
2019 CLIENT 
SATISFACTION SURVEY 



To ensure that we are meeting, or exceeding 

expectations, we survey our clients annually 

and share the results publicly.

The 2019 survey was sent out in January 2020 to 

organisations that had worked with Krome during 

2019, whether they were a new customer that year, 

or had a long term partnership. 

It is incredibly important to us to ensure that we 

deliver all of our customers both new and 

established a consistent high service level. The 

results in this report have been compiled from 

clients that have engaged with us anywhere from 

the past year through to 5 years or more.

2019 SURVEY

55% RESPONSE RATE

99% WOULD 
RECOMMEND US 

42% HAVE ALREADY 
RECOMMENDED US

Relationship 
Length

of Client
Respondents

Less than 
a year

15% 

1-3
 Years

15% 

3-5 Years 
26% 

5+ Year 
32% 

64 NEW CLIENTS

+

99% of our clients stated 

they would recommend us 

to others.

Krome is a culture driven, people-first technology 

consultancy that delivers the one thing that all 

businesses desire, peace of mind.

Our personal approach helps build collaborative, 

long-lasting relationships, which consistently 

deliver better results for you, our clients.

Our clients value our integrity and our inclusive 

community driven way of working; we work with 

you as a true extension of your team. You can 

trust our technical expertise and collaborative 

approach to address your technology 

transformation and business requirements.

We are committed to 

delivering you a superior 

level of service.



2019 SURVEY

We are thrilled to report that we are consistently 

achieving a high level of satisfaction across every 

area of the business, with the vast majority of our 

clients rating us as good, excellent or exceptional.

Following last years survey we are pleased to see 

that we have increased our ratings across our 

professional services, installation services, project 

management and account mangement teams. 

We continue to use the feedback provided in the 

survey to drive improvements in all areas of the 

business.

In response to the feedback from our survey last 

year we have subsequently implemented changes 

to our internal project management process and 

have added further team members, which has 

improved our good to exceptional rating by 5%.

100% of clients rated our

professional services as 

good to exceptional.

“Krome is a sincere organisation who believe 

in a partnership style of engagement. I have 

complete faith in the abilities of staff across 

all departments.”
Client feedback provided in the survey

OVERALL SERVICES

How clients rated our services across each department
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5% 15% Good 49% Excellent 30% Exceptional



2019 SURVEYHOW WE COMPARE

We asked clients what they considered to be the 

most important factor when selecting a partner in 

order of overall importance.

The results have remained consistent over the 

past few years, with the overall level of service 

being the most important factor, closely followed 

by technical expertise, competitive pricing and 

account management services.

18%
Competitive

Pricing

19%
Technical 
Expertise

18%
Account

Management

12%
Client 

References

13%
Vendor

Accreditations

20%
Overall 
Service

“Great customer service and technical 

knowledge and you deliver! Other IT 

companies may deliver but none stand 

out like Krome!”

Client feedback provided in the survey

52% Excellent5% 6% 

49% Excellent 37% Exceptional10% Good 3%
 

How our clients said we compare to other suppliers

The technology sector continues to experience fast-paced growth, with several 

large industry players dominating the market and an ever-increasing number 

of smaller niche specialists emerging; when it comes to selecting a partner to 

work with, you need to have the confidence that your partner not only has the 

knowledge and expertise required to recommend the solutions you should be 

investing in, but can also work collaboratively with you to deliver the solutions 

and support your organisation with its long term technology transformation 

goals.

It is clear to see from our client feedback that our clients value the way in which 

we deliver our business. Whilst our physical product offering is not unique, the 

agile way in which we work, the way that we personally interact and 

communicate with our clients and ultimately the fact that we will go above and 

beyond to deliver on our promises is what elevates us above our peers.



2019 SURVEYTECHNICAL SUPPORT

During 2019 we implemented a new IT Service 

Management System which has allowed us to 

further automate Helpdesk support workflows, 

improve processes and provide a more 

streamlined service to our supported clients.

2019 saw an increase of 40% in the number of 

tickets raised and resolved by our Helpdesk team. 

To support this growth in our Helpdesk services, we 

have increased our first line Helpdesk team by 33% 

and have grown our overall technical team by 60%. 

We have also added two further Helpdesk team 

leaders to assist with SLA monitoring, ticket 

assignment and escalations management.

“Krome is a great partner for 

us; it is a true partnership to 

deliver and sustain service 

across our estate for the 

tech they support.”

Client feedback provided in the survey

“Having used Krome for a number of years 

now.  They have never let us down, I am 

always impressed by how professional and 

helpful the staff are.”

Client feedback provided in the survey

How clients rated our Technical Support services
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2019 SURVEY

88% 48%
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Audio

Visual

We asked our clients in the survey what they had been

working on with us on throughout 2019.

SUMMARY

2019 has been another outstanding year for 

Krome Technologies. We are continually growing 

our client base whilst ensuring that we deliver a 

first-class service, we are consistently achieving a 

good to exceptional rating of 95% and above 

across all of our departments, we are however 

always committed to raising our standards 

further and use the feedback provided to improve 

our services and strive to maintain the highest 

level of client satisfaction achievable. 

We continue to grow our team, enhance our 

processes and improve our internal systems to 

ensure that we are meeting our clients’ service 

level expectations and setting industry-leading 

standards. 

We are not just a supply partner, we are your 

partner, your team, your advocate and allies. 

Working together we will achieve your technology 

transformation goals.

“An approachable, open 

and straight forward 

organisation to deal with;  

what's not to like?”
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