
Business Impact

Business Challenges

Approach

Client
Large US Public Utility

Industry
Utilities

Develop a sequential, bottom-up impact model to establish 

the relative impact of nearly 50 separate customer 

touchpoints associated with specific functional dimensions 

related to overall Trust and Service Experience, on overall 

Customer Satisfaction

Identify improvement areas for each quarter

Establish an algorithm to develop customer satisfaction 

goals for performance measurement

Course5 evaluated a number of existing approaches, 

identified components relevant to our client’s business 

needs, and developed an initial model framework

Survey instruments were developed based on this model 

framework and a large-scale baseline study was conducted

Model results were consistent with the hypothesized 

conceptual framework

CASE STUDY
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Impact of trust and 
experience on customer 
satisfaction and ongoing 
progress measurement

Corporate and departmental 

performance goals were set 

and measured for overall 

satisfaction, as well as, 

individual dimensions using 

the Customer Satisfaction 

Score (CSS) driver model

Empowered client to prioritize 

marketing and service   

investments to specific 

functional improvement 

initiatives using the VOC as 

the guiding principal

Results from the baseline study were analyzed to help refine the model framework

A hierarchical regression-based modeling approach was used to determine the relative impact of 

each component dimension on overall satisfaction

https://www.course5i.com/


Outcome
Monthly and quarterly key metrics reports were produced on an ongoing basis, with an annual 

modeling exercise

Reports provided detailed performance trends, differences by geographic units, as well as, 

contextual flavor through open-ended responses and social media analysis

Key drivers were identified/updated every year – providing important feedback on key areas

Corporate and departmental performance goals were set and measured for overall satisfaction, as 

well as, individual dimensions using the Customer Satisfaction Score (CSS) impact model

Course5 evaluated a number of existing approaches, 

identified components relevant to our client’s business 

needs, and developed an initial model framework

Survey instruments were developed based on this model 

framework and a large-scale baseline study was conducted

Model results were consistent with the hypothesized 

conceptual framework

Results from the baseline study were analyzed to help refine the model framework

A hierarchical regression-based modeling approach was used to determine the relative impact of 

each component dimension on overall satisfaction
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About Course5 Intelligence
Course5 Intelligence enables organizations to make the most effective strategic and tactical moves relating to 

their customers, markets, and competition at the rapid pace that the digital business world demands. We do 

this by driving digital transformation through analytics, insights, and Artificial Intelligence (AI). Our clients 

experience higher top line and bottom line results with improved customer satisfaction and business agility. 

As we solve today’s problems for our clients, we also enable them to reshape their businesses to meet and 

actualize the future.

Rapid advances in Artificial Intelligence and Machine Learning technology have enabled us to create 

disruptive technologies and accelerators under our Course5 Intelligence suites that combine analytics, digital, 

and research solutions to provide significant and long-term value to our clients. 

Course5 Intelligence creates value for businesses through synthesis of a variety of data and information 

sources in a 360-degree approach, solution toolkits and frameworks for specific business questions, deep 

industry and domain expertise, Digital Suite and Research AI to accelerate solutions, application of 

state-of-the-art AI and next-generation technologies for cognitive automation and enhanced knowledge 

discovery, and a focus on actionable insight.
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