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Creating a positive experience leads to positive outcomes
all round

Many businesses hold the view that satisfied customers spend more and are more loyal. However, Head of Customer,
Employee and Reputation (CER) research at TNS South Africa, Richard Rice, says that there are far more layers to
customer behaviour than simple satisfaction.

Given the increasingly competitive nature of the market and the profound impact of the internet, the
manner in which customers interact with businesses has changed. Relationships are more fragile
and customer retention is becoming more challenging and costly. Consequently, Rice says, the
customer experience is critical and a true measure of the customer experience must move beyond
just satisfaction with the process.

Understanding the competitive context is critical because most companies measure their own
customers' satisfaction with their service without accounting for customers' perceptions of
competitors. Rice points out that this delivers a relatively incomplete view of the customer and
ultimately does not help to explain their actual behaviour. Considering the competitive context as

TNS does means that the customer experience can be measured relatively and consequently provides a predictive indicator
of future behaviour.

Rice also points out that it is essential to understand individuals and their behaviour in their own context such as life
situation and customer life cycle, as opposed to attempting to aggregate experiences across all customers. He states that
the notion of average findings is somewhat flawed and his mission going forward as Head of CER at TNS South Africa is to
move clients towards a greater understanding of individual experience considering the individual customer's context and the
competitive environment.

Rice continues to explain that although a simplistic view of customer satisfaction is outdated, the overall customer
experience is critical to business success. Even if companies are competing on price or product, the ability to choreograph
the customer experience at every step of the interaction leads to a powerful business benefit. With 18 years in this
business, there is no doubt that he is well qualified to make this claim and to lead TNS South Africa into assisting its clients
to create the best experience for their customers.

About TNS

TNS advises clients on specific growth strategies around new market entry, innovation, brand switching and stakeholder
management, based on long-established expertise and market-leading solutions. With a presence in over 80 countries, TNS
has more conversations with the world's consumers than anyone else and understands individual human behaviours and
attitudes across every cultural, economic and political region of the world.
TNS is part of Kantar, one of the world's largest insight, information and consultancy groups.

Please visit www.tnsglobal.com for more information.

About Kantar

Kantar is the data investment management division of WPP and one of the world's largest insight, information and
consultancy groups. By connecting the diverse talents of its 13 specialist companies, the group aims to become the pre-
eminent provider of compelling and inspirational insights for the global business community. Its 28,500 employees work
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across 100 countries and across the whole spectrum of research and consultancy disciplines, enabling the group to offer
clients business insights at every point of the consumer cycle. The group's services are employed by over half of the
Fortune Top 500 companies.

For further information, please visit us at www.kantar.com.
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Kantar is the world's leading evidence-based insights and consulting company. We have a complete,
unique and rounded understanding of how people think, feel and act; globally and locally in over 90
markets. By combining the deep expertise of our people, our data resources and benchmarks, our
innovative analytics and technology we help our clients understand people and inspire growth.
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