
Customers don’t advocate 
for vendors that deliver 
subpar service.

83% say their customer service 
experience with a technology provider 

is important or very important when 
determining whether to act as an 

advocate for that company.
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Clients would rather change technology 
than accept a negative service experience.

We performed an industry survey asking 
leaders in corporate legal and insurance claims 
departments about the importance of customer 
service when choosing a technology partner.

A vendor’s reputation factors in the buying decision. 

Conclusions

Customers want more 
than just a software 
vendor. 

Corporate legal and claims departments want technology providers to 
demonstrate a commitment to ongoing, long-term partnership. They seek 
providers that support success, as defined by the customer, at every 
phase. Customers expect their technology providers to:

Provide good service as early as the buying cycle.

Implement technology quickly and deliver value right away.

Partner with and support the customer throughout their 
engagement, even years after implementation.

Wolters Kluwer’s ELM Solutions partners with customers to deliver great end-to-end experiences with a 
comprehensive approach through our Customer Value Lifecycle. 

ELM Solutions’ Customer Value Lifecycle entails every aspect of this relationship, from firm onboarding and 
implementation to software enhancement programs that ensure clients make the most of our technology and our 
client support services along this cycle.

76% have abandoned a technology investment and looked 
for another provider due to poor customer experience.

Customer Value Lifecycle:
Customer service is key when comparing 
technology vendors. 
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Let the numbers speak for themselves.

78% say that a  
technology provider’s 
complete suite of  
services is important or  
very important to their  
tech buying decision.
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93% agree or strongly agree 
that a tech provider’s customer 
experience reputation is an 
important factor in their  
tech buying decisions. 

1% 2%

4%

38%55%

Agree
Strongly Agree

Strongly Disagree
Disagree
Undecided

76%

24%

Vendors need to ensure their 
users will be supported over 
the long term.

98% see a tech provider’s 
customer support as either 
important or very important.
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Customers want their 
technology engagement to 
go well from the start. 

95% believe 
implementation 
services are important 
or very important.
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86% say that training 
offerings are important 
or very important to 
their buying decisions.

Prioritize vendors with strong training programs.
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Vendors who aren’t 
providing a good 
customer experience 
are risking advocacy.

It’s more than just 
technology. A legal 
operations partner 
should stay with you 
for the long haul.

Ensure your vendor 
has an implemen-
tation approach 
from the start.

Review your 
vendor’s customer 
support plan.

Make sure you 
understand a  
vendor’s commit-
ment to customer 
experience.

Look for vendor’s 
outside recognition 
history as another 
form of validation.
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Make sure you get the right 
training program from your 
technology provider.
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https://www.wkelmsolutions.com/blog/rich-surace/customer-value-lifecycle-partnership-keeps-gears-turning
https://www.wkelmsolutions.com/blog/kevin-gaudet/employee-perspectives-customer-value-lifecycle-customer-education
https://www.wkelmsolutions.com/blog/mandy-purington/employee-perspectives-customer-value-lifecycle-smartlaunch
https://www.wkelmsolutions.com/press-release/wolters-kluwers-elm-solutions-wins-silver-stevie-award-customer-service-department
https://www.wkelmsolutions.com/blog/karen-mccracken/employee-perspectives-customer-value-lifecycle-collaborating-customer-success



