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Customer Satisfaction Changes
Cisco has integrated Cisco® Customer Satisfaction 
(CSAT) for Certification, Cisco CSAT Excellence, 
and the Cisco Value Incentive Program (VIP).

Customer satisfaction is now measured twice a 
year for all programs (at the end of Cisco fiscal Q2 
and Q4).

New certification targets are achievable based on 
all three sources of Cisco CSAT surveys: partner, 
Cisco field, and secondary sources.

Cisco VIP is based on partner source surveys only. 
Results are not technology specific; one result is 
provided for all the VIP tracks.

Cisco CSAT is no longer a requirement for 
certification or recertification for an existing 
certification level.

End customers are still validated during certification 
audits. 

A closed-loop feedback process is still a 
requirement that will be validated at certification 
and recertification.

Partners may continue to send surveys to the 
end-customer contacts through the Cisco Partner 
Access Online (PAL) tool.

Program Requirements
The following table shows the Cisco CSAT theater 
score targets for Cisco FY10.

FY10 Cert 
Target

FY10 VIP 
Target

FY10 CSAT 
Excellence

APAC 4.30 4.40 4.55

EM 4.30 4.40 4.55

EU 4.30 4.40 4.55

JAPAN 4.10 4.20 4.30

US 4.40 4.50 4.60

Certification response targets remain the same for 
the certification levels:

Cisco Premier new: 0 responses•	

Cisco Premier recertification*: 10 responses•	

Cisco Silver new: 15 responses•	

Cisco Silver recertification: 30 responses•	

Cisco Gold new: 15 responses•	

Cisco Gold recertification: 30 responses•	

* Cisco Premier Certified Partners will be required to meet the 
Cisco CSAT requirements at the next measurement period 

following their certification anniversary date.
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Measurement Periods
Customer satisfaction is now measured twice a 
year for all programs (at the end of Cisco fiscal Q2 
and Q4). 

Measurement is based on a rolling 12-month period. 
For FY10:

January 24, 2009 through January 23, 2010 •	
(FY02)

August 1, 2009 through July 31, 2010 (FY04)•	

Measurement periods are displayed in the PAL 
tool on the Cisco CSAT Year Overview page. 
Surveys from partner sources, Cisco sources, 
and secondary sources surveys are displayed 
separately, as shown here.

Partner Sources Surveys

Total Valid Responses 2

Your Overall Satisfaction Score 3.5

Cisco Sources Surveys

Total Valid Responses 10

Your Overall Satisfaction Score 3.79

Secondary Sources Surveys

Total Valid Responses 39

Your Overall Satisfaction Score 3.83

Combined Surveys

Total Valid Responses 51

Your Overall Satisfaction Score 3.81

Cisco PAL Tool Changes
The customer satisfaction status based on •	
the Q2 and Q4 measurement periods will be 
displayed in the PAL tool on the Cisco CSAT Year 
Overview page.

The display includes the valid responses and •	
satisfaction score for each of the three sources, 
with the overall Cisco CSAT score based on all 
three sources displayed below.

Partners can toggle between each measurement •	
period to determine their Cisco CSAT status.

The Customer Response Allowance (CRA) •	
calculation will be updated to a factor of 1:3 after 
the minimum of 36 valid responses has been 
received.

!
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Customer Response Allowance
The CRA program allows qualified Cisco 
Gold and Silver Certified Partners to 
“discount” low customer satisfaction 
response scores at the time of Cisco 
CSAT calculation.

Partners need a minimum of 36 responses 
to participate in the program. The number 
of responses a partner can remove is 
determined by a factor of 1.3. The CRA 

link is displayed for Cisco Gold and 
Silver Certified Partners with at least 36 
responses who are below the Cisco CSAT 
theater target score. Clicking the link 
displays the allowance calculator. Partners 
can select specific responses to remove 
and then recalculate the Cisco CSAT 
score online.
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