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The purpose of the customer satisfaction survey

v" Monitor customer satisfaction levels
v" Point out areas to improve

v" The customer seeks change and action
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wmis  About the survey

The survey was conducted between 19 February — 8 March, 2019. It
Period: 2019-02-19 - 2019-03-08

was sent by email in 4 different language set-ups (English, German,
Japanese and Chinese). Total number of survey sent: 957 (518)
Total number of answers (respondents): 231
. . (81)

The survey was conducted via a web survey interface from
Quicksearch Response Rate English: 26% (146/572)
Response Rate German: 18% (59/330)
Response Rate Japanese: 36% (13/36)

The survey contains HMS’ unique questions and NPS ©.
Response Rate Chinese: 68% (13/19)

HMS will donate 2 310 EUR this year to

those in need through The Red Cross
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#ms  Rating scale

Not at all likely

Neutral

0 1 2 < 4 5 6

% PROMOTERS
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1 Not happy

Detractor

2 Less satisfied

3 Neutral

4 Satisfied

Extremely likely

Promoter

- % DETRACTORS = NPS (NET PROMOTER SCORE)

&

5 Very Satisfied




HMS’ Customer relationship overall trend

2018 2018 Trend Dilference

Overall key performance

. Buying products a3 441 M 008
index Raﬁg‘ge:d Quality and Delivery a2 421 A o0
NPS is a measure of how many of our friend or Products a1 41 A 001
customers like our brand enough to colleague Technical Supporl and Services 4,08 415 007
recommend (or promote) it to others. Marketirg 4 400 A oo

Future Products and Solutions 384 4 ‘. 0,06

Quality

Buying and

products

Delivery

4,21 4,15

Future
Products
and
Solutions
@
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HIMIS  How likely are customers to recommend HMS to a friend or colleague?

Per market unit

b Ameticas
mU Continental Europe
bl 2 zis

LI Morth

-100 100
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Hms  Customers feedback - Products

Trend
Products are relishle 2018 2019 Trend Difference
Products are reliabbe 447 447 0
Meet functional reguirements
feet unctional regquirements 4,25 427 A 0,02
Freter HMS procucts Prefer HMS products 411 418 A nor
Easy to integrate, instal and use products Easy lo imlegrale, install and use products 4,1 388 v 011
Gaoaod value for maney Good value for money 383 39 ‘ 007
Area Tatal
1 5
The entire question text
Products - To what extent do you agree with the statement? Please grade your experience
Products are reliable HMS’ products are reliable
Meet functional requirements HMS’ products meet my functional requirement
Prefer HMS products | prefer HMS’ products before products from HMS’ competitors
Easy to integrate, install and use products It is easy to integrate, install and use HMS’ products

Good value for money | get good value for money with HMS’ products
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HITIS Each question area broken down per market unit - Products

Per market unit

MU Americas Wl Americas
bl A siz
iU Continental Eurcpe
b Matth

! ° b Lsia

fU Continertal Europe

tdll Rlorth

- Eazy toirtegrate, install and use products
- Good value for money

- et functional requirements

- Prefer HMS products

Bl Froducts are refiable
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n#ms  Customers feedback - Buying products

'y

Trend
2018 2098 Trend Difference
Easy to get in contact with sales rep. Reps, are competent and trustworthy 447 453 ‘. 0,06
Reps. are competent and trustwarthy Easy lo get in conlact with sales rep 4,39 454 ‘. 015
Understands my spplication and provides valuable Understands my application and provides valuable 432 441 A 0,09
HMS repliss fast and accurate HIME reples fast and acourale 43 4N ‘. nm
. ; Easy 1o do business with HMS 4,26 428 ‘. 002
Easzy to do business with HWMS
Area Tatal
1 5
The entire question text
Buying products - To what extent do you agree with the statement? Please grade your experience
Easy to get in contact with sales rep. It is easy to get in contact with HMS sales representatives
Reps. are competent and trustworthy | find HMS representatives competent and trustworthy

Understands my application and provides

HMS understands my application and provides valuable information
valuable

HMS replies fast and accurate HMS replies in a fast and accurate way

Easy to do business with HMS It is easy to do business with HMS
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HIMIS  Each question area broken down per market unit — Buying products

Per market unit

MLl Atmeticas MLl Americas
Ll & sia
M Continental Europe
bl Marth
1 5
Ll Azig

ML Cortinental Europe

bl Marth

B Ezy to do business with HWS

- Easy to get in contact with sales rep,

- HMZ replies fast and accurste

- Fepz. are competent and trustworthy

- Understands my application and provides valushle




Customers feedback - Quality and delivery

Trend

HME: i= & high-quality supplier 2018 2019 Trend Difference
Delivers on-ime according to confirmation HYS is & high-guality supplier 445 449 ‘. 004

Meets my sustainability requirements Delivers andime according lo confirmation 4,27 4 33 ‘. 0,06

HMS handles claims efficiently Meets my sustainaoilly regquirements 422 414 v 008

) ) ) HMS handles claims efficiently 424 a1 W 013
Delivery lead times meets my expectations

Delivery kead imes meets my expectations 383 359 ‘. nis
Area Tatal

The entire question text

Quality and Delivery - To what extent do you agree with the statement? Please grade your experience

HMS is a high-quality supplier HMS is a high-quality supplier
Delivers on-time according to confirmation = HMS delivers on-time according to confirmation

Meets my sustainability requirements HMS meets my sustainability requirements

HMS handles claims efficiently HMS handles claims efficiently

Delivery lead times meets my expectations HMS delivery lead times meets my expectations
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Per market unit

WU Americas
Ml Azia
MU Continertal Europe

b Motk

MU Americas

hU &sia

MU Cortinertal Europe

til) Marth

Each question area broken down per market unit — Quality and delivery

- Delivers on-ime accarding to confirmation
- Delivery lead times meets my expectations
- HWE hanclzs claims efficiently

- HMZ iz & high-gquality supplier

- Meets my sustainability requirements




Hglus Customers feedback - Technical support and services

Trend
Find HMZ technical services valuable ME 2099 Trend Difference
Eazy to get in contact with technical support Fast response on my supporl inguiries 419 418 v 0,01
R . Find HMS technical services valuanle 413 424 A 0,11
Fast response on my support inguiries
. Easy 1o gel in conlact with technical support 415 4.2 A 004
Documertation is helpful
Documentation s helpiul 405 41 ‘ 0,05
onling self-service tools helpful
Online sell-service toals helpful 385 402 A 013
Areg Tatal
1 B
The entire question text
Technical support and services - To what extent do you agree with the statement? Please grade your
experience
Find HMS technical services valuable | find HMS technical services valuable (startup/implementation help, trainings etc.)

Easy to get in contact with technical support It is easy to get in contact with HMS technical support representatives
Fast response on my support inquiries | get a fast response on my support inquiries

Documentation is helpful The documentation is helpful to easily succeed with my project

| find HMS online self-service tools helpful (how to videos, FAQs, step-by-step guides

Online self-service tools helpful
etc.)
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HIMIS Each question area per market unit — Technical support and service

Per market unit

MU Ameticas
Ml Azia
MU Continertal Europe

AL Motth

MU Americas

hU &sia

MU Cortinertal Eurogpe

Ll Marth

B Cocumertation is helpful

- Eazy to get in contact with technical support
- Faszt response on my suppott inouiries

- Find HWS technical services valuable

- Cnling zelf-zervice toals helpful




Trend

2018 2019

HIME" marketing material xplains the product offer HMS 15 & market leader of industrial laT 419 411
HMS i= & market leader of industrial loT Easy lo find product info on HVS web 4,01 4,08

Eazy to find product info on HWS web HME" marketing material explaing the product offer 3,84 413

HMS iz an enabler of the Industrial 0T HMS 15 an enabler of the Industrial loT 4 403

Easy lo engage with HMES in social media 384 393

Easzy to engage with HWMS in social medis

Areg Tatal

The entire question text

Marketing - To what extent do you agree with the statement? Please grade your experience

HMS’ marketing material explains the product offer HMS’ marketing material explains the product offering well

HMS is a market leader of industrial loT | see HMS as a market leader within industrial communication
Easy to find product info on HMS web It is easy to find product information on HMS’ web sites
HMS is an enabler of the Industrial IoT | think that HMS is an enabler of the Industrial Internet of Things

Easy to engage with HMS in social media | can easily engage with HMS in social media

Trend Difference

> > > bd

0,08
007
(RE]
0,03

0,09
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Each question area broken down per market unit — Marketing

Per market unit

MLl Americas hU Americas

h A zia
M Continental Europe

ALl Morth

MLl & zi3

MU Continental Europe

AL Motth

- Eazy to engage with HMS in social media

- Easy to find product info on HMWS wweb

- HMS iz & market leader of industrial laT

- HMZ iz an enabler of the Industrial laT

- HMZ' tmarketing material explains the product offer




Hglus Customers feedback — Future products and solutions

Engages us to cortribute with product ideas

Trend
HWS i= an innovative company 2008 2019 Trend Difference
HMS rosdmaps are in-ine with industry trends HMS 15 an innovative company 4,23 427 A 0,04
HMS understands my future needs HMES roadmaps are in-line with industry trends 401 41 A .09
HEE understands my Tuture needs 393 394 ‘. nm
HM= roadmap match my future needs
HMS roadmap match my fulure neads 307 388 ‘. niz2

Engages us to contnbute with product ideas 377 378 0,01

Area Tatal

The entire question text

Future products and solutions - To what extent do you agree with the statement? Please grade your
experience

HMS is an innovative company HMS is an innovative company
HMS roadmaps are in-line with industry trends HMS roadmaps are in-line with the major industry trends

HMS understands my future needs HMS understands my future industry opportunities and challenges
HMS roadmap match my future needs HMS product and technology roadmap match my future needs

Engages us to contribute with product ideas HMS engages us as a costumer to contribute with product ideas
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Each question area per market unit — Future products and Solutions

- Engages us to contribute with product ideas
- HMS is an innovative company

- HMZ roadmap match my future needs

- HME roadmaps are in-line with industey trends
- HiS uncerstands my future needs

Per market unit

MU Ameticas MU Americas
Ml Azia
MU Continertal Europe

Ll Mowth

Ml Azia

MU Continertal Europe

il Morth




3,99 399 304 393 3,89

4,02
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418 414

418

427 4,27

428

441

4,47

All scale questions

453

454

'y

4
1
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All scale questions

2018 2019 Trend Dilference

Reps, are competent and trustworthy 447 453 M 006
HMS s a high-quality supplier 445 s95 M 004
Froducts are reliable 447 447 0

Easy to gel in contact with sales rep 439 450 M 015
understands my application and provides valuable 4,32 441 A\ 009
HMS replies fast and accurate 43 4 M o
[elivers ondime according lo confirmation a7 433 M ooe
Easy to do business with HMS a6 a2 M o002
Meet functional requirements a5 421 M o2
HMS is an innovative company a7 a2t M oos
Fine HMS technical services valuanle 413 429 M om
Fas! response on my support inguiries 419 a8 W 0,01
Meets my suslainabilily requirements 422 414 W .08
HMS handles claims efficiently az2e an W 013
Easy to gel in contact with technical support a1s 42 M 005
HMS is a market leader of industrial loT 418 411 W 0,08
Frefer HMS products a1 a1 M oo7
Bocumentation is helplul ans 41 M o005
HMS roadmaps are in-line with industry trends am 41 M oos
Easy to integrate, install and use products 41 309 W 011
Easy to find product info on HMS web an 408 M o007
HMS marketing material explains the product offer 3,94 413 M\ 019
HMS is an enabler of the Industrial loT 4 503 A 003
Online sell-service tools helpful 389 402 M 013
HMS understands my future needs 393 394 A 001
Delivery lead limes meets my expectations 383 390 M 016
Easy to engage with HMS in social media 384 393 M 009
Good value for maney 383 35 M o007
HMS roadmap match my future needs 377 385 M o012
Engages us o contribute with product ideas 37 a8 M oo




* HMS is doing well

‘\-h
« High Net Promotor Score H: T
e
* Competent and trustworthy reps "/f \ \
* High quality supplier / | \

Reliable products

Strong brand

» Response rate higher this year
» 2019 response rate: 24% (231/957)
« 2018 survey response rate: 16% (81 / 518)
« Some few contacts were not satisfied with our product or service. Market Units review

results and report actions to Global Quality Manager
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STAY CONNECTED!

www.hms-networks.com




	HMS Customer Satisfaction Survey
	The purpose of the customer satisfaction survey�
	About the survey 
	Rating scale
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Summary 
	STAY CONNECTED!

