
Acquirers understand that good customer relationships and service are 
fundamental and cross-cutting indicators of a solid business. Customer insight is 
increasingly a critical part of the M&A diligence process.  Getting inside the head of 
your target's customers can uncover things the owner or management team isn't 
telling you, or your market research won't uncover.  It can also identify overlooked 
growth opportunities and small changes in service that can lead to significant value 
drivers for the company.  Increasingly, investors are  looking to PMG's Customer 
Insight® process as a core part of their standard due diligence.  Unlike a standard 
survey grid, our approach provides an in-depth deliverable tailored to your need 
and provide critical customer perceptions and competitive insight. 

Priority Metric Group’s (PMG) - Customer Insight® Process

www.pmgco.com

“PMG delivers far more than a matrix of 

survey results; they deliver the analytics 

and insight you would expect from a top 

tier consulting firm.  Their private equity 

customer insight work is second to none."

Dean Emmerton 
Managing Partner, Emko Capital

CUSTOMER DUE DILIGENCE

Our Customer Insight process is a robust, customer-centric process which collects 
both quantitative and relevant qualitative data tailored to support due-diligence 
needs. The final deliverable is a fact-based, data-driven report providing the 

necessary input to better predict the future performance and earnings of the target 
business.

By employing our proprietary Voice of the Customer (VOC) methodology 
combining both quantitative and qualitative customer feedback, responses can be 
transformed into insights and recommendations that help mitigate risk and 
accelerate value creation post-close.  The added benefit of PMG’s Customer Insight® 
process is that the methodology is highly customizable. This means that in addition 
to determining the strength and stability of customer relationships and future 
revenue, customer due diligence can also help address a variety of deal-specific 
objectives.

The Importance of Customer Insight in Due Diligence 

The entire process is designed to be completed in five weeks, aligning with 
compressed due-diligence timelines common to private equity deals.  The result is a 
clear understanding of the future revenue stream security and target long-term 

competitive advantage, including:

• Evaluating the target company’s performance against customer requirements,
• Determining alignment of offerings with customer needs and identifying 
performance gaps,

• Identifying what attributes are important in driving customer satisfaction and 
loyalty through proprietary analysis of the  Net Promoter Score (NPS),

• Assessing competitors, identifying gaps in relative performance in the areas 
critical to satisfaction and loyalty, 

• Providing insight to the target company’s overall relative competitive strengths 
and weaknesses.



PMG Customer Insight®: Tailored to the Needs of Private Equity

• Maps attributes by performance and importance 

• 

• Identifies the top drivers of improvement priorities

• Assesses organizational resource alignment relative 
to  the delivery of improved customer statisfaction 

• Identifies the critical drivers creating customer loyalty

• Compares performance on key loyalty measures 

versus competition

• Identifies focus areas that will foster customers that 
proactively promote your organization

• Delivers a path to increase share of customer

Improvement Map Competitive Index

Priority Metrics Group is a global 

market research and consulting 

firm whose principals served as 

leaders in private industry. For 

over 25 years PMG has provided 

customized analytical research and 

consultative services designed to 

provide actionable insights.

Our key services  include: 

• Market sizing

• Market attractiveness

• Competitive intelligence

• Growth strategy research

• Brand awareness

For more information: 

phone:     +1-864-573-6151  

email:        info@pmgco.com

PMG Customer Insight® Timeline 

Our Customer Insight is specifically designed to support private equity investors, providing the 
insight and analysis necessary to support the investment decision in the deadline driven due 
diligence process. 

Separates the improvement opportunities 
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