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The Method

Invitations to participate in the web-based SPCC Members’ Survey 
were sent to 920 contact persons from 336 companies. 

The recipients were asked to fill in an index pagefirst The recipients were asked to fill in an index pagefirst 
(divided to four criteria: „Size of the company”, „Mother company’s country”, „Nationality” and „Position”), 
which makes comparing answers given by different groups of respondents possible. 

Next the respondents were asked to give their opinions on different statements in each of three key areas:
1. General satisfaction level and preferences of the listed7 types of SPCC meetings
2. SPCC communication channels
3. Reasonsof membershipin SPCC (Eachstatementwasevaluatedonascalefrom1to 7)3. Reasonsof membershipin SPCC (Eachstatementwasevaluatedonascalefrom1to 7)

Then, the respondents were asked to rankthe importance of the services provided by SPCC.

To get an imageof SPCC as seen by the Members, they were also asked to state the general satisfaction To get an imageof SPCC as seen by the Members, they were also asked to state the general satisfaction 
with SPCC membership. 

Additionally,fouropenquestionswereasked,to getmoredetailedinformation.
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Additionally,fouropenquestionswereasked,to getmoredetailedinformation.
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Key area 1
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Main Statistics

> 336 SPCC Members

>  920 invitations sent, 
to participate in the Survey

>  135 - number of responses 
- which means almost 15%- which means almost 15%
of people invited, 
and a 40%representation 
of SPCC Members
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Main
statistics

Size of your company
statistics
1/4

10 employees 
or less

34%

More than 100 
employees

28% 34%28%

11-50 
51-100 

employees
employees

22%

employees
15%

A 10 employees or less 46 34%
B 11-50 employees 30 22%
C 51-100 employees 20 15%
D More than 100 employees 38 28%

 

6

Copyright

total: 134 
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Main
statistics

Mother company's country
statistics
2/4

Denmark
20%

Other
10%Sweden

19%

Norway
16%

19%

16%

Finland
11% Poland

25%

A Denmark 27 20%
B Norway 21 16%
C Poland 34 25%
D Finland 15 11%
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E Sweden 25 19%
F other 13 10%

total: 135 
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Main
statistics

Nationality
statistics
3/4

Danish
18%

Other
1%

Swedish
12%Finnish

Norwegian
4%

5%

PolishPolish
60%

A Danish 24 18%
B Norwegian 5 4%
C Polish 81 60%
D Finnish 7 5%
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E Swedish 16 12%
F other 2 1%

total: 135 
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Main
statistics

Position in the company

Advisor 
statistics
4/4 Advisor 

or Law yer
1%

Account Mgr 
4%

President
11%

Other
13%

Finance Dir./Mgr
6%

Partner 
or Ow ner

19%

Markting/Sales 
Dir./Mgr

General Manager
20%

Dir./Mgr
26%

20%

A President 15 11%
B Partner or Owner 26 19%B Partner or Owner 26 19%
C General Manager 27 20% 82%
D Marketing/Sales Director or Mgr 35 26%
E Finance Director or Manager 8 6%
F Account Manager 6 4%
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F Account Manager 6 4%
G Advisor or Lawyer 1 1%
H other 17 13%

total: 135 
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RESULTS

Total Total 
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Attendance
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Key area 1
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Key area 1
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Key area 1
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Key area 2
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Key area 2
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Key area 2
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Key area 3
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Key area 3
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Key area 3
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Ranking 1
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Ranking 2
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RESULTS

Image Image 
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IMAGE Parameters – Satisfaction

-10 -8 -6 -4 -2 0 2 4 6 8 10

> 85%> 85%

> 6,5

< 15%
< 2,5

> Competitive values for „IMAGE Parameters” mean that  
85% of the respondents have answered on the positive si de 
with a strength of at least 6,5. 

(Evaluation below 5,5 usually indicates problems)

> On the negative side there should be no more than 15%> On the negative side there should be no more than 15%
of the respondents, with the strength of 2,5 or less. 

(Evaluation above 3,5 usually indicates problems)

 

24

Copyright



SPCC Members’ Survey 2009

Satisfaction
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Satisfaction
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ICS 

INDEX  INDEX  
for 
Customer Customer 
Satisfaction 
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INDEX for Customer Satisfaction - ICS

> The purpose of the Mercuri International Index for Customer Satisfaction
is to evaluate to what extent the customers are satisfied with 
co-operation. co-operation. 

> The Index for Customer Satisfaction (ICS) is created through measuring 
how professionally the company is performing on the three most 
important issues for the customers within key areas.important issues for the customers within key areas.

The ICSfor SPCC was created on the basis of Key Area 1The ICSfor SPCC was created on the basis of Key Area 1
(General satisfaction level of the listed 7 types of SPCC meetings)

> A competitive value for ICS based on empirical experience is  0,80> A competitive value for ICS based on empirical experience is  0,80

The value varies between companies, industries and countries.
The relevant comparison is the future follow-up with a second measurement.
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INDEX for Customer Satisfaction - ICS

General satisfaction level 
in the 3 most important out of 
the listed 7 types of SPCC meetingsthe listed 7 types of SPCC meetings

ICSICS comments

• Nationality:  POLISH 0,83 � HIGH customer satisfaction• Nationality:  POLISH 0,83 � HIGH customer satisfaction

• Nationality:  NON-POLISH   0,77 � LOWER customer satisfaction

• TOTAL 0,80 � in general, SPCC is perceived to offer 
a GOOD level of customer 

satisfaction
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Thank you !  Thank you !  
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