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 CLIENT SATISFACTION SURVEY

Client Name 




Client Company 
__________

                      

Date:   ___/____/___





Type of (Our Organization) Service: (check all that apply)


Revenue Generating


Cost Control 


Management Oversight


Other Services (describe) 







           _____________________________________________________________________
Instructions: Please indicate the extent to which you AGREE or DISAGREE with the following statements about the service you received from (Your Organization).  

Circle the appropriate number using the scale below.

1 - I Strongly Disagree with this statement (SD)
2 - I Disagree with this statement (D)
3 - I Neither agree nor disagree with this statement (N)
4 - I Agree with this statement (A)
5 - I Strongly Agree with this statement (SA)
	Quality of Support
	SD
	D
	N
	A
	SA

	Meets its project/service delivery commitments.
	1
	2
	3
	4
	5

	Produces high quality deliverables/work products.
	1
	2
	3
	4
	5

	The (IT/consulting) team is highly productive.
	1
	2
	3
	4
	5

	Ensures the satisfaction of the users.
	1
	2
	3
	4
	5

	Exceeds my expectations in project /service delivery.
	1
	2
	3
	4
	5

	Do you have any comments, ideas or recommendations on how (Our Organization) can enhance the quality of its delivery?

	

	

	

	

	Responsiveness
	SD
	D
	N
	A
	SA

	Proactively offers ideas and insights to enhance the performance of my organization.
	1
	2
	3
	4
	5

	Offers the services I want, when I need them.
	1
	2
	3
	4
	5

	Keeps pace with my changing requirements.
	1
	2
	3
	4
	5

	Moves quickly to identify and resolve issues.
	1
	2
	3
	4
	5

	Is responsive to my/our needs.
	1
	2
	3
	4
	5

	Do you have comments, ideas or recommendations on how (Our Organization) can enhance its responsiveness to your needs?

	

	


	Depth of Knowledge
	SD
	D
	N
	A
	SA

	Is knowledgeable about my business.
	1
	2
	3
	4
	5

	Understands my/our industry (related issues and business objectives).
	1
	2
	3
	4
	5

	Has process (or SME) expertise to enhance our company’s performance.
	1
	2
	3
	4
	5

	The IT expertise enhances the performance of my organization.
	1
	2
	3
	4
	5

	Their breadth of knowledge brings value to my company.
	1
	2
	3
	4
	5

	Do you have any comments, ideas or recommendations on how (Our Organization) can gain additional knowledge to serve you better?

	

	

	

	Ease of Conducting Business
	SD
	D
	N
	A
	SA

	I have a strong working relationship with the account team (we are on the “same page”).
	1
	2
	3
	4
	5

	The account team is creative and flexible in meeting my needs.
	1
	2
	3
	4
	5

	They bring the right resources to bear on my/our needs.
	1
	2
	3
	4
	5

	They make it easy to get the assistance I need.
	1
	2
	3
	4
	5

	They work hard to ensure our business unit is a success.
	1
	2
	3
	4
	5

	Do you have any comments, ideas or recommendations on how (Our Organization) can strengthen its relationship with you?

	

	

	Return on Investment
	SD
	D
	N
	A
	SA

	They bring innovative ideas and new ways if doing things to help improve my business.
	1
	2
	3
	4
	5

	They leverage their knowledge of my/our environment to suggest and propose ideas that will add value to my business.
	1
	2
	3
	4
	5

	The team makes sure that there is value and a measurable ROI on all the work they perform.
	1
	2
	3
	4
	5

	They help me leverage the value of my IT investments.
	1
	2
	3
	4
	5

	Their services are beneficial and produce tangible and intangible results.
	1
	2
	3
	4
	5

	Their performance enables me to receive a high return on my IT investments.
	1
	2
	3
	4
	5

	Do you have any comments, ideas or recommendations on how (Our Organization) can help enhance the ROI of your IT investments?

	

	

	Relationship Assessment
	SD
	D
	N
	A
	SA

	Their overall performance exceeds my expectations.
	1
	2
	3
	4
	5

	They have key people who know our business better than we do.
	1
	2
	3
	4
	5

	We perceive the relationship as a valued long-term business partner.
	1
	2
	3
	4
	5

	I would recommend this team to others.
	1
	2
	3
	4
	5

	Do you have any other comments, ideas or recommendations that you wish to bring to the attention of (Our Organization) executives?

	

	


www.josephbmurphy.com   Joe Murphy  770.662.5700                                          Page  - 1 -

[image: image2.wmf]EXAMPLE 1

Questionnaire Format

_1049025105.doc


EXAMPLE 1







Questionnaire Format












