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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 October/ November 2007. BenchmarQ were supplied with alist of
their Customers. As contracted, BenchmarQ questioned ten of those Customers.

Vibrotech Reliability Services Limited achieved 92% overall for Customer Satisfaction.

Vibrotech Reliability Services Limited’s overall Customer satisfaction has increased slightly since
their previous survey in September 2006, where they achieved 91% and were also awarded with a
Diamond BenchmarQ award. Their previoussurvey was also based upon ten Customers.

Results Summary 2006 2007
Satisfaction Achieved In:

Marketing 72.92% 72.92%
Saff Performance 93.89% 98.89%
Service 93.02% 90.14%
Overall Satisfaction Achieved 91.20% 91.84%

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 a selection of those Customersto 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 isgiven 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. Thisisa Customer’s own choice and does
not necessarily reflect their satisfaction with their service. Smilarly 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.
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M arketing Conclusion

The results of the previous survey showed that Vibrotech Reliability Services Limited achieved
72.92% for Marketing, which is considered to be good. Thisyear the percentage remained the same.
80% of the Customers questioned have seen Vibrotech Reliability Services Limited’s brochure and/ or
web-site. 90% 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 M arketing
Comments on question 1. “Have you seen their brochure and / or web-site?’
"1'vebeen on ther Web-site” (Customer 1)
"1'vesean ther brochure™ (Customer 2)
"I haven't seen the Web-site, but | have seen thebrochure” (Customer 5)
Comments on question la. “How well do you rate the content?’
"It'snot thebest." (Customer 1)
Comments on question 1b. “How well does it explain their service(s)?’

"1 deal with them facetoface, so| don't need to go on thar Web-siteas much."”
(Customer 1)
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M arketing Conclusion

Customer Feedback on M arketing

Comments on question 1c. “Are you aware of all their services?’
"I think so." (Customer 5)
"Probably not." (Customer 6)

Comments on question 2. “Do you have any additional comments regarding their Marketing
M aterial 7’

"Werean established Customer, anyway. |I'm aware of the services they provide, but | don't usethem all.”
(Customer 3)

"I first heard of Vibrotech when they werebrought on Sitein 1994, beforethey werecalled Vibrotech."”
(Customer 4)

"They are a very good Company. The service that we get from them is excdlent, and we will carry on
dealing with them, for aslong as we need the servicesthat they provide They areexcdlent.”

(Customer 5)

"It's all fing, everything's OK." (Customer 7)

"I first heard of Vibrotech when they first set up in Business. | knew Kevin before he set up the Business.”
(Customer 9)

Marketing Score Breakdown

Customer ) I

M arketing Responses Maximum |~ Client Percentage
Score Score

+ -
1 Havg you seen thelr brochure and/ or 80% 20% n a nl a n a
promotional material?
la. How well do you rate the content? 80% - 24 18 75%
1b. How well doesit explain their services? 80% - 24 17 70.83%
1c. Areyou aware of all their services? 90% 10% n/ a n/ a n/ a

Total Score for Marketing 48 35 72.92%
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Staff Performance

The results of the previous survey showed that Vibrotech Reliability Services Limited achieved
93.89% for Saff Performance, which is considered to be exceptionally good. However, this year the
percentage increased to 98.89%, 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?’
"Four, ddfinitdy (four = excdlent)." (Customer 1)
"They'reexcdlent.” (Customer 7)
Comments on question 5. “How helpful aretheir Staff?’
"They'retoo bloody hdpful (ha, ha)!" (Customer 4)
Comments on question 7. “How well do they listen and understand your needs?’
"They'revery good." (Customer 1)
Comments on question 9. “Do you have any additional comments regarding their Staff?’
"That speaks for itsdf, they arevery good." (Customer 1)
"We remorethan happy with the servicethat werecaive" (Customer 3)
"I've worked very closdy with them for thirteen years now. Before Kevin set the Company up, he was the
Director of another Company, and | trust him. | pulled a major machine out worth £400,000 on his say so,
and if hewaswrong, | was going to get the sack, but hewasright. | trust him."
(Customer 4)
"They arehdpful, and they do everything that werequire of them." (Customer 5)

"They'resuperb.” (Customer 6)

"Everythingisfine" (Customer 7)
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Staff Performance

Staff Performance Score Breakdown

Customer

Staff Performance Responses Maximum | Client Percentage
Score Score
+ -

3. Friendliness 100% - 30 30 100%
4. Efficiency 100% - 30 30 100%
5. Helpfulness 100% - 30 30 100%
6. Industry Knowledge 100% - 30 30 100%
7. How well do they listen and understand your 100% i 30 29 96.67%
needs?
8. How would you rate their Staff performance 100% i 20 29 96.67%
overall?

Total Score for Staff Performance 180 178 98.89%
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Service Conclusion

The results of the previous survey showed that Vibrotech Reliability Services Limited achieved
93.02% for Service, which is considered to be exceptionally good. However, this year the percentage
decreased to 90.14%, which is also considered to be exceptionally good. None of the Customers
questioned have had a complaint with Vibrotech Reliability Services Limited’s service. 60% 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:

Efficiency at Responding to Enquiries

Service Levels
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e] =]

(] O

5 10 5 10

o i 0% ]

) 4 I % 4

[} | ()

£ 2 || — £ 2

S 0 S 0

3 2

O Poor Fair Good Excellent O YES NO

BenchmarQ Customer Satisfaction Report Page 9




BenchmarQ Customer Satisfaction Survey

Vibrotech Reliability Services Limited
Service Conclusion

Comparison on Price Comparison on Quality
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Customer Feedback on Service

Comments on question 10. “How efficient are they at responding to your enquiries?’
" Four, definitdy (four = excdlent).” (Customer 1)
"Three becausethey'rethat busy (three= good)." (Customer 4)

"Wehavea Service Contract with them, and normally they tel us when they are coming.”
(Customer 5)

"Threeg just because we ve had all fours (ha, ha) (three = good, four = excdlent)!" (Customer 6)
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Service Conclusion

Customer Feedback on Service

Comments on question 11. “How would you rate their service levels?

" A threg becausethat's something that there has been some discussions about (three= good)."

( Customer 1)
"They'revery good.” (Customer 6)

Comments on question 12. “How punctual are they on delivering their service(s)?’
"They'revery good.” (Customer 4)

Comments on question 14. “How reliable are they at meeting your requirements?’

"It'sgot to beafour, theway they' veworked with usthisyear (four = excdlent)."
(Customer 1)

"They'reexcdlent.” (Customer 5)

Comments on question 15. “Have you had any complaint(s) with their service(s)?’
"Noneat all." (Customer 1)
"None" (Customer 2)
"None" (Customer 10)

Comments on question 16. “How understandable are their Service Reports?’
"They'revery good.” (Customer 1)

"I haven't actually dealt with them, so| can't answer that one” (Customer 2)

"Now, they are excdlent. They just tdl me what | nead to know, and not a load of b******s, He puts a
front-page on it now, a sort of an Executive Summary. |I'm the Works Manager, and | just skip that and
flip down to it. I'm not interested in reading anything, just if therés something wrong. He puts the
Reports out now, and if theré s anything that's a problem, he goes in depth about it. If everything is all

right, | don't need to know that. They'regood.” (Customer 4
)

"Vey good." (Customer 5)
"They'revery understandable” (Customer 9)

"They'revery straight forward." (Customer 10)
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Service Conclusion

Customer Feedback on Service

Comments on question 17. “Do you compare their service(s) to their competitors?’
"1 have had comparisons.” (Customer 1)
"They'recompdtitive” (Customer 2)
"1 don't useany Competitors, becausethey' ve never lee medown.” (Customer 4)

"We get good service from them, so we don't tend to go dsewhere to check prices, or things like that. 1If
we regetting good service, we stick towhat we re getting." (Customer 5)

"Not really, because | haven't had much to do with the cover that they provide with regards to other
Companies." (Customer 8)

"1 havedonein thepast.” (Customer 10)
Comments on question 17a. “How do they compare on price?’
"That' s difficult, becauseyou get different products.” (Customer 7)

"That's difficult, becauseit's not necessarily apples for apples. Therearealot of people out theredoing it,
but only certain peopledoit wdl." (Customer 10)

Comments on question 18. “Would you recommend them to others?’
"Définitdy." (Customer 1)
"1 maost certainly would." (Customer 2)
"Yes, and | havedone" (Customer 5)
"l have yes." (Customer 10)

Comments on question 19. “How do you find initial contact with the company during normal
hours?’

"They'refine" (Customer 4)

"They'refine” (Customer 9)
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Service Conclusion

Customer Feedback on Service

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

"1 haven't dealt with them outside of normal hours." (Customer 1)

"1 have no problem getting them out, out of hours.” (Customer 4)

"Wedon't normally deal with them outside of normal hours, sothat'snat applicable” (Customer 5)

"l haven't donethat recently, but in previous years, afour (four = excdlent)." (Customer 10)
Comments on question 21. “Do you have any additional comments regarding their service(s)?’

"Theservicethat weget isexcdlent, but they could speed up ddivery of Reports falowing theinitial work."
(Customer 3)

"They'regood.” (Customer 4)

"I think they arevery hdpful, the service we get from them, and the Lads working for them area good set of
Lads. If they kegp doing the same sort of stuff, they' |l kegp going.” (Customer 5)

"They're very dficient, very good, they're aways very hdpful, and are very impressive in front of the
Customers." (Customer 6)

"They'regood value" (Customer 10)

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?

"In simple terms, we ve dedlt with them in some very awkward circumstances, and they' ve responded the
way we neaded them to, and have done an excdlent job." (Customer 2)

" Just speed up Report ddivery." (Customer 3)
"They'retoogood.” (Customer 4)

"It'sjust acase of doing the same, and the servicethat they provideis excdlent.” (Customer 5)

"Everythingisfine" (Customer 7)
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Service Conclusion

Service Score Breakdown

Customer ) I
Service Responses Maximum |~ Client Percentage
Score Score
+ -

i;)dlji?\i/l;fflment are they at responding to your 100% i 30 o5 83.33%
11. How would you rate their service levels? 100% - 30 26 86.67%
isr.vlj(;v;/’)punctual arethey on delivering their 100% i 30 29 96.67%
13. Istheir service good value for money? 100% - 10 10 100%
14. H_ow reliable are they at meeting your 100% i 30 20 100%
requirements?
:r.vljfevse?you had any complaintswith their i 100% 10 10 100%
15a. How well have they handled your
complaint(s)? n/ a n/ a n/ a n/ a n/ a
I%Qtzne.pl-(;;)tvsv’)understandable arethe Service 90% 10% 57 o4 88.89%
i;nDpc;tyi/é)ourSc:mpare their service to their 60% 40% n a nl a nl a
17a. How do they compare on price? 60% - 18 12 66.67%
iﬁ;igec;\;v do they compare on quality of 60% i 18 16 88.89%
18. Would you recommend them to others? 100% - 10 10 100%
19. How well _do you find initial contact with the 100% i 30 o7 90%
company during normal hours?
20. How well (_jo you find initial contact with the 80% 20% o 19 79.17%
company outside of normal hours?

Total Score for Service 213 192 90.14%
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