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================================================== 

PURPOSE 

THAT Event Company Ltd is committed to delivering exceptional service, building long-term client 

relationships and continuously improving the quality of our services. 

Customer satisfaction and client retention are monitored as key performance indicators and are 

used to guide operational improvements, staff development and business planning. 

Customer feedback is actively encouraged and is reviewed by management to identify 

opportunities for improvement and recognise areas of success. 

================================================== 

CUSTOMER SATISFACTION OBJECTIVES 

The Company has established the following annual customer satisfaction targets: 

Customer Satisfaction Target 

• Maintain a customer satisfaction rate of at least 99%. 

Client Retention Target 

• Maintain a client retention rate of at least 99%. 

Service Quality Targets 

• Resolve all customer concerns promptly and professionally. 

• Record and review all opportunities for improvement. 

• Share customer feedback internally with relevant team members. 

• Use customer feedback to improve future service delivery. 

• Maintain a strong reputation for professionalism, reliability and quality. 

================================================== 

CUSTOMER FEEDBACK PROCESS 

Customer feedback is collected through a variety of channels including: 



 
 
 

  
T:   01844 215 857 • E: create@that-event.com  • www.that-event.com 

Unit 7 North Weston business centre, North Weston, OX9 2HA  

THAT event company LTD 
2 Ochre Close 
Wheatley 
Oxford 
OX33 1FQ 

• Post-event feedback requests. 

• Direct client communication. 

• Client review platforms. 

• Repeat booking analysis. 

• Project debriefs. 

• Informal discussions and correspondence. 

Feedback is reviewed by management and discussed internally where appropriate to support 

continual improvement. 

================================================== 

CUSTOMER SATISFACTION RESULTS 

Review Period: 

1 January 2025 – 31 December 2025 

Customer Satisfaction Results 

Satisfied Outcome: 

99.8% 

Opportunities for Improvement: 

1.0% 

Unsatisfied Outcome: 

0.0% 

The Company recorded no unresolved customer complaints during the review period. 

Any opportunities for improvement identified by clients were reviewed internally and used as 

learning opportunities to improve future performance. 

================================================== 

CLIENT RETENTION RESULTS 

Client Retention Rate: 

99.0% 

Target Client Retention Rate: 

99.0% 

Target Achieved: 

YES 

The Company continues to maintain long-standing relationships with clients across corporate, 

private, public sector and venue markets. 
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================================================== 

COMPARISON TO TARGETS 

Customer Satisfaction Target: 

99.0% 

Actual Customer Satisfaction: 

99.8% 

Target Achieved: 

YES 

 

Client Retention Target: 

99.0% 

Actual Client Retention: 

99.0% 

Target Achieved: 

YES 

 

Target Unresolved Customer Complaints: 

0 

Actual Unresolved Customer Complaints: 

0 

Target Achieved: 

YES 

================================================== 

YEAR-ON-YEAR PERFORMANCE 

2024 

Customer Satisfaction: 

99.6% 

Client Retention: 

98.7% 

Target Achieved: 

YES 
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2025 

Customer Satisfaction: 

99.8% 

Client Retention: 

99.0% 

Target Achieved: 

YES 

================================================== 

INTERNAL COMMUNICATION 

Customer feedback and client satisfaction trends are shared internally through: 

• Team meetings. 

• Management reviews. 

• Project debriefs. 

• Staff communications. 

Positive feedback is used to recognise strong performance, whilst opportunities for improvement 

are used to improve systems, processes and service delivery. 

================================================== 

PUBLIC COMMUNICATION 

Customer satisfaction is communicated publicly through: 

• Client testimonials. 

• Online reviews. 

• Case studies. 

• Client recommendations. 

• Repeat business relationships. 

The Company believes transparency regarding customer experience is an important part of 

maintaining trust and accountability. 

================================================== 

USE OF CUSTOMER FEEDBACK 

Customer feedback is used to: 

• Improve operational processes. 

• Improve communication. 
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• Improve planning and logistics. 

• Improve onsite delivery. 

• Identify training opportunities. 

• Recognise excellent employee performance. 

• Support long-term client retention. 

================================================== 

CONCLUSION 

During the review period, THAT Event Company Ltd exceeded its customer satisfaction target and 

achieved its client retention target. 

Customer feedback remains a key performance measure within the business and continues to 

support continual improvement across all areas of operation. 
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