The following sample survey comes from the Customer Service Group’s
Guide to Customer Surveys by Trevor Spunt and offers a good example of a
transaction-based survey that uses some of the important customer-feedback
ideas offered by Spunt in “Can you identify the issues that drive customers
away?” in the June issue of Customer Service Newsletter.

For additional sample surveys of a variety of types and for a variety of
purposes, as well as guidelines for creating more effective surveys, you can
order a copy of the Guide to Customer Surveys by clicking here.
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Sample Customer Survey Questionnaire

¢. Amount of time “on hold”? 5 4 3 2 1 DK/NE

d. Overall, how satisfied are you with
ABC’s receptionist/answering system? 5 4 3 2 1 DK/NE

12. What one improvement could your local ABC office make to maximize the value you get from ABC?

13. Do you plan to continue using ABC during the
next six months? 1. YES 2.NO 3. DON'T KNOW

14. Would you recommend ABC to a friend or colleague? 1. YES 2.NO 3. DON’T KNOW

15. Do you have nationwide coverage with ABC? 1. YES 2.NO 3. DON’T KNOW

16. Can your pager receive written messages,
as well as telephone numbers? 1. YES 2.NO 3. DON’T KNOW

17. How long have you been an ABC customer? (circle only one response)

1. LESS THAN 3 MONTHS 4. MORE THAN 1 YEAR BUT LESS THAN
3 YEARS
2. MORE THAN 3 MONTHS BUT LESS THAN 5. MORE THAN 3 YEARS BUT LESS THAN
6 MONTHS 5 YEARS
3. MORE THAN 6 MONTHS BUT LESS THAN 1 YEAR 6. MORE THAN 5 YEARS

18. May ABC follow up with you regarding this questionnaire if they have questions? (Your answers will

remain confidential if you say “No.”)
1. YES
2. NO

THANK YOU FOR YOUR INPUT!



