
 

 
 
 

Customer Satisfaction 
Annual Report 

2001 



Table of Contents 
 

Message to the Customer . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 2 

 

Executive Summary  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 3 

 

Kronos Customer Service  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 4 

 

The Bottom Line   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 4 

 

Message from Service Executives    . . . . . . . . . . . . . . . . . . . . . 5 

 

Survey Background . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 6 

 

ScoreBoardsm Reports 

 

 Kronos Products   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  7 

 

 Install Survey   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  8 

 

 Kronos Global Support   . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  9 

 

 Service Survey  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  10 

 

 Customer Loyalty   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  11 

 

Continuous Improvement    . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 12 

 

Report of Independent Quality Auditors  . . . . . . . . . . . . . . . . . . . 13 



 

 
 

 
 

Customer Satisfaction 
Annual Report 

2001 
Prepared for: 
 
Kronos Incorporated 
297 Billerica Road 
Chelmsford, Massachusetts 01824 USA 
Phone: (978) 250 - 9800 
Fax: (978) 367 - 5900 
www.kronos.com 
 
 
Published by: 
 
ΩMEGA Management Group Corp. 
139 Billerica Road 
Chelmsford, MA 01824 
Tel:  (978) 256 - 3331 
Fax: (978) 256 - 4556 
www.omegascoreboard.com 
 
ScoreBoardsm is a service mark of ΩMEGA Management Group Corp. 
 
 2002, ΩMEGA Management Group Corp. 
 



2 Kronos Incorporated 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Joe DeMartino 
Vice President 
Customer Service 
Kronos Incorporated 
 
 
 
 

We  
 

affirm our 
 

continuing commitment 
 

to hear YOUR voice, 
 

and to be 
 

YOUR business partner! 
 
 
 
 
 
 
 
 
 

 
Dear Customer, 

Once again, I thank you for your participation in our 
customer satisfaction surveys.  Your feedback provides 
the vital information we need to focus our efforts on 
delivering the services you need.  This document is our 
opportunity to share that feedback with you. 

We were honored to receive the Omega Northface 
Scoreboard Award for service excellence for the second 
consecutive year.  We see this honor as testimony to the 
commitment of our people and evidence of the open 
honesty of our customers.  This relationship holds great 
potential for mutual benefit.   

To honor this trust, we have expanded our measures with 
the addition of a new transaction survey focused on the 
services delivered from our Global Support Organization.  
I have asked that the results of this survey be included.   

With your support, and the efforts of The Omega 
Management Group, we were able to gain insight from 
over 10,000 contacts with you, our customer.  As we 
enter the eighth year of this program, we affirm our 
continuing commitment to hear your voice and to be your 
business partner. 

We are growing and changing.  As we change, we will 
make changes to this program to insure no customer 
group gets overlooked and the right questions get asked.  
I am proud of our achievement as a second year 
NorthFace Award winner, but we both know this is not 
about trophies, it is about earning your trust.  

Again, thank you for your participation.  Please continue 
to share your thoughts and insights whenever Omega 
calls.  And feel free to call any of us at Kronos. 
 
Sincerely, 

     
Joe DeMartino 
Vice President  
Customer Service 
Kronos Incorporated 
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Executive Summary 
 

Kronos Incorporated continues to evidence an 
ongoing commitment to customer satisfaction.  
Customer satisfaction surveys are a cornerstone of 
its efforts to get and use customer feedback to drive 
Kronos’ continuous improvement strategy. 

Kronos commissions Omega Management 
Group, an independent quality auditing firm, to 
objectively and continuously measure customer 
perception of Kronos’ products and services.  
Kronos’ goal is to understand its strengths and its 
opportunities for improvement, and thereby strive to 
increase the value it delivers to its customers.   

During the year 2001, Omega Management 
Group surveyed over 10,000 Kronos customers. 

The results show a 93 percent overall loyalty and 
satisfaction rate for Kronos customers for all the 
surveys combined.   

A four-quarter view indicates sustained high 
levels of satisfaction across all areas of the Customer 
Service Organization.  This includes the newly 
initiated transaction survey of Kronos’ Global 
Support Center. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Kronos is one of 16 
companies to be recognized 
by Omega Management for 

their superior customer 
satisfaction, and one of four 

companies to receive this 
honor two years in a row.   

The criteria for this honor are: 

1 
Senior management 

commitment to customer 
satisfaction. 

2 
A program to identify and 

correct customer 
problems. 

3 
Continuously measure 

satisfaction with products 
and/or services. 

4 
Achieve a satisfaction 

rating greater than 4.0 on a 
scale of 1 to 5. 

 

Kronos Customer Service Organizations

2.5

2.7

2.9

3.1

3.3

3.5

3.7

3.9

4.1

4.3

4.5

Jan-Mar '01 A pr-Jun '01 Jul-Sep '01 Oct -Dec  '01

Survey Quarter

R
at

in
g

Educational Services
Customer Service
Global Support
Professional Services



4 Kronos Incorporated 

 
 
 

Kronos 
Customer Service 

 

Commitment 

Kronos’ commitment to 
customer satisfaction drives 

continuous change to meet the 
evolving needs of its 

customers. 

Measurement 

Kronos continues to expand 
its measurement process 

through additional targeted 
and ongoing surveys. 

Improvement 

Continuous improvement is 
driven by survey responses.  

Overall survey responses 
measure satisfaction levels 
and identify areas for initial 
examination.  Responses to 
individual questions provide 
additional focus.  Customer 
comments provide insight. 

Results 

Kronos’ survey-based actions 
address identified issues to 

increase customer satisfaction 
throughout the year.   

 
 

 

Kronos Customer Service 
Kronos customer service provides a full range of 
post-sale services to insure the speedy 
implementation, rapid adoption, and ongoing 
reliability of these systems.  Kronos delivers services 
from its Headquarters in Chelmsford, Massachusetts, 
and from offices around the world.  Kronos’ 
offerings include web services, implementation 
services, consulting services, training services and 
support services.  Each is designed to support the 
business needs of its customers. 

The Bottom Line 

Kronos’ survey results show continued high 
customer satisfaction in every area of the service 
business.  Below are quarter four results for key 
service areas.  The percent shown reflects customers 
who rated Kronos services as meeting or exceeding 
their expectations. 

Professional Services 87% 

Customer Service 95% 

Global Customer Support 94% 

Educational Services 91% 

Customer Loyalty 

Customers find it easy to do business with 
Kronos. 94% 

Customers are willing to recommend Kronos 
products and services to others. 95% 

Customers are willing to purchase additional 
Kronos products and services. 94% 
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Survey Background 

Kronos Customer Service 
provides survey prospects 

to Omega. 

Omega surveys over six 
hundred different Kronos 

customers each month. 

Omega tabulates the 
surveys, analyzes the 
results, and provides 

ScoreBoardsm reports to 
Kronos every month. 

This annual report 
combines the individual 

responses from the monthly 
reports. 

The Surveys 

Demographics 

The survey population includes randomly selected 
contacts from all North American customer segments. 

Methodology 
Omega obtains survey data using both multiple choice 
questions and open-ended questions.  The CARE 
survey program asks questions about products and 
services from multiple service areas.  It measures 
Kronos’ ongoing relationship with its customers.  It is  
the first survey Kronos commissioned.  The Install, 
Global and Service surveys measure customer 
satisfaction with specific services after they are 
delivered.   

Omega conducts the surveys by telephone.  The call 
script asks respondents to rate specific process 
elements about Kronos products, installation, training, 
and service.  To assess customer loyalty, Omega asks 
if they are willing to purchase future products from 
Kronos, if needed, and are they willing to recommend 
a Kronos solution to others. 

The Scale 
Respondents rate their satisfaction with Kronos’ products and services using a five-point 
scale.  A one equals “did not meet expectations,” or “unacceptable”, and a five equals 
“exceeds expectations,” or “excellent.” 

Rating System 
Omega presents results in two standard measuring methodologies.  First is “percent 
satisfied” and the second is “response average.”  The purpose of the “percent satisfied” is 
to provide Kronos with a measure useful for external benchmarking.  The “response 
average” is used internally to manage the continuous improvement effort.  

Percent Satisfied (Sat.) 
For each question, the percent satisfied is calculated by counting the number of responses 
of 3 or higher and dividing the result by the total number of responses. 

Response Average (Rate) 
Determine response average by dividing the total of the response values by the total 
number of responses.
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OMEGA GROUP Oct - Dec 2001

Scoreboard

Category:  Product         Base: No. America         Ratings 5 4 3 2 1

     Exceeded        Above          Met        Below  Did Not Meet

Questions         Score   Expectations   Expectations   Expectations   Expectations   Expectations

Please Rate Kronos' Responses Sat. Rate # % # % # % # % # %

1. Features and Functionality of Software Product 725 94% 3.6 102 14% 257 35% 326 45% 34 5% 6 1%

2. Ease of Use of Software Product 725 95% 3.7 132 18% 283 39% 273 38% 34 5% 3 0%

3. Software Product's Reliability 720 94% 3.9 196 27% 286 40% 195 27% 38 5% 5 1%

4. Features and Functionality of Hardware Product 700 95% 3.7 133 19% 251 36% 279 40% 33 5% 4 1%

5. Hardware Product's Reliability 703 95% 3.8 173 25% 272 39% 223 32% 32 5% 3 0%

6. Overall Quality of Documentation 675 89% 3.5 100 15% 204 30% 295 44% 60 9% 16 2%

TOTALS     4248 836 1553 1591 231 37

Overall 94% 3.7

A Few Customer Comments From This Survey
"Great product.  It has worked well for me."
"We are very satisfied with the Kronos product."
"It is a very good product and very well maintained."
"You have a very good product and it's well supported,"
"We are very pleased with the system and the service we have received."
"I have only been using Kronos a few months, and it is very user friendly."
"I have never had any problems with the system, and would highly recommend it."
"We are very pleased with the product, service and the entire package.  It works very well for us."
"We are very satisfied with the Kronos system.  It's easy to use and has the features to make my job easier."

CARE Program
Kronos Products

0%10%20%30%40%50%60%70%

123456QuestionKronos ProductsExceeded ExpectationAbove ExpectationBelow ExpectationDid Not MeetMet Expectation
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OMEGA GROUP Oct - Dec 2001

Scoreboard

Category: Professional Svcs Base: No. America         Ratings 5 4 3 2 1

     Excellent        Good         Fair       Poor Unacceptable

Questions         Score

Please Rate The Local Kronos Office on Responses Sat. Rate # % # % # % # % # %

1. Ability to Provide Easy to Follow Instructions 237 90% 3.8 49 21% 127 54% 37 16% 19 8% 5 2%

2. Project Mgr's Ability to Meet Project Expectations 237 84% 3.8 60 25% 106 45% 34 14% 26 11% 11 5%

3. Ability to Complete Installation on Time 235 81% 3.7 64 27% 89 38% 37 16% 32 14% 13 6%

4. Consultant's Ability to Implement Requirements 230 88% 3.8 58 25% 102 44% 42 18% 17 7% 11 5%

5. Training Received on Your New Kronos System 190 91% 3.9 46 24% 100 53% 26 14% 13 7% 5 3%

TOTALS     1129 277 524 176 107 45

Overall 87% 3.8

A Few Customer Comments From This Survey
"Install went great."
"The people I worked with were excellent."
"We had a few bugs but they were worked out."
"We are very pleased with the rush job they did."
"Did a great job.  Very happy with the whole team."
"Good system.  Works as advertised.  We are very happy."
"They worked through the issues with us.  I was very happy."
"They did an outstanding job all the way around from beginning to end."
"Very pleased with the way Kronos turned around the install to meet our deadlines."

Install Survey
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OMEGA GROUP Oct - Dec 2001

Scoreboard

Category:  800 Phone Support   Base: No. America         Ratings 5 4 3 2 1

     Excellent        Good         Fair       Poor Unacceptable

Questions         Score

Please Rate Responses Sat. Rate # % # % # % # % # %

1. The Timeliness of The Solution Provided 587 92% 4.1 246 42% 199 34% 95 16% 27 5% 20 3%

2. The Effectiveness of The Solution Provided 573 89% 4.1 280 49% 168 29% 64 11% 31 5% 30 5%

3. Ability to Provide Clear & Understandable Answers 595 95% 4.2 286 48% 200 34% 77 13% 24 4% 8 1%

4. Support Rep's Professional Attitude & Courtesy 606 98% 4.6 422 70% 135 22% 38 6% 6 1% 5 1%

5. Overall Satisfaction with this Specific Support Case 596 94% 4.2 270 45% 199 33% 89 15% 26 4% 12 2%

TOTALS     2957 1504 901 363 114 75

Overall 94% 4.2

A Few Customer Comments From This Survey
"You have greatly improved over the last few years."
"The best support I have ever had, keep up the good work."
"Very helpful and prompt, and they followed up on everything."
"Kronos has the best support, and is always there when I need them."
"I have never dealt with a software support group that has been so helpful!"
"I thought the support team went the extra mile just to resolve our problem."
"Kronos has really improved in the customer service department.  Response time has gotten a lot better."
"I have used Kronos Global Support several times over the past few years, and everytime I call they seem to improve."
"The call I placed was very good.  It was very quick and painless just the way it should be.  They didn't waste our time."

 Call Center Survey
Kronos Global Support
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 OMEGA GROUP Oct - Dec 2001

Scoreboard

Category: Customer Service   Base: North America         Ratings 5 4 3 2 1

     Excellent        Good         Fair       Poor Unacceptable

Questions         Score

Please Rate The Local Kronos Office on Responses Sat. Rate # % # % # % # % # %

1. Ability to Respond in a Timely Manner 636 94% 4.1 252 40% 283 44% 65 10% 16 3% 20 3%

2. Ability to Work with & Understand Your Problem 637 95% 4.3 287 45% 269 42% 52 8% 16 3% 13 2%

3. Effectiveness of Solution Provided 624 94% 4.2 266 43% 251 40% 67 11% 25 4% 15 2%

4. Professional Attitude & Courtesy 630 98% 4.5 391 62% 201 32% 23 4% 7 1% 8 1%

TOTALS     2527 1196 1004 207 64 56

Overall 95% 4.3

A Few Customer Comments From This Survey
"Very pleased with Kronos' concern and promptness."
"Very impressed with Kronos' quality of service and follow up."
"Everyone went out of their way to resolve our problem in a timely manner."
"Really appreciate how the response time has improved over the last year."
"If we can't get it done over the phone, Kronos comes right out and solves it on site."
"I am very happy with how fast Kronos was able to get out here and take care of the problem."
"Very happy with the service I received.  Tech was not expected until the next day, showed up in a few hours."
"We use Kronos systems across the country.  When we need service they are always right there.  Outstanding!"
"I was thrown into this position in an emergency. I'm very grateful and thankful for Kronos' support and understanding."  

Service Survey

0 %10%20%30%40%50%60%70% 1234QuestionService SurveyExcellent

F a i r

G o o dP o o rU n a c c e p t a b l e
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OMEGA GROUP Oct - Dec 2001

Scoreboard

Category:    Loyalty     Base:  North America         Ratings 5 4 3 2 1

    Definitely     Unnamed     Unnamed     Unnamed     Definitely

Questions         Score        Not

Responses Sat. Rate # % # % # % # % # %

1. Willing to Purchase Additional Kronos Products 697 94% 4.3 424 61% 135 19% 97 14% 15 2% 26 4%

2. Willing to Recommend Kronos to Others 716 95% 4.3 443 62% 134 19% 100 14% 13 2% 26 4%

3. Consider Kronos a Leader in Time & Attendence 441 93% 4.3 251 57% 107 24% 51 12% 13 3% 19 4%

4. Kronos Understands Your Industry Challenges 673 92% 4.2 355 53% 162 24% 101 15% 26 4% 29 4%

5. It is Easy to Do Business with Kronos 708 94% 4.2 397 56% 143 20% 123 17% 26 4% 19 3%

TOTALS     3235 1870 681 472 93 119

Overall 93% 4.3

A Few Customer Comments From This Survey
"I am 100% satisfied with Kronos."
"I would highly recommend Kronos to anyone."
"We like the relationship we built with Kronos."
"I took over about a year ago and I am very pleased with Kronos."
"Product is stable and reliable. Very professional company to work with."
"It's a pleasure to do business with Kronos.  The techs are very knowledgeable."
"Kronos has a great product.  Anytime we have a problem it is fixed immediately."
"I feel Kronos is a good company.  They have grown over the years and we have a good relationship with them."
"Kronos service has gotten better.  They pay attention and get back to us.  Kronos is a nice company to work with."

CARE Program
Customer Loyalty

0 %10%20%30%40%50%60%70%12345Q u e s t i o nC u s t o m e r  L o y a l t yD e f i n i t e l yD e f i n i t e l y  N o tU n n a m e d
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Continuous Improvement 
 
Kronos customers often express the “mission critical” nature of their Kronos applications 
and systems.  Some reasons heard when they are contacted by Omega include; 

1. Kronos systems and process touch the daily lives of many of their employees as 
they swipe their badges to enter or leave work each day. 

2. Kronos systems provide a vital feed into payroll systems. 

3. Kronos systems provide critical labor information to company decision makers.  
 
Therefore, Kronos customers 
attach a high level of importance to 
support of their Kronos Systems.   
 
During the last 3 months of each 
calendar year, the Kronos CARE 
relationship survey is used to 
determine not only the level of 
satisfaction a customer has with a 
particular facet of Kronos service, 
but also to determine the level of 
importance that customer attaches 
to that service.   
 
The difference between the 
measures of importance and satisfaction is termed a Delta Difference.  The Omega Delta 
Analysis is used to guide Kronos in the appropriate use of continuous improvement 
resources.   
 
This analysis shows Kronos customer ratings of importance and satisfaction in four key 
areas.  While there are no major gaps, Kronos customers attach the greatest importance to 
Kronos products and to Kronos phone support.  The largest service “Delta Difference” is 
in the area of Phone support.   
 
In April, Kronos initiated a new transaction survey with Omega.  This survey focused on 
Kronos Global Support, which provides direct telephone support to Kronos customers.  
This survey was the first step in building a stronger customer focus in its support center.  
In October, support center goals were changed to use the new survey as a critical measure 
for the success of the organization.   

Importance versus Satisfaction with ...
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The ΩMEGA GROUP 
139 Billerica Road 
Chelmsford, MA 01824 
(978) 256 3331 
 

March 15, 2002 
 
Report of Independent Survey Auditors 
 
We have audited the customer base of Kronos Incorporated, through 
December 31, 2001.  These customer survey statements are the result of 
our independent survey of customers.  Our responsibility is to express an 
opinion on these customer satisfaction statements based on our survey 
audits. 
 
We conducted our customer survey audits in accordance with generally 
accepted survey auditing standards. Those standards require that we plan 
and perform the customer survey audit to obtain reasonable assurance 
about whether the customer satisfaction statements are free of material 
misstatement.  An audit includes examining evidence supporting the 
statements and disclosures regarding the quality of service provided and 
the overall service satisfaction.  We believe that our survey audit provides 
a reasonable basis for our opinion. 
 
In our opinion, the customer satisfaction statements in this report, present 
fairly, in all material respects, the customer satisfaction position of Kronos 
Incorporated, as of December 31, 2001, with our generally accepted 
customer satisfaction survey principles. 
 

 
 
Richard J. Castellano 
Chief Customer Officer 
Ωmega Management Group Corp. 
Chelmsford, Massachusetts 
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ÙMEGA 
Management Group Corp. 

139 Billerica Road 
Chelmsford, MA 01824 
Tel (978) 256 – 3331 
Fax (978) 256 – 4556 

www.omegascoreboard.com 
 

Since 1984, Omega has been a leader in providing customer satisfaction and retention 
programs by successfully partnering with their clients to achieve the goal of World Class 

Customer Organization. The Chelmsford, Mass.- based company, is grounded in the 
service side of a wide cross section of industries. Omega’s mission is to provide 

organizations with a competitive advantage by delivering customer intelligence data that 
increases customer satisfaction and loyalty.  
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