CUSTOMER SERVICE SURVEY

1. CUSTOMER PROFILE

Campus. Please shade the main campus at which you work or study:
SiteA=1 SiteB=2 SiteC=3 Other =4 OJeJONO
Area: Please shade the main areain which you work or study:
Faculty = 1 Central Admin = 5 OOOOOO0
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 OOOOGG
Research Staff= 2 UndergraduateStudent = 4 Other = 6
2. ARE YOU AWARE OF OUR SERVICES & HOW OFTEN DO YOU USE THEM?
How do you know about us?
Our website= 1 Our Newsletter= 3 Staff Induction = 5 0OOeMOG
Committee/meetings= 2 University reports= 4 Other = 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 bemore accessible:
How often do you use our services?
Daily= 1 Couple of timesaweek= 3 Monthly= 5 0I0JOX0X6)06)
Once a week= 2 Fortnightly= 4 Rarely= 6

3. WHAT IS YOUR LEVEL OF SATISFACTION WITH OUR SERVICES?

We have identified the following criteriafor customer satisfaction:

1.
2.
3.
4
5.

6.

7.

Overall Rating—What isyour overall level of satisfaction with our services ?

Accessible— Are we easy to contact? Are we easy to find on campus? Isit easy to find out who the relevant person isto contact?

Responsive — Do we respond quickly to your enquiry? Are our job completion or turn around times satisfactory? Prompt service?

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?

Professional — Did we appear to have the technical skills and knowledge to complete the job? Did we appear to have problem-
solving initiatives?

Under standing customer needs— Arewe courteous? Did we handle your query or complaint satisfactorily? Were you informed
of the status of your job?

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.

Please rate each of our Sections against the criteria listed below. lfworse

Rating values: 1= Very Poor 2 = Not Satisfactory 3 = Satisfactory 4 = Good 5= Excellent g;g:::;

Our Sections Overall Accessible Responsive Reliable Professional | Understanding | Improved
LA bl bl st
Oursecion 19 EE OO |0OOOO | 00006 |00OOO 00O |OOOOO |00
Central Store 1 QQQOOG O0OOOG O0OOOG OCOOOG OCOOOGGE OCOOO®O  O0G06
Couriers O0PO0 (VOGO | POOOG OGO (POOOO | OGO |OOO
Cleaning P00 00OOO | 0PEGO (VPOOO 00O | OO OO0




CusTOMER SERVICE SURVEY

3. WHAT IS YOUR LEVEL OF SATISFACTION WITH OUR SERVICES? (continued from pg 1)

Rating values:

Please rate each of our Sections against the criteria listed below.

1= Very Poor

2 = Not Satisfactory

3 = Satisfactory

4 = Good

5 = Excellent

1=Worse
2=Same
3=Better

Our Sections Overall Accessible Responsive Reliable Professional | Understanding | Improved
T sl i i b

Condruction 1HEEEE |00EOG | VOO0 (OOPOO VOO | VOO | 000
Engnering 19000 00000 | 00000 00000 (00006 | 00O | 000
Environmental . 5 0 00 00006 | 000006 00000 (00006 | DO | 000
Furniture 0RPROB 00ROV OOROB OCOCOE OCOeMVG VRO OGB
Grounds 0PROB O00ROE OOROE OCOOOG OCOOOG OO OGO
Mailroom QPROB 00ROB | VOROE OCOOBVE OCOOOE OB O0OO6
Admin QOROE 00O O0OROE OCOROG VOO VOOV OB
Planning O0ROG OO OO O0OROG VOO OO 066
Security OOROG OOROVO OO OCOROKE VOGO OVOORO®O 066
Transport OOREOO OOGOO OO OOOFOG VOGO OO 066
WorksContrdl 90 @ @0 00006 | 00006 0OOO0 OGO | OOOOO (OO0

4. WHAT SECTION OR SERVICE ARE YOU MOST HAPPY WITH, AND WHY?

5. WHAT SECTION OR SERVICE ARE YOU LEAST HAPPY WITH, AND WHY?

6. DO YOU HAVE ANY OTHER COMMENTS, IMPROVEMENT SUGGESTIONS, IDEAS OR ISSUES?

7. WOULD YOU LIKE US TO CONTACT YOU TO RESPOND TO YOUR FEEDBACK?

— If Yes, please complete these details:

Your Name:

Your ContactPh

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

one No.:

Y our Dept/School:

Your Email Address:

the results of which will help usimprove our services to you.

We thank you for your participation in our survey —
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