Customer Satisfaction
Review 2020

Introduction

Each year we ask all our customers to give feedback at
the end of commissions or annually for ongoing
commissions. These reviews are part of our drive to
continually improve our service to our customers. Two
in three customers who were contacted to request
satisfaction reviews in 2020 provided their comments.

The question set comprises of 10 simple
questions where clients rate aspects of
RealWorth’s performance on a scale of 110 and RealWorth’s overall performance
on the commission. Aspects of
RealWorth’s performance measured
include initiative, timely delivery,
reliability and credibility.

Verbal feedback is also collected through this process, providing a justification for each number
score given. This feedback helps us to improve our service delivery and better serve our clients
going forward.

Customer Satisfaction Scores
This is a summary of number score
responses to RealWorth’s performance
throughout 2020.
Clients are asked to rate general and
specific aspects of RealWorth’s
performance on a scale of 0-10.

These average scores show high
satisfaction with RealWorth’s
performance.
Thank you to all our clients for their
honest feedback this year!

Ongoing Excellence

2019
This continues
our high level
of client
satisfaction in
2019.

2020

Continual Improvement
“A separate executive summary document that is
less technical and easier to read to be distributed
more widely.”
“I’m a fan of shorter reports, executive summary
for me is ideal.”

“Would have liked to see more of the background
"nuts and bolts" of how we calculate the work.”
“Provide the raw data in a way that is
manipulable so that clients can put into their own
reports and presentations in their own style.”

“Design of the report was good but could be more
accessible.”
“Opportunity to think more about RealWorth's
communication of information.”

“Maybe look at the presentation of the report.”

We now provide an executive
summary as a separate document
to our reports.

We have updated our technical appendix to
reflect this feedback and include a more
thorough explanation of the process in all
our reports.
We establish with clients at the scoping
stage level of raw data they require.

We have updated our report templates
to make them more visual and less
word-heavy. This is a continual
process.

Our Clients Said…
“RealWorth was able to clearly
communicate the critical aspects of
our project through their report. I
couldn’t have asked for a better
organisation to work with on this.”
- Liam Kelly, Make. CIC

“RealWorth have a very good
knowledge of the development
process, which is paramount to the
work that they do. It is good when
you are working with someone in
this type of work who has a
fundamental understanding of what
you’re doing.”
- Ed Koops, U+I

“Clearly RealWorth get
people and see it from
that prospective – a
positive addition to the
team!”
- Bradley Goding, Mount
Anvil

“Providing clients and investors with the
tools to explore, measure, and audit
social value, and in particular to help
better predict project outcomes and
return on investment, is invaluable in
these current challenging times.
Working with RealWorth has helped us
understand that potential, and we look
forward to partnering with them again on
future projects.”
- Jon Roylance, ADP Architecture

“BCEGI have a good relationship with
RealWorth and [we] enjoyed working
with them on this commission”
- Aaron Adams, BCEGI

