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Judges comments
Clarkson Alliance made a positive decision 
to do something different to improve their 
customers’ experience. They have shown 
clear vision and strategic thinking to identify 
an approach that drives a collaborative 
team to deliver outstanding customer 
satisfaction. They clearly use the feedback 
from their face-to-face client reviews to  
drive continuous improvement.

For more information about the  
Clarkson Alliance contact:  
Graham Clarkson – 0186 535 5580  
graham@clarksonalliance.com

Clarkson Alliance is a Project and Cost Management Consultancy. Their approach to providing outstanding customer  
service is based upon: finding out what is really important to the client; developing and agreeing clear objectives based  
on that; undertaking stage-end reviews with the project team to keep on track and draw out lessons learned; and conducting 
six-monthly face-to-face reviews with each and every customer.

They started this review of performance in 2011 and continue to refine the process. Early on, Clarkson Alliance established 
that customers employ the services of an external Project Management consultancy to make sure their project is delivered on 
time, within budget and that the completed facility delivers the required outcomes. However as no one single individual  
is responsible for the success or failure of a project, contracting to ensure outcomes not wholly under your control is always  
a risk; a risk to customer expectation and a risk to future business. 

As delivering projects is a team pursuit, Clarkson Alliance developed a strategy for Project Management focused on making 
sure that the goal of the entire, wider team is to provide the outcomes desired by the customer. Whilst processes provide 
a road map and thereby a degree of certainty of how a project will be delivered, the successful execution of a project is 
determined largely by the motivation of those involved with delivery.

Sponsored by

Outstanding Customer Satisfaction: Winner 2016
Clarkson Alliance

Actions:
•   Focused on creating, developing and 

maintaining a high performing internal team. 
•   Used value management tools to define what 

is really important to the client and desired 
outcome of the project.
•  Facilitated workshop
•   Involved customer and all key stakeholders
•   Outcomes expressed as measureable objectives
•  Ranked in order of value

•   Engaged gateway project delivery process to 
review, feedback and learn lessons prior to 
moving to next stage.

•   Conducted six-monthly client reviews – MD and 
colleague not involved with that account.

•   Review agenda sent in advance – it considered:
•   Where value added
•   Customer expectations
•   Areas for improvement
•   Scores for standard metrics
•   Customer sent copy of notes and actions
•   Reviewed at subsequent six-monthly  

client review

Results:
•   Inspired individuals in the project team 

producing outstanding results.
•   Ability to measure and assess performance 

against a set of ranked objectives.
•   Improved performance – retention and growth 

through existing customers. 85% of turnover 
from repeat customers compared to 50% 
before customer reviews were introduced.

•   Changes identified at Gateway reviews are 
applied at the next stage and/or considered in 
the next project.

•   Feedback is always reviewed in an open  
forum at internal quarterly meetings.

•   Feedback shapes or refines future processes 
and services.

Lessons learned/recommendations:
•   Clients like to be asked for their feedback – but 

it needs to be face-to-face (no questionnaires).
•   An opportunity for customers to review and 

shape future service is a differentiator in 
the marketplace – price becomes less of a 
bargaining power.

•   Make sure you do something with the feedback 
and tell customers what you have done.

•   Competition within the internal team drives 
up performance as each member of the team 
strives to get the highest scores from their 
customers.

Company turnover:  £1.5 million
Number of staff:  10




