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A SURVEY ON THE MEASUREMENT

OF

CUSTOMER SATISFACTION /
EXPECTATION
FOR
CELLULAR PHONES USERS
Convert complaints @V‘
Into Loyal Customers ﬁ Dissatisfied Custorners
Spread The Bad News
SN0
"

Unlock Vital Information
from Your Complaint Files

The Customer’s Perception
is your Reality

Extract from Quality Digest November 1997
NOVEMBER 1997

Good Morning/Afterhoon/Evening

As partial fulfilment of my MBA program from the University of Malaya, | have chosen the
above topic for my project work. | would be grateful if you could spare a few minutes of your
time to complete the following questionnaire. This is purely an academic exercise and all
information will be treated with strict confidence.

From: Mr. Subramaniam. G.
Q.A. / Product Development Manager
Clipsal Manufacturing Malaysia Sdn. Bhd.

Instructions

The following items seek to assess the expectation/satisfaction level of cellularphone
users in the Klang Valley. The best answer o each statement is your personal opinion.
The statements cover many different and opposing points of view; you may find yourself
agreeing strongly with some of the statements , disagreeing just as strongly with others, and
perhaps uncertain about some of the statements. Whether you agree or disagree with any
statement, you can be sure that many people feel the same way you do. Using the numbers
1 to 10 on a rating scale, mark your personal opinion about each statement in the spaces
provided. Please respond to all the statements. But before this | would be delighted if you
furnish me with some demographic detalls.

THANK YOU FOR TAKING THE TIME TO ANSWER THESE QUESTIONS




|Senalno.{ | | |

1 2 3

Please tick ( v') in the appropriate box Title :  Measurement of Customer Satisfaction/
Expectation for Celluiarphone users
Date : 20 th. November 1997

------------- i This columnis for

-------- RERLE s n ] Officiatl Use Only

1. Sex: Male []1 Female [ ]2
2. Age
25-30 [ ]1 31-35[_]2 36-40 [_]3 D 5
41-45 [] 4 46505 5155 []6
3 Race Chinese []1 Malay []2 D 6
Indian Os Others [:{ 4

4. Marital Status

Single [ ] 1 Married []2 El 7
Divorced/Widowed/Separated [:]3

5. Your highest educational attainment
1C_1Ph. D.
21 Masters
31 Professional Qualifications ( A.C.C.A., C.P.A,, etc) I:I 8
41 PG Dipioma
51 Bachelor ( BA,B.Sc..etc.)
6] Advance Diploma
71 Diploma
81 Certificate
sCdHsc

101 spM

110 Others

6. Salary Income

RAM 500 - 1000
AM 1000 - 2000
AM 2000 - 3000
RM 3000 - 5000
M 5000 - 7000
RM 7000 - 10,000
> RM 10,000
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itz SectioniB R GENBRAL i n i Otigiag
7 | subscribe to the following service provider (tick only one ) (;J s;e
nly
MaXiS. ..o e E]]
Adam.......oo p)
TMTouch......ooi e N
MOBIKOML....oecce oo o Di [
Celcom ( Art 900/GSM).......c....c...oo... Os
Digi 1800........coooiiieee e, Os
Others........cooveriiicccne e 07
8. I came to the service provider in item 7 through,
Advertisement.{ TV/RAdIO )...c.covvvev oo, 1
From friends/colleagues recommendation................. 02 Dn
YEllOW PaGES.....cc.ovvivriieme e et 3
Promotional Gaps O 3 4 5 6 7 8 97
9. The company provided exactly what they advertised... .0 O O O O OO 0O O C12
10. Their Advertisement were very misteading...........ooo..... pOogoggogooogooaoa 013
11. They created wrong expectations in my mind................. ooooooOooogooo O14
12. Their service did not measure up to their advert............... goooogoogogo Ois
13. Did not keep up 10 their ProMISe. ...........vveevresseeres e, pooooooooog D1
14. Service was beyond my eXpectation..................ccee... oo0ooooooaooo 047
15. Benefits and services provided meet theiradvertisementd] O O O O O 0O OO O 018
Understanding Gaps
( SP = Service Provider) 1 2 3 4 5 6 7 89 10
16. S.P. understand's what the customer's needs&priorities..u oooaoaoogadd C20
17. S.P. takes the trouble to know what customerwanss.......d 0 0 00 OO 00 O] O21
18. S.P. calls me to enquire about their qualityand senvice.. d O O O O O O OO0 O| Oe2
19. S.P. doesn't really bother what the customer wants.......... Do0O0o0oOoadOoooogl Oes
20. S.P. attends to most of CUStOMer'S eNqQUINES..................... googogoogOo] O
21. S.P. is technically knowledgeable to answer allenquiies. ] O O 0 0 0O OO O] O2
Procedural Gaps 1 23 4 5 6 7 8 9 10
22. S.P. fails to attend to customer's complaints..............0 0 0 OO0 OO0 OO0 O Clos
23. There is no improvement in service over the years........... OoOoQoQoooQoogaog a7
24. | getiritated whenever igotopayatthe SP'soutlet...0o 0 00 0 0 OO0 0O 28
25. There is no improvement in attending to customer’s
COMPIAINE. vt esve et eerriesen e creraresemssesssaressesesesansseessssssssesses gogogogogoooog o 29
26. There is lack of staff to attend to customers at the
S P S QUHEES oot eevtsess e ees e meeenenssseasesaer e gOoooOooooOaoogo)| dOse
Behavioural Gaps 1 2 3 45 6 7 8 9 10
27. There is no consistency in the service provided........... gOogdOooogooooad 31
28. The staffs at the S.P. outlets are not trained................. oooooooaonDon (a2
29. Management do not set sufficient staffing levels 13
during peak NOUS......cccvvrvreinie s coooopoodod S
30. Staff behaviour is very inconsistent at S.P.'s outlets..... gooooooooooa 34
Perception Gaps 1 2 3 4 5 6 7 8 9 10
31. My perception of the S.P's performanceisexcellent... 0 O D OO0 DD O 0O 1J3s
32.S.P.'sin Malaysia have " A PassionforExcellence".... O OO0 OO0 QO COQOO3 36
33. My S.P. has very bad personai service, unhelpful and a7
UNCAITNG. . evrvreresssssassessssaesesmarsvessessessrismsnsemessssassimmisss ocooooooooo)| d
34, 1t | had a choice | would look for a better S.P.......cvene ogQoooogoooOogoag 138
35, | am always upset when | call my S.P. for help.............. o O O o e o o o I o e Cls9
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36. Which one of the following best describes when your handphone breakdowns
Ator nearto my home...........coo........

At home of friends/relatives.. ... 1
Intown/cities............cooevvvvee e 02
Car Park.........oooeeeeeeeeeeceeee Os
Atagarage................... L4
At a building construction site.......... Hs
AL OHICE oo Os
Other locations Oz

(s

37. What were the temperature when the communications are bad?

Temperature

40. When you sign up from a service provider, how long do you have 1o wait to get the first
connection

Within seconds.........ovevevveeeircevnnnne 4
Within few minutes........c..occeniinnine Os
Within few hours.........ccoocvvvemmeanne. Os
WIthin @ day...ceevcevnnecenine e 4

More than a day

Completely acceptable.................... 01
Very acceptable............... . Oz
Quite acceptable £13
Neither acceptable or unacceptable. []4
Quite unacceptable............cccoceeecee. s
Very unacceptable.........ooive. - [
Completely unacceptable 07

42. Would you agree that there are frequent cuts in conneclion and third party interferences?

Totally agree........ccovremrirnrcrervesvsnnns 1
Somewhat agree..........oviieiireene 02
NEItNBT..ovsve v et 0 3
Somewhat disagree......veeeeecsrerns 0 4
Totally disagree ........oeevevivvicruanne. Os
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43. Please could you rate your opinion of the Service Providet on the following features,

using a scale of 1 to 10, where 10 is the most positive and 1 is the most negalive answer.
98 7 6 5 4 3 2 ]
a. Efficient Ooo0oOoooOaoog inefticient
b. Courteous /Polite ggooooogan Rude/Abusive
¢. Helpiul O0oO0oOogoooo Unhelptul
d. Professional OgooOggooogoao Unprofessional
e. Warm / Friendly Do0ooo0Ooooaog Cold/Uniriendly
f. Respectiul COoOoooogogoag Patronising/Condescending
g. Reassuring / Calming 0ooo0Oooooog Brisk/Abrupl
h. Concerned /nterested 0000000000 Unconcemed/Notinterested
i. Keentosolvemyprobem O OO0 O OO DQOOCO0O Unenthusiastic
J. Knew his job/knowledgeablel] [J OO0 OO [0 00 O 03 OJ CJ Didn't know what he was doing

44. How do you think the service you received from the Service Provider compared with
your expectations ?

Much better than | expected.............. O
A little better than expected............... o2
AS | eXpeCted. ..o, s
A little worse than | expected............. 04
A lot worse than | expected............... Os

45. Overall how salisfied or dissatisfied were you with the service you received from the

[

Completely satisfied
Very satisfied
Satisfied
Neither satisfied nor dissatisfied
Dissatisfied.........coeevereeverieceeveceeeenen,
Very dissatisfied
Completely dissatisfied

46.
47.

48.

49,

50.

51.

52.

53.

54.

Service Provider ?

mimiminininie]
~NO U e W =

i Strongly Strongly

Tangibles disagree Agres

Excellent caompanies will have modern-looking 1 23 45 6 7 8 9 10
EAUIPIMENES ..ottt et st s e csn v aresaresaraevsstens FTT11 TTTTTT1

Employees at excellent companies are always well
YT F el I B |

Excellent companies have excellent physical facilities

Excellent companies have excellent pamphlets and
service materials

Reliability

Excellent companies will always live up to their promise... CTTTT T

Excellent companies will show sincere interest in solving
their customer's problems

Excellent companies will always do it right the firsttime....l l [ l I l | |

Excellent companies will provide services at the times
they promised to do so

.......................................................

Excellent companies will insist on error free records.......... | | |

Use
Only
147
[d4s
049
Oso
REY
[]52
053
[]54
0155
156

[ []se
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Responsiveness Strongly
disagree
55. Employees of excellent companies will give prompt 1

Strongly | Offictal
Agree Use
R nly

services to customers

23 456 78
........................................................ LT T T T TTTT

1) 0)se

56. Employees of excelient companies are always willing to

MID...cervtecrre e [(TT T T T T T TT1dss

57. Employees of excelient companies never too busy

to attend to customer’s problems...........cooveeeooooeo L LL I T i f T f T—[ [:[70

58. Excellent companies will tell customers exactly when

[0

services will be performed........cocoeeceuvcone o, LT L ‘ [ ‘ ‘ 5 T
Assurance
59. Employees of excellent companies instil confidence
ON CUSIOMIBIS .. eve e intaerereesurerenieesese e resmseeaese e esesesns e Ll ‘ ‘ J ‘ { (T
60. Employees in excellent companies are knowledgeable
1O ANSWET QUESHIONS.....o ittt e e eees e s 1 1 L—J J ] ] | ]

61. Customers of excellent companies will feel safe in their

HEBNSACHONS. ...ttt sees e se e 1 LT I L l

2. Employees of excellent companies will be consistantly

COUMBOUS ...ttt ettt s ste e eses et es e eeseeens L—LI l L l I

Empathy

63. Excellent companies will give customers individual

ARENHON. .. cre. oot e e rees s oo [T 1T

64. Excellent companies will have operating hours

convenient 10 CUSIOMETS......vivveuiiice e esceevsias [ l [ L LJ |

65. Excellent companies will give customers personal

BHEOHON. ..evvvoeecmserres oo seesssssess st senes s seseseseesceneneren P11 1

66. Excellent companies will have customer's best

interest at heart.........cooee e v L l1j J

67. Excellent companies understand specific needs of

CUSTOMETS. ..t se s sebmares e st smes s neneesas L[ ' _LJ

........................................................................................................

I e i Seetion: (G RECERTIOND i i e
Strongly Strongly
disagree Agree
lgetclear reception.... (forquestion68-71) 1 2 3 4 6 7 8 9 10

68. only along the highways [' ( [ T [ [ [ [ 1

69. only along outside buildings f T T ] l l ] l l ] ]

70. inside enclosed areas FTTT LU LT T 1

71. anywhere outside enclosed areas (T T T D0
| am able to dail out...... ( for question 72 - 75)

72. only from outside enclosed areas I—

73. from enclosed areas r

75. | can receive from anywhere under any conditions I’

Tt T I 1]
RN EN
74. fromanywhere and get clear connections r ] T [ 1 -LT ] l l
IR




