About the InterUnity Group: InterUnity Group, a Concord, Massachusetts based consultancy, (http://www.interunitygroup.com) provides leading companies and vendors with technology intelligence to improve their business performance. InterUnity maintains the InterUnity Technology Knowledgebase and the InterUnity Customer Satisfaction Index. 

The InterUnity Technology Knowledgebase (ITK) analyzes the Information Technology decisions of over 2000 companies across 24 industries. The ITK enables companies to rapidly benchmark the value contribution of IT within their company and measure the associated impact of IT on overall corporate performance. 

The InterUnity Customer Satisfaction Index (ICSI) measures the performance of vendors though their customers. The ICSI measures the perceptions among IT executives of the quality, customer service, functionality, profitability contribution, and the value of their vendors’ product and service offerings. The ICSI is a quantitative score where 100 is average.

About the survey: The InterUnity Group Customer Loyalty study is based on data from the InterUnityGroup and Computerworld study Enterprise IT Vendors: Cost, Expectation, and Satisfaction. The study measured perceptions among IT executives of the quality, profitability contribution and value of their vendors’ product and service offerings, and their overall satisfaction with the support these vendors provide. Additional information collected for use in future analyses include IT spend, length of use, industry, employee productivity, product related replacement plans, market position and levels of automation.

About the vendors: The published results include qualified responses from active users of the vendors products and their service offerings. Minimums of 200 valid user responses were required per vendor. The study was designed to capture information on 10 of the leading Enterprise IT Vendors.

Data collection: IT executives from a wide variety of organizations were invited to participate in the study by e-mail. The questions were posted on a web site. A total of 1,188 qualified respondents replied from April 5 to May 14, 2004. The respondents were classified into 33 industry groups. 

Data Validation: To ensure integrity of the responses user identification information, including email address were required. The actual data was further validated to prevent bias due to company size or hidden vendor responses. 

Vendor Rating: The study calculated the InterUnity Customer Satisfaction Index (ICSI) for each category. The ICSI is an objective and strictly quantitative score indicating how users evaluated the vendor. The InterUnity Customer Satisfaction Index (ICSI) is a quantitative score based on the number of customers who rank their vendor as Excellent and Good while adjusting for the number of customers who have had a Poor experience. An InterUnity Customer Satisfaction Index of 100 is average. 


To purchase a detailed report, which presents and analyzes the findings please visit http://www.interunitygroup.com. Additional information such as Replacement plans and Market Performance are included in the report.

If you would like to speak with Richard Sneider about the implications of this survey or inquire about InterUnity consulting, please contact him (978) 287-4480 or consulting@interunitygroup.com .

