

part of the same survey. Overall the survey indicates an exceptionally high standard of customer 

service is consistently delivered by the DeltaNet team. This performance underpins our growing 

ǎǘŀǘǳǊŜ ŀƴŘ ǊŜǇǳǘŀǘƛƻƴ ƛƴ ǘƘŜ ¦YΩǎ Ŝ-learning marketplace. 

 

However, despite all of the positives, the main purpose of the survey was to identify areas where 

further improvements can be made. Although five instances of falling below our ŎǳǎǘƻƳŜǊǎΩ 

expectations was a small number within the scale of the survey, for us it is far too high. A further 

analysis of these five responses showed: 

¶ н ǊŜǎǇƻƴŘŜǊǎ ŦŜƭǘ ǿŜ ŦŜƭƭ ōŜƭƻǿ ǘƘŜƛǊ ŜȄǇŜŎǘŀǘƛƻƴǎ ŦƻǊ ǘƘŜ ǉǳŜǎǘƛƻƴ ΨCƭŜȄƛōƛƭƛǘȅ ǘƻ ŎƘŀƴƎƛƴƎ 

requiremeƴǘǎΩΦ LƴǘŜǊŜǎǘƛƴƎly, this question also provided the highest number of responses 

where customers felt we exceeded their expectations (62.50%). Whilst we can be flexible 

when customers need us to be we cannot always do this without impacting on the cost of 

the project. 

¶ 1 responder felt we fell below their expectations foǊ ǘƘŜ ǉǳŜǎǘƛƻƴ Ψ¦ǎŜŘ ŜŦŦŜŎǘƛǾŜ ǉǳŀƭƛǘȅ 

assurance pǊƻŎŜǎǎŜǎΩΦ !ǘ ǘƘŜ ǘƛƳŜ ƻŦ ǘƘŜ ǇǊƻƧŜŎǘ ǿŜ ŘƛǎŎƻǾŜǊŜŘ ŀƴ ƛǎƻƭŀǘŜŘ ƛƴŎƛŘŜƴǘ ƻŦ ŀ 

break down in the normal QA process and this was corrected at the time through staff 

training. 
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¶ м ǊŜǎǇƻƴŘŜǊ ŦŜƭǘ ǿŜ ŦŜƭƭ ōŜƭƻǿ ǘƘŜƛǊ ŜȄǇŜŎǘŀǘƛƻƴǎ ŦƻǊ ǘƘŜ ǉǳŜǎǘƛƻƴ Ψ5ƛŘ ƴƻǘ ƛƴǘǊƻŘǳŎŜ ŘŜƭŀȅǎΩΦ 

On this particular project we were working with a county-wide partnership of service 

providers and this proved more difficult to co-ordinate than we originally anticipated. 

However, we managed to limit delays to a four week period. 

¶ м ǊŜǎǇƻƴŘŜǊ ŦŜƭǘ ǿŜ ŦŜƭƭ ōŜƭƻǿ ǘƘŜƛǊ ŜȄǇŜŎǘŀǘƛƻƴǎ ŦƻǊ ǘƘŜ ǉǳŜǎǘƛƻƴ ΨaŜǘ ƻǳǊ ǘŜŎƘƴƛŎŀƭ 

ƻōƧŜŎǘƛǾŜǎΩΦ This particular customer went through a major IT outsourcing agreement part 

way through the project delivery which led to delays due to a lack of clarity from the new IT 

providers. Unfortunately, the e-learning project got caught up in this process and there was 

little we could do to resolve this other than allow the new IT provider time to put things in 

place, much to the frustration of the customer project manager.  In hindsight, there is not 

much we could have done differently to avoid this. 

 

In all cases the customers who provided these negative responses went on the say we exceeded 

their expectations in other areas and overall were very pleased with the service they received.  

 

The final word: 

At DeltaNet, we place our customersΩ ǊŜǉǳƛǊŜƳŜƴǘǎ at the heart of everything we do. We will 

continue to be responsive to their needs and ensure that now, and in the future, we exceed more of 

their expectations.  

 



DeltaNet International Limited 

Customer Satisfaction Survey Summer 2009 

   

Background 

History           

DeltaNet International Limited was formed in September 1999 to improve the performance of 

organisations and their employees.  We design and develop bespoke e-learning and skills diagnostics 

solutions for large public, private and not for profit sector customers within the UK. 

 

Free from venture funding, DeltaNet has grown organically year on year by consistently delivering 

high quality, innovative projects, achieving exceptional standards of customer service and ensuring 

that every single project we complete is a success.  DeltaNet now employs 15 full-time staff, all 

working from our offices in Loughborough in the East Midlands. 

Our Products           

5ŜƭǘŀbŜǘΩǎ ōǳǎƛƴŜǎǎ Ŧŀƭƭǎ ōǊƻŀŘƭȅ ƛƴǘƻ ǘƘǊŜŜ Ƴŀƛƴ ŎŀǘŜƎƻǊƛŜǎΥ 

1. Bespoke Content Creation: e-ƭŜŀǊƴƛƴƎ ŎƻƴǘŜƴǘ ōǳƛƭǘ ǎǇŜŎƛŦƛŎŀƭƭȅ ǘƻ ƳŜŜǘ ŀ ŎǳǎǘƻƳŜǊΩǎ ƴŜŜŘǎΦ 

This is our most common type of project, accounting for over 70% of our revenue. 

 

2. Business Essentials: We own a generic set of e-learning topics which have been developed in 

partnership with customers (they get a lower price; we retain the intellectual property and 

copyright). We reposition these topics and produce a tailored product for other customers at 

a much lower cost (circa 30%) than building bespoke content from scratch. These projects 

account for approximately 15% of revenue. 

 

3. Skills Diagnostics: This comprises a range of solutions to help organisations to identify their 

learning and development priorities and help employees to improve their performance by 

focussing on areas in which they require specific development rather than learning about 

topics which are not relevant. These projects account for approximately 15% of revenue. 

 


