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Summary

Vibrotech Reliability Services Limited have been awarded a Diamond BenchmarQ Award for Customer Satisfaction achieved.  This was based on the results of a BenchmarQ Customer Satisfaction Survey conducted in November 2008 to January 2009.  BenchmarQ were supplied with a list of ten of their Customers.  BenchmarQ were contracted to question all of those Customers.  However, only nine were surveyed, as one Customer was unobtainable.

Vibrotech Reliability Services Limited achieved 90% overall for Customer Satisfaction.

Vibrotech Reliability Services Limited’s overall Customer satisfaction has decreased since their previous survey in November 2007, where they achieved 92% and were also awarded with a Diamond BenchmarQ award.  Their previous survey was based upon ten Customers.

Results Summary

2007

2009

Satisfaction Achieved In:

Marketing
 


72.92%
75.00%

Staff Performance


93.89%
93.21%

Service



90.14%
89.58%

Overall Satisfaction Achieved 
91.84%
90.21%

The BenchmarQ Process

Vibrotech Reliability Services Limited supplied BenchmarQ with a list of their Customers.  BenchmarQ wrote to those Customers explaining that they would be in contact to conduct a telephone survey on their behalf.  BenchmarQ telephoned all of those Customers to conduct a telephone survey.  The survey was structured as an interview based questionnaire.  When each survey was completed, BenchmarQ collated all the data and scored them on their Customer Satisfaction achieved.

Scoring Definition

For those questions that have an answer of Excellent, Good, Fair and Poor, score as follows:

Excellent 
= 3 Points per Customer response

Good 

= 2 Points per Customer response

Fair 

= 1 Point per Customer response

Poor

= 0 Points per Customer response

For those questions that have an answer of “Yes” or “No,” the score varies between 0 points and 1 point depending on a positive or negative response.  For example question 13 asked Customers if they thought that the service was good value for money, if their response was “Yes” a score of 1 point is given and if their answer was “No” the score would be 0 points.

Some questions are exempt from scoring.  For example question 17 asked Customers if they compare Vibrotech Reliability Services Limited to their competitors.  This is a Customer’s own choice and does not necessarily reflect their satisfaction with their service.  Similarly in question 1, the Customers were asked if they had seen any brochures and marketing material.  Where the answer of “No” was given, no score was applied because the Customer did not have an opinion.  Therefore, it is not possible to allocate a score. 

 BenchmarQ Customer Satisfaction Survey 

Vibrotech Reliability Services Limited

Marketing Conclusion

The results of the previous survey showed that Vibrotech Reliability Services Limited achieved 72.92% for Marketing, which is considered to be good.  However, this year the percentage increased to 75%, which is also considered to be good.  44.4% of the Customers questioned have seen Vibrotech Reliability Services Limited’s web-site.  88.9% were aware of all of Vibrotech Reliability Services Limited’s services.  The results of those Customers questioned are as follows:
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Customer Feedback on Marketing

Comments on question 1a. “How well do you rate the content?”
· "It could be better, so I'll say a three on that (three = good)." (Customer 3)
Comments on question 1b. “How well does it explain their service(s)?”

· "It does, but it could always be better." (Customer 3)
Comments on question 1c. “Are you aware of all their services?”

· "Yes, I've got some of their brochures." (Customer 7)

· "Yes, because I've had Kevin come in and speak to me." (Customer 8)

· "Probably not." (Customer 9)
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Marketing Conclusion

Customer Feedback on Marketing
Comments on question 2. “Do you have any additional comments regarding their Marketing Material?”
· "Someone else brought Vibrotech into this Company." (Customer 1)

· "I haven't got a calendar yet (ha, ha)!" (Customer 6)

· "I think we found them through a Google search." (Customer 7)

· "I came to know Vibrotech, because I've taken over the role, and they were already in place for Vibration Monitoring, so we just continued to use them." (Customer 8)

· "I first heard of Vibrotech through contacts within the Industry." (Customer 9)
Marketing Score Breakdown

	Marketing
	Customer Responses
	Maximum Score
	Client Score
	Percentage

	
	+
	-
	
	
	

	1.  Have you seen their brochure and/or promotional material?
	44.4%
	55.6%
	n/a
	n/a
	n/a

	1a.  How well do you rate the content?
	44.4%
	-
	12
	9
	75%

	1b. How well does it explain their services?
	44.4%
	-
	12
	9
	75%

	1c. Are you aware of all their services?
	88.9%
	11.1%
	n/a
	n/a
	n/a

	Total Score for Marketing
	24
	18
	75%


For those questions that have a graded response between one and four, the positive column (+) represents the percentage of Customers who answered and the negative column (-) represents the percentage of Customers who were unable to answer.  For those questions that have an answer of “Yes” or “No”, the positive column represents those Customers who answered “Yes” and the negative column represents those Customers who answered “No”.  For the scoring definition, please refer to page 3.
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Staff Performance

The results of the previous survey showed that Vibrotech Reliability Services Limited achieved 93.89% for Staff Performance, which is considered to be exceptionally good.  However, this year the percentage decreased slightly to 93.21%, which is also considered to be exceptionally good.  The results of those Customers questioned are as follows:
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Staff Performance

Customer Feedback on Staff Performance

Comments on question 3. “How friendly are their Staff?”

· "They're excellent." (Customer 6)

· "They're excellent." (Customer 7)

· "They're excellent." (Customer 8)

Comments on question 3. “How efficient are their Staff?”

· "They're excellent." (Customer 6)

· "They're excellent." (Customer 7)

· "They're very efficient." (Customer 8)

Comments on question 7. “How well do they listen and understand your needs?”

· "Definitely a four (four = excellent)." (Customer 1)

· "I can't fault them." (Customer 8)
Comments on question 9. “Do you have any additional comments regarding their Staff?”

· "They're very good and efficient.  They'll come in at the drop of a hat and give us a good service." (Customer 1)

· "They're excellent and second to none." (Customer 6)

· "They're very helpful, approachable and explain things easily." (Customer 7)

· "They're very obliging." (Customer 8)

· "If I could get some Suppliers with Staff as good as theirs, I would have a lot fewer problems." 
(Customer 9)
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Staff Performance
Staff Performance Score Breakdown

	Staff Performance
	Customer Responses
	Maximum Score
	Client Score
	Percentage

	
	+
	-
	
	
	

	3.  Friendliness
	100%
	-
	27
	27
	100%

	4.  Efficiency
	100%
	-
	27
	25
	92.59%

	5.  Helpfulness
	100%
	-
	27
	26
	96.3%

	6.  Industry Knowledge
	100%
	-
	27
	23
	85.19%

	7.  How well do they listen and understand your needs?
	100%
	-
	27
	25
	92.59%

	8.  How would you rate their Staff performance overall?
	100%
	-
	27
	25
	92.59%

	Total Score for Staff Performance
	162
	151
	93.21%


For those questions that have a graded response between one and four, the positive column (+) represents the percentage of Customers who answered and the negative column (-) represents the percentage of Customers who were unable to answer.  For those questions that have an answer of “Yes” or “No”, the positive column represents those Customers who answered “Yes” and the negative column represents those Customers who answered “No”.  For the scoring definition, please refer to page 3.
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Service Conclusion

The results of the previous survey showed that Vibrotech Reliability Services Limited achieved 90.14% for Service, which is considered to be exceptionally good.  However, this year the percentage decreased slightly to 89.58%, which is considered to be very good.  11.1% of the Customers questioned have had a complaint with Vibrotech Reliability Services Limited’s service.  66.7% of the Customers questioned compared Vibrotech Reliability Services Limited to its competitors.  All of the Customers questioned would recommend Vibrotech Reliability Services Limited.  The results of those Customers questioned are as follows:
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Service Conclusion
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Service Conclusion

Customer Feedback on Service

Comments on question 10. “How efficient are they at responding to your enquiries?”

· "They're very good." (Customer 7)

· "Very." (Customer 1)

Comments on question 12. “How punctual are they on delivering their service(s)?”

· "They're very good." (Customer 6)

· "They're very punctual." (Customer 7)

· "They've always turned up every time." (Customer 8)

· "Five (ha, ha) (four = excellent)!" (Customer 9)
Comments on question 13. “Is their service(s) and/or product(s) good value for money?”

· "Yes.  They're a little bit pricey, but you get good service." (Customer 1)

· "I do.  It's one of those things that if you don't do it, you may get caught out.  They've certainly warned us of the potential issues with the equipment." (Customer 8)
Comments on question 14. “How reliable are they at meeting your requirements?”
· "We've only used them twice and they meet them both times." (Customer 7)

· "They're very good.  Five (ha, ha) (four = excellent)!" (Customer 9)
Comments on question 15. “Have you had any complaint(s) with their service(s)?”

· "None, whatsoever.  I would recommend them to anybody." (Customer 9)
Comments on question 16. “How understandable are their Service Reports?”
· "They're good." (Customer 1)

· "They're quite good." (Customer 3)

· "I find the reports to be very clear." (Customer 7)

· "They're very good.  There are no problems at all." (Customer 8)
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Service Conclusion

Customer Feedback on Service
Comments on question 17. “Do you compare their service(s) to their competitors?”

· "We've had previous people in and in comparison, Vibrotech are excellent." (Customer 1)

· "I haven't, but as a Company, we have." (Customer 3)

· "The agreement was set up, and we continued to use them, and we feel that they provide a good service." (Customer 8)
Comments on question 17a. “How do they compare on price?”
· "I wouldn't be able to say, as we don't have the same pay set-up as with Vibrotech." 

(Customer 1)

· "I wouldn't know on that." (Customer 6)

· "Very well." (Customer 7)
Comments on question 17b. “How do they compare on quality of service(s)?”

· "They're excellent." (Customer 1)

· "They're excellent." (Customer 6)

· "Vibrotech are excellent." (Customer 8)
Comments on question 18. “Would you recommend them to others?”

· "Definitely." (Customer 3)

· "Yes, if people were asking the question of who to use.  I would certainly tell them who we use, and that they do a good job." (Customer 8)

· "Most definitely." (Customer 9)
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Service Conclusion

Customer Feedback on Service
Comments on question 19. “How do you find initial contact with the company during normal hours?”

· "Fine."  (Customer 1)

· "Very well." (Customer 3)

· "They're very good." (Customer 6)

· "That's always good." (Customer 7)

· "They're fine, very good.  There's always someone to answer the phone." 

(Customer 8)

Comments on question 20. “How do you find initial contact with the company outside of normal hours?”

· "I haven't had the need to, but I have a contact number to ring."  (Customer 8)

· "We haven't needed to contact them outside business hours." (Customer 4)

· "I've never had to contact them then."  (Customer 7)

· "We've never used them outside of business hours."  (Customer 8)

Comments on question 21. “Do you have any additional comments regarding their service(s)?”
· "We've worked with them for a lot of years and have got a good working relationship with their Director."  (Customer 2)

· "They give good service, tailored to what we need them to.  Their flexibility is good."  (Customer 4)

· "They've been very good and responded when we've needed them." (Customer 6)

· "I've got no complaints at all.  After one particular job, I phoned the MD to say that I was extremely happy with the speed of response, the accuracy and the quality of response and the cost." (Customer 9)

Comments on question 22. “Do you have any advice or suggestions that you would like to put forward that have not been included in this survey?”

· "To send more calendars (ha, ha)!"  (Customer 6)

· "Get together, and take out some of their Competitors (ha, ha)!"  (Customer 9)

BenchmarQ Customer Satisfaction Survey 

Vibrotech Reliability Services Limited

Service Conclusion

Service Score Breakdown

	Service
	Customer Responses
	Maximum Score
	Client Score
	Percentage

	
	+
	-
	
	
	

	10. How efficient are they at responding to your enquiries?
	100%
	-
	27
	25
	92.59%

	11. How would you rate their service levels?
	100%
	-
	27
	25
	92.59%

	12. How punctual are they on delivering their services?
	88.9%
	11.1
	24
	23
	95.83%

	13. Is their service good value for money?
	100%
	-
	9
	9
	100%

	14. How reliable are they at meeting your requirements?
	100%
	-
	27
	24
	88.89%

	15. Have you had any complaints with their services?
	11.1%
	88.9%
	9
	8
	88.89%

	15a. How well have they handled your complaint(s)?
	11.1%
	-
	3
	3
	100%

	16. How understandable are the Service Reports?
	66.7%
	33.3%
	27
	22
	81.48%

	17. Do you compare their service to their competitors?
	66.7%
	-
	n/a
	n/a
	n/a

	17a. How do they compare on price?
	44.4%
	22.3%
	12
	7
	58.33%

	17b. How do they compare on quality of services?
	66.7%
	-
	18
	17
	94.44%

	18. Would you recommend them to others?
	100%
	-
	9
	9
	100%

	19. How well do you find initial contact with the company during normal hours?
	100%
	-
	27
	26
	96.3%

	20. How well do you find initial contact with the company outside of normal hours?
	44.4%
	55.6%
	12
	11
	91.67%

	Total Score for Service
	192
	172
	89.58%
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