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	Customer Name
:
	
	
	

	Address
:
	
	
	

	
	
	
	

	
	
	
	

	
	
	Telephone
:
	

	Contact Name
:
	
	Position
:
	

	Product Codes
:
	
	
	


Thank you for your agreement to help xxx in their efforts to understand their customer’s perceptions of them.  The responses to this questionnaire are intended to provide focus and impetus to xxx's improvement programme and will used solely for this purpose, as such we hope that you will benefit from a service which better meets your current and future needs.  Your reply will be treated in confidence.

	Notes to assist in completing the questionnaire:
The questionnaire comprises 55 statements grouped under five headings:

SYMBOL 183 \f "Symbol" \s 10 \h
Your perception of the primary product or service provided

SYMBOL 183 \f "Symbol" \s 10 \h
Your perception of the service provided in delivering the products/services for your use

SYMBOL 183 \f "Symbol" \s 10 \h
Your perception of the technical and commercial support you receive

SYMBOL 183 \f "Symbol" \s 10 \h
Your perception of your relationship with xxx

SYMBOL 183 \f "Symbol" \s 10 \h
Your perception of how xxx is perceived in the market place

We ask you to rank each of the statements according to the following scale by ticking the appropriate boxes:

0
You believe the statement is, as near as possible, totally untrue

1
You believe the statement is largely untrue though it may contain an element of truth

2
You believe the statement is, on balance, slightly more false than true

3
You believe the statement is, on balance, slightly more true than false

4
You believe the statement is largely true though not entirely so

5
You believe the statement is, as near as possible, totally true

Your response will probably reflect not only the extent to which xxx addresses the particular statement, but also any variability in their approach.

We would also ask that you indicate the statements which you feel are particularly important to you and your business by circling the relevant numbers in the left hand margin.  We estimate that the questionnaire will take 15 minutes to complete, and would ask that you return it in the enclosed envelope.  Thank you for your time and effort in this, we hope that you can both benefit from the information in the near future.




	1
	Concerning your perception of the Primary Product or Service you purchase from them

	
Totally
Largely
More False
More True
Largely
Totally



Untrue
Untrue
than True
than False
True
True



	1.1
	I believe the products/services provided satisfy my requirements as specified
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	1.2
	New products/services from xxx typically enable me to improve something in my operation
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	1.3
	There are no relevant opportunities in my business which the product/service design has failed to address
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	1.4
	I am confident in the consistent reliability of the products/services provided
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	1.5
	Products/services from xxx are value for money
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	1.6
	The product/service range offered by xxx meets all my needs in this area
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	1.7
	xxx are willing and eager to consider new product/service variants to meet my needs
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	1.8
	I am not held-up in my plans by the availability of products/services from xxx
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On this issue:

	
	We would say we were satisfied with xxx's performance
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	xxx is one of the best suppliers to us
	
[image: image10.wmf]1

2

0

3

4

5




	
	xxx has improved in the last 12 months
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Please provide additional comment as required:

	

	

	

	

	


	2
	Concerning your perception of the service provided in delivering the products/services for your use

	
Totally
Largely
More False
More True
Largely
Totally



Untrue
Untrue
than True
than False
True
True



	2.1
	Deliveries are consistently at the time and palce agreed
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	2.2
	Deliveries are accurate: the right quantities of the right items as requested
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	2.3
	Goods/services are supplied in good condition and in a form which is convenient to my business 

(eg. packaging)
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	2.4
	Supporting documentation is accurate, easy to follow and comprehensive enough to meet my needs
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	2.5
	xxx honours its promises and agreements
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	2.6
	xxx are flexible in their approach and responsive to my delivery requests / special requirements
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	2.7
	xxx endeavour to do whatever is convenient for me and my business
	




	2.8
	xxx take responsibility for ensuring that I am receiving the full benefit of their product/service
	





On this issue:

	
	We would say we were satisfied with xxx's performance
	




	
	xxx is one of the best suppliers to us
	




	
	xxx has improved in the last 12 months
	





Please provide additional comment as required:

	

	

	

	





	3
	Concerning your perception of the technical/commercial support from xxx
	
Totally
Largely
More False
More True
Largely
Totally



Untrue
Untrue
than True
than False
True
True



	3.1
	It is easy to contact the right people at xxx and they respond promptly
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	3.2
	Queries are resolved quickly and accurately 
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	3.3
	They are always ready to help, and they handle complaints and concerns efficiently and professionally
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	3.4
	xxx's sales / technical literature is comprehensive and easy to follow - it meets my needs
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	3.5
	Problems identified to them do not recurr - solutions are effective and lasting
	
[image: image22.wmf]1

2

0

3

4

5




	3.6
	Documentation and commercial infomation/invoices are accurate and easy to understand
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	3.7
	xxx's methods of invoicing and terms of business meet my needs of them
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	3.8
	We believe they have a deep understanding of our business, and are up-to-date as to how they can help us
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On this issue:

	
	We would say we were satisfied with xxx's performance
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	xxx is one of the best suppliers to us
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	xxx has improved in the last 12 months
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Please provide additional comment as required:

	

	

	

	

	


	4
	Concerning your perception of your relationship with xxx
	
Totally
Largely
More False
More True
Largely
Totally



Untrue
Untrue
than True
than False
True
True



	4.1
	We trust xxx and view them as a partner in what we are trying to achieve
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	4.2
	They care about us and our business
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	4.3
	People at xxx are not afraid to check their understanding of my requirements
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	4.4
	People at xxx are courteous and eager to please
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	4.5
	They actively encourage feedback from us and they listen carefully to our response
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	4.6
	We beleive that their primary motive is to serve us and that commercial issues are secondary to that
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	4.7
	I am confident that I am kept appraised of all developments/problems at xxx that affect my business
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	4.8
	We feel well supported by xxx in terms of post-sales contact, maintenance or service
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On this issue:

	
	We would say we were satisfied with xxx's performance
	
[image: image37.wmf]1

2

0

3

4

5




	
	xxx is one of the best suppliers to us
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	xxx has improved in the last 12 months
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Please provide additional comment as required:

	

	

	

	


	5
	Concerning your perception of how xxx is perceived in the marketplace
	
Totally
Largely
More False
More True
Largely
Totally



Untrue
Untrue
than True
than False
True
True



	5.1
	xxx provide a high quality product/service
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	5.2
	xxx are creative and innovative
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	5.3
	xxx is a Customer focussed business
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	5.4
	xxx is a proactive company - it moves its market rather than just responding to it
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	5.5
	xxx is seen to add value to its customers
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	5.6
	xxx clearly understands its business and its customers
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	5.7
	xxx delights its customers
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	5.8
	xxx is at the forefront of technology
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And now some final questions:

How would you most like to see them improve?

What do they do that adds value to your business?

What do you like most about them?

What do you like least about them?

What would they need to do to delight you?

What would they need to do to be seen by you as a partner in your business?
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