Kenes Customer Interview Analysis
[bookmark: _Toc35205017]Method
[bookmark: _Toc1412296][bookmark: _Toc509782283][bookmark: _Toc35205018]Sampling
This analysis is based on 22 interviews held with senior officers (member of the board, chair, treasurer, president, etc..) in 20 different companies/organizations Kenes provides with conference organization and production services, as well as other services (Kenes customers).

[bookmark: _Toc1412297][bookmark: _Toc509782284][bookmark: _Toc35205019]Tools
The interviews were based on a semi-structured interview tool.

[bookmark: _Toc1412298][bookmark: _Toc509782285][bookmark: _Toc35205020]Process
The interviews were held in May-June 2021.
The interviews were conducted via Zoom.












Background
Most of the interviewees have been working with Kenes for many years:
· 9 interviewees have worked with Kenes for 10 years or more.
· 10 interviewees have worked with Kenes for 4-9 years.
· 3 interviewees have worked with Kenes for 1.5-2 years.

Main focal point
[bookmark: _Hlk74859930]Most of the interviewees see their SAM/AM as their main focal point (some mentioned other staff members they work with, or senior managers with whom they are in contact with, as their main focal point). The persons the interviewees see as their main focal point (and number of interviews these persons were mentioned in) are: Limor Cunia (4), Evelyn Zuberbuhler (3), Perry Gil-Ran (3), Dan Rivlin (3), Avital Rosen (3), Yariv Gal Yam (2), Marcel Dekker (2), Ira Hajdamacha (2), Ilana Eliav (2), Louise Gorringe, Francesca Starr, Pinar Akbulut, Tami Gaon, Idit Reisner, Marc Lawrence, Linda Bosschers, Liliya Buyukliyska, Pamela Funes, Diana van Brakel, Regina Pinkas, Hester Lanting.	Comment by ראובן כהן: האם כדאי להוסיף פה פירוש ר"ת בפעם הראשונה? Senior Account Manager/Account Manager

· [bookmark: _Hlk75680854]Almost all the interviewees (apart from two) stated that the level of support they receive from the main focal point at Kenes with whom they work meets their expectations and they (the interviewees), in general, are satisfied with the work carried out by the Kenes staff. The interviewees described the Kenes staff with whom they work as professional, responsive, proficient, knowledgeable and experienced, available, flexible, anticipate problems, proactive and essential to the (interviewee's) company’s/organization’s work
· Two interviewees singled out the attention they receive from senior Kenes management members and the fact that their main focal point at Kenes was replaced on those occasions on which the degree of support the interviewees received did not match their expectations, and they were dissatisfied with the work carried out.
· Lack of satisfaction: two interviewees (one of whom mentioned that he has no main focal point and he works with different people in different spheres) mentioned that the support they receive from the main focal point at Kenes/Kenes staff does not meet their expectations, and they are not satisfied with the work carried out. One of them stated that the reason for this is poor attention to detail and the need to check and rectify a significant portion of the work done by the Kenes staff, as well as promises often made by Kenes staff that they failed to deliver. The second interviewee mentioned defective/insufficient availability and responsiveness from the Kenes main focal point with whom they work.
· Two interviewees commented that the Kenes focal points with whom they worked had been replaced without informing and preparing the customer in advance.

“10 out of 10, she [the SAM] didn't fail to meet my expectations on even a single occasion. Excellent responsiveness, if I have a question then I receive an answer within minutes, and the answer is an extremely confident one. All the time, even during vacations and weekends. Outstanding. Even when Israel is under a rocket attack I still benefit from a rapid response. She is a role model, there is no room for improvement, I very rarely say such things, but in this case, service is really outstanding.” (Roger Nitsch)

“... We engage in almost weekly communication with Evelyn to discuss the various issues, to work on new ideas and plans and this works really well, it helps a lot. Evelyn knows a lot about the organization and brings with her considerable experience and connections that are of great benefit to us. She also helps to coordinate our board meetings. It works really well. Hester supports and works with our education committee, we have a webinar series and to date have held five of them with some more to come, it is progressing well ... Kenes' responsiveness to our needs was better than the competitors. I wish to add that when it comes to strategy and planning our large conferences once every two years, Marcel is very good and we fully appreciate his opinion. It meets our expectations ... I don’t think that anything should be changed.” (Mark Cotton)

[bookmark: _Hlk75204705]“No, attention to detail is poor. The organization is forced to check and repair a large part of the work Kenes does. It might involve purely straightforward issues such as incorrect spelling of names, or mistaken dates, these are small but important issues. I would like to add that the Kenes staff tend to say, “It’s alright, we will sort it out” and then nothing happens. They promise but fail to deliver.” (Julian Beezhold)

Overall satisfaction with Kenes Group
· Almost all the interviewees (apart from one) stated that the services provided by Kenes Group meet their needs and expectations.
· All the interviewees stated that they were satisfied with the choice they made to use the services of Kenes Group, a choice that has materialized into a state of ongoing cooperation over many years.
· The COVID-19 pandemic period: 4 interviewees specifically underscored the support and assistance they received from Kenes Group during the last year and a half, the speed with which Kenes Group made adjustments to the new situation, the tremendous amount of flexibility and the response provided to the needs of this particular period.
· Topics for improvement: familiarity with the Kenes Group organizational structure, the various teams, functions and the division of labor could have been of great help to the customer, reducing the amount of staff changes within Kenes, a more rapid adaptation and adoption of changes in accordance with the requests/needs of the customer (this comment contradicts the phenomenal capability of Kenes Group, as described by the interviewees, to effect rapid adaptations and changes in the shift from live/in-person to virtual conferences), more customer-tailored solutions, the importance of communication between the company/organization president and Dan Rivlin or another senior manager at Kenes.	Comment by ראובן כהן: אני ממליץ לשנות את הפורמט בפסקה לרשימת בוליטים כדי להקל על הקריאה.
“They are a brand name of high-level professionalism ... We are completely satisfied, especially at how they manage the limitations posed due to the pandemic and adapt from a live [in-person] conference to a virtual conference and from there back to a live [in-person] conference, and do everything with the same degree of calm, and at no time did we feel unable to rely on them or that they didn't know what they were doing. This really does not happen with anything. Nothing was less than satisfactory.” (Jan Vesper)

“Service was beyond our expectations, and we feel that Kenes really cares about our organization ... we feel that Kenes is a part of our team.” (Katarina Hanseus)

[bookmark: _Hlk75157499][bookmark: _Hlk75258371]“We are more than satisfied with the service provided by Kenes, the only thing missing is ... Kenes are like a machine, they have their own working processes and sometimes it is difficult to shake them out of it ... On occasions, changes take a long time. Changes take a long time, we all agree on that, to tailor solutions for the customer can be very difficult on occasions ... Kenes are very good at conducting negotiations with the conference venues, we were meant to be in Canada last year, we had commitments with the conference venues and the hotel accommodation but we said that we were unable to hold an in-person conference [due to the limitations]…Kenes were very good at negotiating with the various locations, they managed to prevent fines being imposed, so that we avoided serious financial fallout. In the end, these are issues that make a real change. In the last two years the board was afraid of fines ... Kenes engaged in excellent negotiation work enabling us to avoid such commitments.” (Susanne Wollaert)

[bookmark: _Hlk75685796]Accountability and transparency
· All the interviewees feel that the Kenes Group's approach to accountability is satisfactory and Kenes take responsibility for the work they carry out, errors made or problems occurring, and they take requisite action to find a suitable solution.
· [bookmark: _Hlk75685367]Most of the interviewees (17 out of 22) believe that Kenes act with transparency and openness and expressed satisfaction with this aspect of their work. A sizable portion of the examples of transparency mentioned by the interviewees involved budgetary and financial issues.
· [bookmark: _Hlk75169172]About a quarter of the interviewees (5 out of 22) stated that they do not think that Kenes act with transparency, and most of their claims regarded a lack of transparency on the part of Kenes on issues of costs, the choice of subcontractors, etc.

“I think that they assume responsibility (accountability) for the work they do, if minor issues arise, they are willing to work with us to solve them, there are always issues when you are planning a large conference and they are prepared to take the time to solve issues and to improve ... I agree with the issue of transparency, everything is done with the utmost transparency. The budget they prepare for us is extremely detailed and everything is listed and included, and this really helps to determine things.” (Lea Harrison)

“When I think about transparency, I tend to look for transparency regarding financial matters, but I don't see any issues of a lack of transparency on financial issues here.” (Hans van Goudoever)

“It is no secret that we had transparency issues, how some of the costs and services supplied by Kenes subsidiaries, how this affected the cash flow in principle from the conference to Kenes ... This was an issue and to some extent it still is, as we don’t know exactly how the work is transferred to the subsidiaries, and this should happen to a lesser extent, they know that we don't like this, and we are trying to improve it. An example of this is organizing the AV needs for the conference, we really need to know with whom the contract has been made, they decided to offer this to their subsidiary, and in our opinion, this is not fully what we had intended, this is a matter of transparency. In principle, this is one of the issues we have been discussing a lot in recent years ... We want to know about both direct and indirect payments to the company [Kenes]. The process of selecting subcontractors is not entirely transparent.” (Johannes Trueck)

[bookmark: _Hlk75685847]Cost efficiency
· Most of the interviewees (17 out of 22) stated that they can clearly see the efforts made by Kenes in terms of cost efficiency and feel that Kenes act in a professional manner and take this matter seriously.
· About a quarter of the interviewees (5 out of 22) were less satisfied with this aspect:
· Three (3) interviewees stated that Kenes should focus more attention on the customer’s financial interests or that there was a need for greater transparency regarding costs, the choice of suppliers, etc.	Comment by ראובן כהן: לעניות דעתי, אין צורך להוסיף את המספר כספרה בסוגריים (הנוהג מתאים יותר למסמכים משפטיים כאשר יש חשש כי תיפול טעות באחת הספרות ואז נהוג לכתוב את המספר במילים בסוגריים לאחר הספרה. 
· Two (2) interviewees stated that although, on the whole, Kenes do good work in terms of cost efficiency, on occasions the customer and Kenes do not see things eye to eye, and to a certain extent there is room for improvement and possibly even greater cost efficiency.

“We see their efforts. Sometimes we propose interim solutions that vary from very expensive to extremely economical. The good thing is that they are prepared to work with us to render things more economical.” (Ellen van Nierop)	Comment by ראובן כהן: תרגמתי "כלכלי" כ ECONOMICAL כי המובן במשפט הוא חסכוני.

“I would say that in any business you get what you pay for and we would certainly prefer to see the same level of service provided at a lower price. At the same time, we also understand that one of the reasons why Kenes are so successful is that they do very good work, and this calls for both the appropriate human resources and time. In general, they are good in this aspect, perhaps not excellent but good, and whenever we have asked them to try and become more efficient, they have always worked with us to find the appropriate solution.” (Anonymous)

[bookmark: _Hlk75429569]“... When it comes to financial aspects, on occasions it should really be slightly more satisfactory for the customer ... We feel that they should help us out more, for example they should focus more on the financial interests of the customers.” (Afzal Javed)
Innovation
· [bookmark: _Hlk75339780][bookmark: _Hlk75254232]Out of twenty (20) interviewees who felt that they were capable of relating to the topic of innovation, thirteen (13) interviewees believe that Kenes excel in the field of innovation and mainly pointed out that they were impressed (some of the interviewees stated that they were even astonished) at Kenes ability to effect such a rapid shift from physical (in-person) conferences to virtual conferences, from the virtual platform to conferences, and in general, from Kenes’ response to the challenges imposed on it by the pandemic.
· Seven (7) of the twenty (20) interviewees who felt capable of relating to the topic of innovation, believe that Kenes are not at the forefront of innovation and some of them expressed a desire to see an improvement in this field or more innovation.

“If you would have posed this question to me two years ago, I might have said that more online formats were needed, but now after this experience I wouldn't change anything, it was fantastic, they invested considerable efforts, with excellent technology, there is a good set of people from Tel Aviv who manage the whole show. We introduced a great deal of innovation in these conferences, we added forum discussions, young scientist meetings, and every idea I raised with the team over the years they were able to put into practice and implement virtually, and this is fantastic. At this level of sophistication, it is very difficult to change the conference organizer.” (Roger Nitsch)

[bookmark: _Hlk75264731]“They readily adapt to challenges and new situations. They responded well and positively to the new challenge that affected the entire world.” (Anonymous)

“I think that this is only partly true, for example as a result of the pandemic, they developed or found a platform for virtual conferences. I think that they are okay with the issue of innovation, I think they could be better as they are a large international company and if I were in charge of the company I would want to be at the forefront and for the products to be more user-friendly ... When I first tried to enter the platform for the first session I was involved in, it took me 20 minutes to find the meeting, and this is ridiculous ...” (Julian Beezhold)

Strategy
· Out of eighteen (18) interviewees who thought they were capable of relating to the issue of strategy, fourteen (14) interviewees said that Kenes deal with this issue extremely well and they do so mainly by supporting and promoting the client's strategic and planning thinking in terms of conferences.
· Two (2) interviewees stated that they would like more help or a proactive approach by Kenes on this topic. Two (2) other interviewees explained that as far as their organization is concerned, there is no need or expectation for Kenes to be involved/partners in strategic topics, but as is the case, in implementing the strategy the client has decided upon.

“A strategic topic for our organization is that we are now shifting to annual conferences ... Kenes provides considerable help with strategic thinking and planning the transition to annual conferences. I would say that they are pretty good at this.” (Marc Fisher)

“I would expect them to approach us and for us to engage in a brainstorming session regarding the future of our conferences. This impetus usually comes from us. I would like them to be more proactive on this matter.” (Susanne Wollaert)

[bookmark: _Hlk75429816]“Maybe we are a special customer, we don’t need ... We make the strategic decisions rather than outsourcing the issue of strategy. In general, Kenes provides a good level of support for the development of our conference, I wouldn't say that they lead the conference from a strategic point of view ...” (Anonymous)


Problem solving
· Out of the twenty (20) interviewees who felt capable of relating to the issue of problem solving, nineteen (19) interviewees stated that Kenes had to problem solve and contend with various challenges, both before and during conferences and they succeeded in doing so in a highly professional and rapid manner, while ensuring that they provided a relevant response to the customer's demands and needs. One of the outstanding examples brought up by the interviewees is the admirable manner in which Kenes dealt with the whole gamut of changes, problems and challenges created and forced on us by the pandemic, and the change/transition from physical (in-person) conferences to virtual conferences.
· One (1) interviewee said that Kenes handling of problems is insufficient and that there is room for improvement on this matter.
“We saw this last year when we were required to make the transition from a physical conference to a virtual one. This required getting used to .... and working on the entire strategy again from scratch in no time at all, as we only had a few months to make the change. They did this successfully and efficiently. I was extremely impressed with this ability to rapidly adapt and to do so in a highly professional manner.” (Brenda Morrow)

“Problem solving occurs all the time and especially during the conferences and they [Kenes] are really good at it. They monitor the conference and the sessions, they are proactive and thus are able to foresee events that might be problematic. They are totally immersed in this and do not simply look and say, “This isn’t my problem.” The feeling created is that you work with them, together as a team.” (Craig Hartrick)

“My personal experience is that most of the time they did manage to solve issues, but once again they tend to propose solutions that were a source of frustration for our organization at the time. On occasions their response was slow or they failed to deliver as required. I wish to stress that we have been working with Kenes for many years as on the whole we are satisfied and their product is a good one, but it is possible to do things better.” (Julian Beezhold)

Proposals/comments for improvement
[bookmark: _Hlk75690657]Ten (10) interviewees pointed out a number of additional areas/issues requiring improvement, and the most common issue (mentioned by three interviewees) was the customers’ desire for additional assistance/proactiveness on the part of Kenes in searching for/finding suitable companies to finance the conferences and generating closer cooperation with them. Additional subjects for improvement were: a solution to the issue of a conflict of interests on those occasions when Kenes work with/provide service to a number of customers (organizations/companies) from the same field, transparency and exposure to all the potential options in terms of virtual platforms and additional products that exist/are available on the market, a proposal to develop a catalog of hybrid options for conferences and to remotely connect the participants (via online means) to the participants physically present at the conference, placing emphasis on sustainability at conferences (this is something the client aspires to) in terms of recycling, energy production etc., transfer of the accumulated knowledge from conference to conference, a clearer plan/declaration regarding the interaction between the organization’s (customer) management and the Kenes management, a fixed and agreed reporting system (of Kenes), a broader view of the customer by Kenes (to look beyond the conference rather than simply regarding it as a one-off event) in order to increase the benefit to the customer and its conferences, greater customer involvement in selecting suppliers.	Comment by ראובן כהן:  אני ממליץ לשנות את הפורמט בפסקה לרשימת בוליטים כדי להקל על הקריאה.

[bookmark: _Hlk75513879]“If I think about what we can improve in future, I think that this is also Kenes’ responsibility. They are a large company and are well-connected, and they can choose appropriate pharmaceutical companies for us [sponsorship/funding for conferences]. A more proactive approach, whereby Kenes contribute more than they currently do, would lead to greater revenue so that both Kenes and we would profit from this. Proactiveness, involving thinking about companies and coming up with proposals, and if my help or that of the other board members is required, we are always ready to take part ...” (Ronald de Groot)
“On occasions there are conflicts of interest. They work with additional organizations in the field of psychiatry, which is fine, but sometimes this can create a conflict of interests with us. This is a very important point. For example, we wanted to organize a conference in Paris and they had already organized another psychiatry conference in France ... Sometimes it bothers us that due to a conflict of interests we have to compromise. This is one of the issues that apparently requires to be dealt with in the future. We regard it as a limiting factor ... Kenes are clearly independent in terms of selecting clients. I can't tell them with which customers they ought to work, but they should bear in mind that if they choose customers with the same field of expertise, then they will have to act accordingly.” (Afzal Javed)

“Generally, from year to year my experience is that knowledge transfer between conferences seems to get lost on occasions, there does seem to be some degree of reinventing the wheel ... There might not necessarily be a clear memory of what has occurred and how we have done certain things. I can understand that there are a lot of conferences, but I know we are a large customer and as such we have a longstanding relationship. Consequently, I feel that we should not have to reinvent the wheel even if we are not entirely doing so. This is not a bad thing, but it is possible to improve the knowledge transfer [from conference to conference].” (Anonymous)

Additional services
Three (3) interviewees alone mentioned additional services they would like to be included as part of the services offered by Kenes Group. Two (2) interviewees proposed the option of offering services to universities, as they could derive much benefit from the experience of Kenes and its innovation in arranging virtual conferences for online academic teaching, webinars etc. An additional interviewee suggested that Kenes might provide strategic support/assistance to companies’/organizations’ (customers') boards, not only in relation to conferences.

“Much academic instruction is now shifting to online teaching and in this regard, we can learn from Kenes’ innovative approach to conference organizing. This is something that Kenes might wish to consider. I really don't think that we can go back to in-class learning, there is a potential for conducting dialogue with universities, as once again this involves innovation that you might want to transfer to an additional sector.” (Karen Kirkby)

“If there was a strategic office that could diagnose where our company currently is situated and help us to proceed and make us more sustainable in the future... that would be really good ... It would be a good thing to think about this and how from Kenes’ perspective, they might be able to help the board progress in the future.” (Ronald de Groot)

Recommendations, thanks and praise for Kenes
· All the interviewees without exception said that they would recommend (and some already have done) to other organizations to work with Kenes Group.
· More than a half of the interviewees, including those interviewees who have experienced/experience certain difficulties in working with Kenes (as detailed above), at the end of the interview asked to thank and praise Kenes and its staff (SAM, AM and others [two interviewees mentioned Dan Rivlin in this connection]), they mentioned their satisfaction and deep appreciation for the professional work carried out by Kenes and its staff, as well as the fact that they enjoyed working with them.
· With regard to providing recommendations for other organizations, one of the interviewees expressed concern over Kenes working with other groups/organizations from its field of activity (of the customer), due to the conflict of interests regarding sponsorships (there is a very limited number of sponsorships in the industry relevant to this field) and its impact on the customer.

“Yes, I would recommend. them I wish to thank Kenes, they have provided us with excellent service over the years and we really appreciate the support they have given us.” (Brenda Morrow)

“I think that on the whole we are satisfied with their services, I would recommend them and if anyone seeks to organize a conference, they are the first company I would recommend contacting ... We identified a problem, I contacted Dan Rivlin, he was extremely responsive, we quickly scheduled a Zoom meeting, he demonstrated genuine understanding and solved the problem in a matter of days, so that as far as I am concerned it was fantastic. You can sometimes deal with people who are not decisive, and then it would have dragged on and it could have affected the conference in October. You can use my name. I want him [Dan] to know that I really appreciate it.” (Marc Fisher)

“Yes, I would recommend them ... Despite the fact that when you work with other veterinary groups a conflict of interests might arise in relation to sponsorships, there are only a limited number of sponsorships in the veterinary industry, and if other veterinary companies turn to Kenes to use their services, we will tell Kenes that we have had a positive experience with them but we are not happy about the fact that additional veterinary companies will be working with Kenes, as we feel that this will impact us.” (Ellen van Nierop)

Conclusion and recommendations
· Satisfaction with Kenes staff and Kenes Group services - there does appear to be a high degree of customer satisfaction both with the work of the Kenes staff and the services provided by Kenes Group, and these (Kenes staff and the group's services) meet the customers’ expectations. The customers described the Kenes staff with whom they work as professional, responsive, proficient, knowledgeable and experienced, available, flexible, anticipate problems, proactive and essential to the company’s/organization’s work (the customer). However, certain customers pointed out aspects that require improvement regarding availability, responsiveness, attention to detail, keeping promises, customized solutions, as well as informing the customers and preparing them in advance for reshuffles within the Kenes team.
Recommendations:
1) It is recommended to ensure that all the Kenes team members maintain a high degree of availability for their customers, responsiveness, attention to details, tailoring solutions for the specific needs and demands of the customer, as well as ensuring that they keep the promises given to the customer.
2) We also recommend continuing to be attentive to the customers and the issue of Kenes staff/employee replacements if the customers express dissatisfaction at their work with these individuals.
3) If for reasons of its own (regardless of customer satisfaction), Kenes decide to engage in a staff reshuffle in their working teams or transfers certain individuals, it is recommended to ensure that the customers are made aware of this and to prepare them in advance of such personnel changes. Moreover, we recommend limiting such personnel changes when there are longstanding working relations between the customer and the SAM/AM that are much to the customer's satisfaction.

· Accountability & problem solving - the interviews have demonstrated that there is general consensus amongst the customers as to accountability and problem solving, and Kenes Group appears to have a very good record in these areas of activity. The customers stated that Kenes and their staff/workers assume responsibility for the work they do, mistakes that occur or problems, and they take appropriate action to find a relevant solution. The customers added that Kenes and their staff/workers had to problem solve and contend with various challenges, both before and during conferences and they succeeded in doing so quickly and in a highly professional manner, while ensuring that they provided a relevant response to the customer's demands and needs. One of the most salient examples of this is the highly admirable way Kenes dealt with the whole gamut of changes, problems and challenges created and forced on us by the pandemic, and the change/transition from physical (in-person) conferences to virtual conferences.

· Transparency, cost efficiency and financial issues – most of the customers appear to believe that Kenes act with full transparency and openness regarding budgetary and financial issues, and also invest considerable efforts and take professional action in terms of cost efficiency. Nevertheless, about a quarter of the interviewees (customers) claimed that Kenes do not act with transparency, particularly on issues of costs, selecting subcontractors etc., and there is room for improvement as regards cost efficiency. With regard to financial issues, a number of customers expressed their desire for additional assistance/proactiveness on the part of Kenes in searching for/finding suitable companies to finance the conferences and generating closer cooperation with them.
Recommendations:
1) It is recommended to maintain a significant degree of transparency and openness with the customers, especially in regard to costs, the selection of subcontractors, etc.
2) We strongly recommend ensuring that attention is paid to the customers in terms of cost efficiency, considerable focus should be placed on the customers’ financial interests while an increased effort should be made to provide assistance/proactiveness (if the customer or Kenes identify a need for this) in searching for and finding suitable companies for funding the conferences.

· Innovation - it is noteworthy that the majority of the interviewees (65%) feel that Kenes excel in innovation, and they were mainly impressed (some of the interviewees stated that they were even astonished) at Kenes' ability to effect such a rapid shift from physical (in-person) conferences to virtual conferences, from the virtual platform to conferences, and in general, from Kenes’ response to the challenges imposed on it by the pandemic. However, about one third (35%) of the interviewees believe that Kenes are not at the forefront of innovation and some of them expressed a desire to see an improvement in this field or more innovation.
Recommendation: Alongside maintaining the flexibility in the transition between the different types of conferences (physical/virtual), it is highly recommended to ensure that the company continues to lead in terms of innovation, adapting technology to changing needs and different demands of customers, while introducing additional innovations and possibilities into the sphere of virtual and hybrid conferences.

