	CUSTOMER SATISFACTION – QUESTIONNAIRE
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	COMPANY NAME

	

	

	FIRST NAME, LAST NAME

	

	

	JOB TITLE (POSITION)

	

	

	PHONE
	
	E-MAIL

	
	
	

	
	
	

	TYPES OF PRODUCT (NAMES)

	

	


1. Rate the IMPORTANCE and your SATISFACTION by ten-point scale (from 1-10) for the following quality service criteria:

IMPORTANCE:

	Totally unimportant
	
	Unimportant
	
	Important
	
	Very important

	1
	2
	3
	
	4
	5
	
	6
	7
	
	8
	9
	10


SATISFACTION:

	Dissatisfied
	
	Neither satisfied nor dissatisfied
	
	Somewhat satisfied
	
	Very satisfied

	1
	2
	3
	
	4
	5
	
	6
	7
	
	8
	9
	10

	№
	Criteria
	Importance
	Satisfaction

	1. 
	Compliance of techno-economic performance (rate of penetration, run speed, overall drilling rate, rig total operating speed etc.) of equipment operation to your requirements
	
	

	2. 
	Compliance of service life of equipment (product) to your requirements
	
	

	3. 
	Quality and reliability of product package (convenience of storage and transport)
	
	

	4. 
	Quality, informativeness and usability of product catalogs
	
	

	5. 
	Quality, informativeness and usability of product accompanying technical documentation
	
	

	6. 
	Price-Quality ratio
	
	

	7. 
	Quality and timeliness of contractual obligations fulfillment
	
	

	8. 
	Timeliness of equipment production and delivery
	
	

	9. 
	Possibility for specialist consultation on optimal product gamma selection for specific conditions (need and sufficiency of consultations, availability, operativeness and professionalism of specialists)
	
	

	10. 
	Possibility to develop new products for specific conditions in case of its absence in standard product gamma
	
	

	11. 
	Convenience of working with Sales department, its staff and other representatives of the company (frequency of contacts, availability, operativeness and professionalism)
	
	

	12. 
	Performance on comments, complaints, claims
	
	


2. Please, write if there are some more important unspecified above criteria:

3. Rate the work conditions with our company in comparison with competitors (other companies which provided the same type of service/product).

	Definitely worse than competitor
	
	Shade worse
	
	The same as competitor
	
	Shade better
	
	Far better than competitor

	1
	
	2
	
	3
	
	4
	
	5


	Company 1.  

	
	
	Company 4.  

	

	Company 2.  

	
	
	Company 5.  

	

	Company 3.  

	
	
	Company 6.  

	


4. Do you plan to work with our company in the future and recommend it to others? (Please mark the necessary answer with a tick)
	Yes
	
	
	No
	



(Date)
(Signature)
(Print Name)

	COMPANY NAME

	

	

	FIRST NAME, LAST NAME

	

	

	JOB TITLE (POSITION)

	

	

	PHONE
	
	E-MAIL

	
	
	

	
	
	

	TYPES OF SERVICE (NAMES)

	

	


2. Rate the IMPORTANCE and your SATISFACTION by ten-point scale (from 1-10) for the following quality service criteria:

IMPORTANCE:

	Totally unimportant
	
	Unimportant
	
	Important
	
	Very important

	1
	2
	3
	
	4
	5
	
	6
	7
	
	8
	9
	10


SATISFACTION:

	Dissatisfied
	
	Neither satisfied nor dissatisfied
	
	Somewhat satisfied
	
	Very satisfied

	1
	2
	3
	
	4
	5
	
	6
	7
	
	8
	9
	10

	№
	Criteria
	Importance
	Satisfaction

	13. 
	Compliance of work results, effectiveness and quality of service to your requirements
	
	

	14. 
	Techno-economic performance improvement (rate of penetration, run speed, overall drilling rate, rig total operating speed etc.)
	
	

	15. 
	Quality, informativeness and timeliness of reporting documentation 
	
	

	16. 
	Compliance of Customer requirements, relating to Health, Safety and Environmental protection (HSE)
	
	

	17. 
	Equipping of field engineers (office equipment, accommodation, vehicle, PPE)
	
	

	18. 
	Service Price-Quality ratio
	
	

	19. 
	Quality and timeliness of contractual obligations fulfillment
	
	

	20. 
	Responsiveness to Customer requests
	
	

	21. 
	Qualification of field engineers
	
	

	22. 
	Efficiency improvement by implementation of innovation equipment and methods of rendering service
	
	

	23. 
	Convenience of working with regional representatives of the company (frequency of contacts, availability, operativeness and professionalism)
	
	

	24. 
	Performance on Customer’s comments, complaints, claims
	
	


5. Please, write if there are some more important unspecified above criteria:

6. Rate the work conditions with our company in comparison with competitors (other companies which provided the same type of service/product).

	Definitely worse than competitor
	
	Shade worse
	
	The same as competitor
	
	Shade better
	
	Far better than competitor

	1
	
	2
	
	3
	
	4
	
	5


	Company 1.  

	
	
	Company 4.  

	

	Company 2.  

	
	
	Company 5.  

	

	Company 3.  

	
	
	Company 6.  

	


7. Do you plan to work with our company in the future and recommend it to others? (Please mark the necessary answer with a tick)
	Yes
	
	
	No
	



(Date)
(Signature)
(Print Name)
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