SURVEY:  YOUR COMPANY’S APPROACH TO COMPETITIVENESS



This questionnaire contains statements which are relevant to organizations committed to total client satisfaction. Analyse each statement and indicate your company's degree of commitment by selecting the appropriate figure from the following scale:

1 - Not at all

2 - To a small extent

3 - To a moderate extent

4 - To a great extent

5 - To a very great extent

6 - Don't know



Outlook, performance and atmosphere�Score��1.- Your company management is committed to the idea of keeping clients satisfied.���2. - Your policy is to "get it right first time", not to have to correct mistakes.���3. - Your managers show by their actions that client satisfaction is important.���4. - The objective of directors, managers and staff is to attend to client priorities in matters of prime concern to them.���5. - Making the client the focus of attention is a key factor in setting company priorities.���6. - Directors, managers and staff are committed to the idea of quality and productivity.���7. - Attending to client requirements takes priority over your own in-house requirements.���8. - Directors, managers and staff respond effectively to client demands.���



Adopting a client-oriented policy�Score��9. - Your company's sales department aims to give clients guidance, offering them alternative solutions to their requests.���10. - You avoid making promises which you are unable to keep.���11. - Client feedback is used in the planning of products and services.����

12. - You are ready to occupy a leadership role in a competitive market offering services such as cellular telephony, data transmission, etc.���13. - Your company distinguishes between different categories of clients and varies its approach accordingly.���14. - Your company enjoys a high level of recognition or of growth in clientele.���



Promptness in locating and eliminating clients' problems�Score��15. - You endeavour to settle clients' complaints.���16. - You regularly ask your clients for feedback on your performance.���17. - Your clients' complaints are analysed regularly so that quality problems can be identified.���18. - You seek ways of eliminating internal systems and procedures which do not benefit your clients.���19. - Your employees are motivated to give their best in attending to client needs.���



Communication and use of information vis-à-vis your clients�Score��20. - You know how your clients define quality.���21. - You have a clear grasp of what your clients expect from your organization.���22. - You provide your clients with regular information, which helps them to have realistic expectations.���23. - Directors and managers have a clear understanding of your clients' demands.���24. - You make it easy for your clients to contact your organization.���25. - You make it easy for clients to access the information they require.���



Relations with suppliers�Score��26. - Your company is committed to engaging suppliers who offer high-quality products (equipment, tools, materials).���27. - In engaging suppliers of services, your company makes quality a priority.���28. - Your company requires suppliers to be technically qualified and is concerned about the image that they give to your client.���29. - Your company provides suppliers with facilities for training and motivating staff.���30. - Your company maintains satisfactory communication with your suppliers.���31. - Your suppliers are satisfied with the professional relationship with your company.���



Staff competence, training and autonomy�Score��32. - Directors and managers treat staff with respect.���33. - Staff at all levels are familiar with your products and services.���34. - Staff who work with your clients are given the necessary resources to perform the service satisfactorily.���35. - Front-line staff have autonomy to take swift decisions where necessary to meet client requirements.���36. - Staff are motivated and satisfied with company policies.���37. - Staff participate in decisions concerning their work.���38. - Staff receive diversified training so that they can replace each other whenever necessary.���39. - The company gives priority to training geared to total client satisfaction.���40. - The company makes concerted efforts to strive for client satisfaction.���



On-going improvement of processes and products�Score��41. - Instead of competing among themselves, the company's various divisions cooperate with each other to achieve common goals.���42. - You analyse other companies' experiences for ideas to perfect your own work.���43. - You are continuously working to improve products and services.���44. - You are working on reducing the time between receiving a request for a service and installing it.���45. - When quality problems are identified, you work to find a solution as quickly as possible.���46. - You do research into the development of innovative ideas.���47. - You systematically guarantee the profitability of every product and service.���48. - The company's decisions, objectives and results are communicated quickly and consistently to staff.���49. - It is the company's constant practice to reduce waste and costs.���50. - The rationalization and organization of processes has facilitated the operation of services.���



Relations with the Government, communities and institutions�Score��51. - Government members and organizations have a favourable opinion of the company.���52. - The company knows who its main existing and potential competitors are.���53. - The community has a favourable opinion of the company.���54. - The company continues to maintain its commitments and pursue its objectives irrespective of external influences.���



55. - Comment in the space below on what you consider to be the most relevant points raised in this questionnaire.
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