
3.3.3.3.3. WHAWHAWHAWHAWHAT IS YT IS YT IS YT IS YT IS YOUR LEVEL OF SAOUR LEVEL OF SAOUR LEVEL OF SAOUR LEVEL OF SAOUR LEVEL OF SATISFTISFTISFTISFTISFAAAAACTION WITH OUR SERCTION WITH OUR SERCTION WITH OUR SERCTION WITH OUR SERCTION WITH OUR SERVICES?VICES?VICES?VICES?VICES?

1.1.1.1.1. CUSTCUSTCUSTCUSTCUSTOMER PROFILEOMER PROFILEOMER PROFILEOMER PROFILEOMER PROFILE

Campus:    Please shade the main campus at which you work or study:
Site A = 1 Site B = 2 Site C = 3 Other = 4

Area:  Please shade the main area in which you work or study:
Faculty  = 1 Central Admin = 5
School/Dept  = 2 Library = 6
Division/Centre = 3 Laboratory = 7

Senior Executive= 4  Other = 8

Staff/Student Category:  Please indicate your staff or student category:
Academic Staff  = 1 General Staff =  3 Postgraduate Student= 5
Research Staff= 2 UndergraduateStudent = 4 Other = 6

CUSTUSTUSTUSTUSTOMEROMEROMEROMEROMER SERERERERERVICEVICEVICEVICEVICE SURURURURURVEYVEYVEYVEYVEY

2.2.2.2.2. ARE YARE YARE YARE YARE YOU AWARE OF OUR SEROU AWARE OF OUR SEROU AWARE OF OUR SEROU AWARE OF OUR SEROU AWARE OF OUR SERVICES & HOVICES & HOVICES & HOVICES & HOVICES & HOW OFTEN DO YW OFTEN DO YW OFTEN DO YW OFTEN DO YW OFTEN DO YOU USE THEM?OU USE THEM?OU USE THEM?OU USE THEM?OU USE THEM?

How do you know about us?
Our website= 1 Our Newsletter= 3 Staff Induction = 5

Committee/meetings= 2 University reports= 4 Other = 6

We have identified the following criteria for customer satisfaction:

1. Overall Rating – What is your overall level of satisfaction with our services ?
2. Accessible – Are we easy to contact? Are we easy to find on campus?  Is it easy to find out who the relevant person is to contact?
3. Responsive – Do we respond quickly to your enquiry? Are our job completion or turn around times satisfactory? Prompt service?
4. Reliable – Are you satisfied with the quality of service?  Did we seem to have the ability to complete the task?  Did we turn up

when we said we would?
5. Professional – Did we appear to have the technical skills and knowledge to complete the job?  Did we appear to have problem-

solving initiatives?
6. Understanding customer needs – Are we courteous?  Did we handle your query or complaint satisfactorily?  Were you informed

of the status of your job?
7. Improvement – Has our service improved over the past 2 years?
Please rate each of our Sections against these criteria.  Please only rate the Sections that you have had contact or involvement with.  If
you do not use , or have any dealings/contact with, a particular Section, leave that column blank.
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IMPORTANT  DIRECTIONS
FOR  MARKING  ANSWERS

RIGHT WRONG

• PLEASE USE PENCIL, BLUE OR BLACK BIRO.
• MAKE DARK MARKS THAT FILL THE CIRCLE COMPLETELY.
• DO NOT USE  RED OR GREEN BIRO.
• DO NOT MAKE STRAY MARKS ON THE ANSWER SHEET.
• DO NOT FOLD, BEND OR STAPLE THIS FORM.

1 2 3 4 5 6

1 2 3 4

1 2 3 4 5 6

1 2 3 4 5 6 7 8

How  often do you use our services?
Daily= 1 Couple of times a week= 3 Monthly= 5
Once a week= 2 Fortnightly= 4 Rarely= 6

1 2 3 4 5 6

Do you think there is enough information about how to contact us and the services we provide?
Yes= 1 No= 2
If no, can you suggest how information could be more accessible:______________________________________________
_______________________________________________________________________________________________

1 2
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Our Sections Overall Accessible Responsive Reliable Professional Understanding Improved

1=Worse
2=Same
3=Better

Our Section

Central Store

Couriers

Cleaning

Example row only –
shade in your rating

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 51 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3

Please rate each of our Sections against the criteria listed below.
Rating values: 1 = Very Poor 2 = Not Satisfactory 3 = Satisfactory 4 = Good 5 = Excellent

1 2 3

1 2 3

1 2 3

1 2 3



5.5.5.5.5. WHAWHAWHAWHAWHAT SECTION OR SERT SECTION OR SERT SECTION OR SERT SECTION OR SERT SECTION OR SERVICE ARE YVICE ARE YVICE ARE YVICE ARE YVICE ARE YOU LEAST HAPPY WITH, AND WHY?OU LEAST HAPPY WITH, AND WHY?OU LEAST HAPPY WITH, AND WHY?OU LEAST HAPPY WITH, AND WHY?OU LEAST HAPPY WITH, AND WHY?

3.3.3.3.3. WHAWHAWHAWHAWHAT IS YT IS YT IS YT IS YT IS YOUR LEVEL OF SAOUR LEVEL OF SAOUR LEVEL OF SAOUR LEVEL OF SAOUR LEVEL OF SATISFTISFTISFTISFTISFAAAAACTION WITH OUR SERCTION WITH OUR SERCTION WITH OUR SERCTION WITH OUR SERCTION WITH OUR SERVICES? (continVICES? (continVICES? (continVICES? (continVICES? (continued frued frued frued frued from pg 1)om pg 1)om pg 1)om pg 1)om pg 1)

We thank you for your participation in our survey –

the results of which will help us improve our services to you.

CCCCCUSTUSTUSTUSTUSTOMEROMEROMEROMEROMER S S S S SERERERERERVICEVICEVICEVICEVICE S S S S SURURURURURVEYVEYVEYVEYVEY

4.4.4.4.4. WHAWHAWHAWHAWHAT SECTION OR SERT SECTION OR SERT SECTION OR SERT SECTION OR SERT SECTION OR SERVICE ARE YVICE ARE YVICE ARE YVICE ARE YVICE ARE YOU MOST HAPPY WITH, AND WHY?OU MOST HAPPY WITH, AND WHY?OU MOST HAPPY WITH, AND WHY?OU MOST HAPPY WITH, AND WHY?OU MOST HAPPY WITH, AND WHY?

7.7.7.7.7. WWWWWOULD YOULD YOULD YOULD YOULD YOU LIKE US TOU LIKE US TOU LIKE US TOU LIKE US TOU LIKE US TO CONTO CONTO CONTO CONTO CONTAAAAACT YCT YCT YCT YCT YOU TOU TOU TOU TOU TO RESPOND TO RESPOND TO RESPOND TO RESPOND TO RESPOND TO YO YO YO YO YOUR FEEDBOUR FEEDBOUR FEEDBOUR FEEDBOUR FEEDBAAAAACK?CK?CK?CK?CK?

–  If Yes, please complete these details:

Your Name: _____________________________________________ Your Dept/School: ____________________________________

Your ContactPhone No.: __________________________________ Your Email Address:__________________________________

Which of our Sections should contact you (if known): _______________________________________________________________

2003

6.6.6.6.6. DO YDO YDO YDO YDO YOU HAOU HAOU HAOU HAOU HAVE ANY OVE ANY OVE ANY OVE ANY OVE ANY OTHER COMMENTSTHER COMMENTSTHER COMMENTSTHER COMMENTSTHER COMMENTS, IMPRO, IMPRO, IMPRO, IMPRO, IMPROVEMENT SUGVEMENT SUGVEMENT SUGVEMENT SUGVEMENT SUGGESTIONSGESTIONSGESTIONSGESTIONSGESTIONS, IDEAS OR ISSUES?, IDEAS OR ISSUES?, IDEAS OR ISSUES?, IDEAS OR ISSUES?, IDEAS OR ISSUES?
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Construction

Engineering

Environmental

Furniture

Grounds

Mailroom

Admin

Planning

Security

Transport

Works Control

Our Sections Overall Accessible Responsive Reliable Professional Understanding Improved

Example row only –
shade in your rating

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 51 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5

1 2 3

Please rate each of our Sections against the criteria listed below.
Rating values: 1 = Very Poor 2 = Not Satisfactory 3 = Satisfactory 4 = Good 5 = Excellent

1=Worse
2=Same
3=Better

1 2 3

1 2 3

1 2 3

1 2 3

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5 1 2 3

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5 1 2 3

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5 1 2 3

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5 1 2 3

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5 1 2 3

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5 1 2 3

1 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 51 2 3 4 5 1 2 3 4 5 1 2 3


