
Frequently Asked Questions 

enChoice Managed Services™ Customer 
Satisfaction Tracking & Reporting 



Below are answers to some of the most commonly asked questions about how enChoice tracks and 
reports the satisfaction of its enChoice Managed Services™ customers. 

How does enChoice define customer satisfaction? 
enChoice defines customer satisfaction as the delivery of a quality product/service that is consistent with 

the customer’s expectations, is timely in its responsiveness, and demonstrates an understanding of the 

customer’s business issues. 

What is your method or approach for measuring customer satisfaction and 
implementing quality assurance? 
enChoice proactively solicits customer satisfaction by automatically emailing the applicable customer 

contact a short satisfaction survey within minutes of the conclusion of every meaningful support incident 

(see sample below). This email contains a link to an incident-specific Web page containing a survey with 

six meaningful questions that require a quantitative answer. Each question provides space for optional 

free-form comments. This data is automatically updated in enChoice customer satisfaction database 

tables, which are an integral part of the enChoice trouble ticket management system.   
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The results are normalized into a Customer Satisfaction Index (CSI), tracked immediately, and charted 

over time. enChoice’s goal is “Zero Defects,” which implies a process of continual improvement. The 

goal is to maintain the highest possible CSI, which exceeds any industry standard and exceeds what 

may be demonstrated by our vendors and/or competition. An example of the current CSI tracking is as 

follows: 
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How often does your company monitor and review customer satisfaction metrics? 
enChoice managed services staff monitors the customer satisfaction metrics on a weekly basis, and 

executive management reviews the results every month. Changes in business process are made as 

appropriate to maintain continual progress toward Zero Defects and the highest levels of satisfaction. 

How has your company established the thresholds that define "good" vs. 
"unacceptable" customer satisfaction? 
Over its 10 years of implementations and customer support, enChoice has developed specific levels of 

response, competency and resolution that have resulted in high levels of customer satisfaction and 

repeat business. The general definition of “good” is where customer satisfaction is consistently high or 

improving, and “unacceptable” is where it is degrading. Any individual scores that do not meet specific 

threshold filters are reviewed by the entire support team and/or may require customer follow-up by a 

manager. 



What policies and procedures do you have in place for receiving, addressing and 
resolving customer issues? 
Customers can open an incident by phone, over the web, or by email. Every complaint, question, or 

trouble call is logged in to enChoice’s call management system. The response time is measured from 

the time enChoice receives the initial request for support to the first contact made by phone from 

enChoice regarding the request for support, which shall not exceed one hour. Escalation policies and 

automated notifications exist that include enChoice management (up to and including the CEO) to 

ensure quality and timely resolution. Movement toward resolution is managed on a daily basis to ensure 

conformance to policy. Weekly escalation meetings attended by the entire managed services staff are 

held every Tuesday to discuss any open trouble ticket that has aged beyond the target resolution policy.  

Who are the most senior managers and executives in your organization that are 
responsible for ensuring and improving customer satisfaction? Can we contact 
them?   
John Lighthill is enChoice’s Director of Managed Services. Mr. Lighthill may be contacted either by 

phone at (480) 889-5924, or by email at jlighthill@enchoice.com. 

John Emerson is the Executive Vice President of Managed Services. He may be contacted either by 

phone at (480) 889-5918, or by email at jemerson@enchoice.com. 
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About enChoice 

enChoice®, Inc. provides enterprise content management (ECM) software solutions that improve 
time-to-solution, the user experience and backup and recovery service levels. enChoice software 
solutions are complemented by end-to-end ECM services and a unique “single point of contact” 
managed services program. The company is recognized industry-wide for its innovative, application-
aware solutions for IBM FileNet, IBM Content Manager OnDemand and EMC Documentum. 

Founded in 1993, enChoice is an award-winning IBM Premier Business Partner and an EMC 
Technology Connect Select Partner. Customers include Levi’s, Memorial Sloan Kettering Cancer 
Center, Merck, Petro-Canada, the United States Army, US Foods, and Visa. 

For more information, visit enchoice.com or email info@enchoice.com. 




