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Loyalty to CAD Vendor Survey

Discover what more than 200 CAD Users think of their suppliers...

"Better The Devil You Know"

CAD Spaghetti conducted a web survey amongst
CAD/CAM users in the UK in order to discover what they
think of their suppliers. 235 users completed our survey
shortly after the New Year.

We talked to them about their potential plans to change
suppliers, what keeps them loyal to existing suppliers, and
what they think of their suppliers’ service and support
offerings.

In this month’s issue, we have focused on the question of
“to change or not to change” CAD supplier.

Current Supplier

A Big Thanks to all
who took part in
our on-line survey
and
cohgratulations to
Martin Garner at

Glasspool &
Thaiss in Chesham
in the UK who won

our prize draw of
an HP Photosmart
735 Digital Camera

Over half of the respondents who completed the survey use only one CAD reseller or

vendor, with the majority of the remainder only using 2 or 3.
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However, less than one in 10
CAD resellers.

Yes
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of respondents are considering changing any of their

2%

What Prompts Change

Only 18 people within our sample stated that they are currently considering changing their
CAD vendor or reseller. When asked why they want to change, there are a number of

different answers given.

Response No. of people
Price / value far money 4
Zhanging CAD system { platfarm 4
(includes one respondent maoving to 30)
Corporate reasons 2
Feseller f vendor out of business 2

Single mentions are made of performance, training and package issues, such as backup

and updates.

We then asked respondents to tell us what are the most important issues that they look
for in a new reseller / vendor — and service and support came through as the most
important element, with price getting slightly less mentions. Other answers included
training, speed of delivery and compatibility / customisation opportunities.
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Response No. of people
Service / suppaort 7
Frice 4
FProduct capahility 2
Ferzonal / local 2

We finally asked those considering change to rank a number of criteria for choice of a new
supplier in order of importance. The chart below shows this ranking with the mean score
of the ratings (on a scale where most important=7 to least important=1).

IMPORTANCE

Knowledge of the product came out as most important, with price in second place (as with

spontaneous responses).

IMPORTANCE
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So Why Are The Rest Not Changing?

The vast majority of respondents were not currently considering changing their CAD
reseller or vendor. Three quarters of those not considering changing also feel that their
current resellers / vendors have no areas that could benefit from improvements. Those
that do feel their contacts could improve tend to cite price and proactivity / fast response
times as areas for attention.

When asked what makes them loyal to their existing reseller / vendor, a wide variety of
responses were given. However, key areas of response mirror the elements cited by
those considering changing.

3%

Competitive Good service Goodd fast  Local ! Fricndly ! Product  Technical  Historical  Toomuch  Understands
prices { value response  comvenient  persenal  knowledge  support  relationship haszsle business
For money time service

needs
Base: 163 respoide it

wyithout shaouting atme! They've heen faitly good over the years. Mo

Awillingness to salve problems not of theirmaking Case of "if it's not broken, don't fix it" really.
(i.e. generally helpful even when it is not lucrative ) real reason to complain.

Always respond to gqueries even by email within one
working day, even itis only confirmation that the query has

Good response to gqueries. Fairly local for training courses, ‘
heen received and is being looked at.

This is mirrored by their responses to several specific questions regarding their likelihood
to change. Firstly, respondents were asked whether they genuinely felt that their
supplier(s) was the best available, or whether they felt it was just not worth changing
supplier — and there was a relatively even split between those feeling they had the best,
and those apathetic to change.
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Don't know
21%

Best available
36%

Mot worth
seeking a new
one
43%

Respondents were also asked how likely they would be to “try out” a new supplier who
offered a better all round service — the answer was again more inclined towards the
negative — not very / not at all likely to try out the new supplier.

Don't know Very likely
13% 4%

Mot at all likehy
13% Quite likely

28%

Mot very likehy
42%

In Conclusion

Once CAD / CAM users select their suppliers, it is very unlikely that they will move away
from this supplier — very few users are currently considering a change, and in the most
part, those that are have been caused to do so by circumstances beyond their immediate
control. Thus it is important for vendors and resellers to maintain their services to
customers once they have attained them, as provision of a good service is likely to ensure
continued use.

Key drivers of reseller / vendor selection are service and support offerings, and value for
money — areas in which vendors should develop a strong offering in order to meet users’
needs. Other core elements include friendly, personal service, good response times and
good knowledge of products — all areas that can be tackled with improved staff training
and development.

Please Click HERE to leave a comment or question.
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