
Customer Satisfaction 
Review 2021



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. 

The data collected comprises 10 

questions that allow clients to rate 

aspects of RealWorth’s performance. 

Measures include initiative, timely 

delivery, reliability and credibility and are 

based on Constructing Excellence’s 

Consultant Key Performance Indicators.

Verbal feedback is also collected through this process, providing a justification for each score 

provided. This feedback helps us to improve our service delivery and better serve our clients going 

forward. 

Introduction

https://www.realworth.org/wp-content/uploads/2021/01/RealWorth-Customer-Satisfaction-Survey-Template.pdf


Customer Satisfaction Scores

These average scores show high 

satisfaction with RealWorth’s 

performance. 

Thank you to all our clients for their 

honest feedback this year!  

This is an aggregated  summary of 

responses to RealWorth’s performance 

in 2021. 

Clients are asked to rate general and 

specific aspects of performance on a 

scale of 0-10.
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A score of 7 is 

considered 

commercially 

satisfactory in 

the KPI set



Feedback Received

“There was quite a lot of references to the same 

thing [in the report]. Didn’t read fully as one 

document.”

“RealWorth documents are quite wordy. Proved 

difficult to present other people in the business”

Corrective Action

We have expanded the range of report 

structures to suit clients’ preferences. 

We provide separate executive summary 

documents for wider distribution. 

Feedback Received

“[There is a] lack of accessibility in language 

around social value. We might need to address 

this going forward.”

Corrective Action

This is a challenge for the sector. We are 

expanding our glossary of terms and will include 

this in future reports.

Continual Improvement



Positive Feedback…

“RealWorth have supported us to develop our 

planning approach to social value and have 

proved invaluable in guiding us in the right 

direction. Despite the difficulties caused by 

Covid, the RealWorth team have always been 

available to support us when we have asked.”

- Mark Dickens, Liverpool City Region Combined 

Authority

“Incredibly proactive and punctual. 

When you’re progressing a planning 

programme, that’s something you want 

from your consultant. That’s a really 

valuable attribute to have.”

- Joseph Palin, Mount Anvil

“I genuinely learned lots from RealWorth 

that I can now use in my day to day job. 

RealWorth left an indelible mark that will 

help me and TfL improve the way we think 

about and deliver social value. I’m looking 

forward to working with the RealWorth team 

again.”

- Siobhan Jared, Transport for London

“RealWorth were knowledgeable, 

trustworthy, nimble and agile. The work they 

did and the way they did it really helped the 

Club at many levels and in different areas of 

the business, including Everton in the 

Community.”

-Mo Maghazachi, Everton Football Club


