Customer Satisfaction Survey Form

Definition

An effective customer satisfaction survey program should focus on measuring customer perceptions of how well the SME delivers on the critical success factors and dimensions of its business. These usually include factors like service promptness, product quality, staff responsiveness, and understanding of the client's problems and expectations. This tool intends to provide an example of such a survey.

How to use this tool

This is intended to be a simple and practical tool to be adjusted and used by SMEs working in all sectors. It provides the standard questions that will allow assessing common areas that impact customer's satisfaction. You may adapt them to reflect your business needs, type of clientele, products and services you offer.

[Date]

Dear Customer

As the manager of [COMPANY], I want to thank you for giving us the opportunity to serve you. Please help us serve you better by taking a couple of minutes to tell us about the service that you have received so far. We appreciate your business and want to make sure we meet your expectations. 

Sincerely,

[Manger name]

	1.
	What were the main reasons you decided to initiate service with our company?

	 
	 FORMCHECKBOX 
 
	 The service was affordably priced.

	 
	 FORMCHECKBOX 

	 The range of services that was offered was impressive.

	 
	 FORMCHECKBOX 

	 A friend referred me to your service.

	 
	 FORMCHECKBOX 

	 The competitors did not offer as many services as your company.

	 
	 FORMCHECKBOX 

	 Other

	 
	 
	

	2. How often do you use our product?

	 
	 FORMCHECKBOX 

	 Daily

	 
	 FORMCHECKBOX 

	 Weekly

	 
	 FORMCHECKBOX 

	 Monthly

	 
	 FORMCHECKBOX 

	 Quarterly

	 
	 FORMCHECKBOX 

	 Annually

	 
	 
	 



	3
	For how long have you been using our product / service ?
	 

	 
	 FORMCHECKBOX 

	Less than a month

	 
	 FORMCHECKBOX 

	1-12 months

	 
	 FORMCHECKBOX 

	1-3 years

	 
	 FORMCHECKBOX 

	Over 3 years

	 
	 FORMCHECKBOX 

	Never used

	 
	 
	 



	4. What impressed you about the product / service? (Check all that apply)

	 
	 FORMCHECKBOX 

	Quality

	 
	 FORMCHECKBOX 

	Price

	 
	 FORMCHECKBOX 

	Shopping experience

	 
	 FORMCHECKBOX 

	Installation or first use experience

	 
	 FORMCHECKBOX 

	Usability

	 
	 FORMCHECKBOX 

	Customer service

	 
	 
	 


	5. How satisfied are you with our product / service ?
	 
	 

	 
	 FORMCHECKBOX 

	Very satisfied

	 
	 FORMCHECKBOX 

	Satisfied

	 
	 FORMCHECKBOX 

	Neutral

	 
	 FORMCHECKBOX 

	Unsatisfied

	 
	 FORMCHECKBOX 

	Very unsatisfied

	 
	 
	 


	6. If you contacted us, did we respond to you via email/phone in a timely manner?

	 
	 FORMCHECKBOX 

	 Always

	 
	 FORMCHECKBOX 

	 Most of the time

	 
	 FORMCHECKBOX 

	 Sometimes

	 
	 FORMCHECKBOX 

	 Never

	 
	 
	 


	7. Is there anything you would change about the services provided to you?

	 
	 FORMCHECKBOX 

	 Yes

	 
	 FORMCHECKBOX 

	 No

	If yes, please explain:

	 

	

	

	

	

	8. Would you choose our company to provide you with services again?
	 

	 
	 FORMCHECKBOX 

	 Yes

	 
	 FORMCHECKBOX 

	 No

	 
	 FORMCHECKBOX 

	 Not Sure

	 
	 
	 


	9. Do you believe you will recommend our service/product to others?
	 
	 

	 
	 FORMCHECKBOX 

	 Yes, I will definitely tell my colleagues, friends, and acquaintances about my satisfaction with

	 
	 FORMCHECKBOX 

	 I will probably tell others about my experience with your company

	 
	 FORMCHECKBOX 

	 I am not sure if I will recommend your company

	 
	 FORMCHECKBOX 

	 No, I will definitely not recommend your company to others

	 
	 
	

	10. Please enter any other information or concerns you would like to share with our company. 

	 

 

 

 

 

 

 

	 
	 
	 


	11. Please rate your level of satisfaction with our service.

	 
	 FORMCHECKBOX 

	 Extremely satisfied

	 
	 FORMCHECKBOX 

	 Somewhat satisfied

	 
	 FORMCHECKBOX 

	 Neutral

	 
	 FORMCHECKBOX 

	 Somewhat dissatisfied

	 
	 FORMCHECKBOX 

	 Extremely dissatisfied


Thank you for your feedback

