It's Your Supplier Survey™

A product designed specifically to meet the
requirements for ISO9001:2000 relating to
Customer Satisfaction Measurement and
Monitoring (sub-clause 8.2.1)
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I1SO9001:2000 New Requirements

= [S09001:2000 has a new requirement compared
to the ISO9000:1994 family.
Clause 8.2 (Monitoring and measurement)
includes a new sub-clause " Customer
Satistaction’’ (8.2.1) which states:

"As one of the measurements of the performance of
the guality management system, the organization shall
monitor information relating to customer perception as
to whether the organization has met customer
requirements. The methods for obtaining and using
this information shall be determined.”
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Customer Satisfaction

= The only true way to measure Customer
Satisfaction is by interviewing Customers with a
standard set of questions.

All other non-direct methods (such as monitoring
returns or customer complaints, for example) can also
be influenced by other contributing factors not related
to Customer Satisfaction.
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Customer Interviews - Considerations

When considering a Customer Interview technique the
following considerations are important:

= trade off between effort and cost

= use of internal or external resources

= level of detail required at analysis stage
= definition of output requirements

= turn around time

= desired numbers of responses

= frequency of surveys
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Customer Satisfaction questionnaire techniques

= Customer Satisfaction questionnaires can be
completed in various ways:

During customer visits

Sending out Postal or Email Questionnaires
Customer interviews on the 'phone or at exhibitions
During focused user groups meetings

Using Internet based Questionnaires

Each technique has its own advantages and
disadvantages:
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Advantages and Disadvantages

Method

Advantage

Disadvantage

Customer Visits

Direct interface to
customer

Time and resource
consuming (expensive)

Postal/Email
Questionnaires

Cost effective for large
quantity of customers

Response rate low
(inefficient)

Customer Interviews
(Telephone/Exhibitions)

Cost effective direct
interface to customers

Time and resource
consuming (expensive)

Focused Groups

Fast turn-around time

Limited in scope
(ineffective)

Internet Questionnaire

Fast turn around time
for large volume

Response rate medium
(less efficient)
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The Main Problems

= All Customer Satisfaction Questionnaire techniques
suffer from the same inherent problem:
The Human Factor

= If sending a questionnaire to customers the
customer response rate is typically very low

Customers require an incentive in order for them to
invest the necessary time in filling out the questionnaire
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The Human Factor

= With all interview techniques, it is difficult to avoid
the "human factor":

If the interviewee is having a 'bad day', or working in a
stressful environment, then the results of the
questionnaire will tend to be below average.

Conversely, if the interviewee is having a 'good day', or
working in a pleasant environment, then the results of
the questionnaire will tend to be above average.

ie the results of the interview may not be a true reflection
of customer satisfaction.
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It's Your Supplier Survey™

= TheIYSS ™ is an internet based Customer Satisfaction
Survey with the following advantages:
Survey contains just 21 questions
Enables up to 3 Customer Specific questions to be included
Survey questions cover the areas of:
Product Positioning
Customer Service
Total Quality
Competitive Positioning
Patent pending survey techniques maximise questionnaire
response rate

Output report clearly shows supplier an unbiased value for
Customer Satisfaction

Output report includes recommended next step actions
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It's Your Supplier Survey™ - benefits

Internet based Customer Questionnaire
quick and easy to distribute, complete and collate
= Interview results can be assessed within 24 hours
Supplier able to run quick assessments
= Uses The Gosling Group's "Dynamic Questionnaire Engine ™"
(patent pending)
Filters out the "Auman factor' from the questionnaire results
Enables end customer to benchmark supplier
= An interviewee takes less than 5 minutes to complete the
questionnaire online
Reduces perceived interviewee burden
Enhances the interviewee's experience
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It's Your Supplier Survey™ - benefits

Interviewee receives immediate feedback to his inputs

Allows end customers to benchmark supplier performance free-of-
charge

Reduces perceived interviewee burden
Enhances the interviewee's experience

Interviewee responses are 100% anonymous
Reassures interviewee

Report generation and Email feedback handled by The Gosling
Group

Neutral assessment

Reports clearly show how customers perceive the supplier and what
is important for the customer

Supplier can easily assess output report and quickly implement
improvement programmes
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It's Your Supplier Survey™ - benefits

= Supplier obtains a single value for Customer
Satisfaction
No ambiguity
Enables supplier comparisons to be made

= Organisations can also obtain a report for their
own industry (based on industry standard EAC
codes)
For benchmarking purposes

= IYSS set up is Internet based (quick and simple)

Suppliers can easily set up an IYSS for themselves in less

than 5 minutes
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It's Your Supplier Survey™ - procedure

Step 1:
Suppliers set up their own

H H £ Please input your Survey definitions in the fields below to the left
COI I Ipa ny IYSSTM by naVIQatIng to: F’ﬂ and your Personal Identification Number requirements in the fields

to the right. Click on the Set Up button once complete:

'_;" It's Your Supplier Survey Setup

IY8S Setup IOwn Questions [Order Report [Order Licenses

~Requirements:

http://www.thegoslinggroup.com/

TGG

iysssetup/setup.htm

and completing the /Y55 Setup

martin.gosling@thegoslinggroup

screen.

Martin Gosling

Company Shortform:
tggd
Industry Code:

35

.
1
1
1
w

.
1

Froducts and Services v | i

Choose 3 PIM type:

(#) Random Mumber List

(O Customer Numbers:

Master Key:
gosling

Save my information

i

i

i

i

i

~Additional Infarmation:

Jp

! Contack The Gosling Grou

The Gosling Group

14



http://www.thegoslinggroup.com/iysssetup/setup.htm

It's Your Supplier Survey™ - procedure

Step 2:

Suppliers add up to 3 of their
own questions to their company
IYSS™ by navigating to:

http://www.thegoslinggroup.com/
lysssetup/questions.htm

and completing the Own
Questions screen.

'_;" It's Your Supplier Survey Setup

1YSS Setué Own Questions I order Report || order Licenses

You can add up to three of your own questions to your company's

£
y I¥55 from here.
3 Please complete your details below and then press ‘Load to

continue,

~four Details:

Campany Mame: Master Key:

TGG gosling

Company Shortform: Ermail:

tog? martin.gosling{@thegoslinggroup
' Quest

stion 1

Question 2:
Question 3
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http://www.thegoslinggroup.com/iysssetup/questions.htm

It's Your Supplier Survey™ - procedure

Step 3:

Suppliers distribute the following
Logon details to their customers
(automatically generated by the
Setup programme):

=« Company Shortform Name
= PIN
« IYSS™ web address:

http://www.thegoslinggroup.com/iyss

Martin Gosling

Company. The Gosling Group
Shortfortn: tgg

PII: 534038
wwnw thegoslinggroup. comfiyss

Company: The Gosling Group
Shortform: tgg
PII: 164029

www thegoslinggroup. comfiyss

Company: The Gosling Group
Shortform: teg

PII: 345851
www thegoslinggroup comfiyss

Company: The Gosling Group
Shortform: teg

PIM: 307346

warw thegoslinggroup comfiyss

Company, The Gosling Group
Shortform: teg

PINT: 443640

www thegoslinggroup comfivss

Company: The Gosling Group
Shortform: tgg
PN 731478

ww thegoslinggroup comfivss

Company, The Gosling Group
Ehortform: teg

PII: 019859
www thegoslinggroup comfivss

Company: The Gosling Group
Shortform: tgg

PI: 953970

www thegoslinggroup. comfiyss

Compaty. The Gosling Group
Shortfortn: tgg

PIM: 781977
wwnw thegoslinggroup. comfiyss

Company: The Gosling Group
Shortform: tgg

PI: 9809935

www thegoslinggroup. comfiyss

The Gosling Group
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http://www.thegoslinggroup.com/iyss
http://www.thegoslinggroup.com/iyss

|-

- It's Your Supplier Survey™ - procedure

= Step 4.
Customers complete IYSS on-line under http://www.thegoslinggroup.com/iyss.

It's Your Supplier Survey
Part 2

-----

= By using the Company Shortform "{gg" and a PIN of "gos/ing' it is possible
to try out the IYSS at any time.
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It's Your Supplier Survey™ - procedure

r." It's Your Supplier Survey Setup

[IYSS Setup [Own Questions| Order Report | grder Licenses

= Step 5:
Suppllers CheCk hOW many You can check how many customers have already responded to
your questionnaire from here and then arder your own company's

Customers have responded to %ﬂ I¥SS summary report, You can also order a summary report for your

entire industry from here (for benchmarking purposes),

their questionnaire by navigating

Company Mame: i I¥55 Report requirements: i

to : TGG company (Full Version) i

Company Shortform: i [ company (Exec Summ) i

tgge [] Industry (Exec Summ) i

Master Key: i/ | Delivery reguirements: i

. 1 gosling ® by email O by post: i
http://www.thegoslinggroup.com/ i
ivsssetu D/ re DO rt. htm matin.gosling@thegoslinggroup

~Additional Infarmation:

completing the Order Report P
screen and pressing the 'Check "‘
button. _ T
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It's Your Supplier Survey™ - procedure

'_;" It's Your Supplier Survey Setup

= Step 6:
Su ppliers pu rChase at |ea5t One - You can order your IYSS licenses from here by completing the
Iicense from The GOSIing Gr‘oup %i E:cﬁl ﬁce?wso.;v;Jrchc‘z:gelggerowgitleg y;ueio urur?nell single I¥SS summary

[IYSS Setup [Own Questions [Order Report | Order Licenses

report,

b i t. t . Requirements:
y naVIga Ing O " [ Company Mame: i Order reguirerments: i
TGG license(s) @ 2,500 Euros each i
Company Shortform: i license(s) @ 1,000 Euros each i
htt ] th |- tgg? Delivery Location: i
p://www.thegoslinggroup.com/ | | celisryLocad i
i t | ht gosling O Eu i
Ivssse u D/ IcenseS- m Email: i & Rest of World i
martin.goslingEthegoslinggroup Wat @ 16% € i
Total € i

and COmpleting the Order ~additional Infarmation:

Licenses screen. S ¥

! Contact The Gosling Grou Order
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http://www.thegoslinggroup.com/iysssetup/licenses.htm

It's Your Supplier Survey™ - procedure

r." It's Your Supplier Survey Setup

[IYSS Setup [Own Questions| Order Report | grder Licenses

= Step 7:
Suppllers Order thelr COI I Ipa ny e You can check how many customers have already responded to

%ﬂ your questionnaire from here and then arder your own company's

IYSS (and an IYSS for the 2 QREEHTRME S RS i

organisation's industry, if desired) | e

. Company Mame: i I¥55 Report requirements: i
from The GOSIIng Group by TGG company (Full Version) i
Company Shortform: i [ company (Exec Summ) i
1 1 . tgg2 [ Industry (Exec Summ) i
naVIgatI ng to " Master Key: i/ | Delivery reguirements: i
gosling ® by email O by post: i

Ermnail: i

http . //WWW therS| i nqq rou D Com/ matin.gosling@thegoslinggroup

ivsssetu D/ re DO rt- htm ~additional Infarmatian:

N
and completing the Order Reports
Screen- ! Contact The Gosling Grou
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http://www.thegoslinggroup.com/iysssetup/report.htm

It's Your Supplier Survey™ -

= Step 8:

Suppliers receive their 11 page report within 24 hours:

procedure

1. Executive Summary

Company Strength

negative

‘Amount of Uncertaint;

i Product 31,2%
‘ Service 25%
Quality 8,8%

. Competitive 18,8%

Customer Importance

Precuc

Sesvioe Quaity Campattive

negative

2. Product Po

[Report Date: J5th Ao 2007 ]

.

-0 -6 -8 -7 6 -5 -4 -3 2 -1

12 3 45 6 7 8 8 10

Graph 4: Input summary for Product Positioning.

2.1 Stavistical Analysis:

Mean: Standard Sfmlu:
Z | = = 5 20
= 1,1 e 3,3 () 8,2 Yo
—
& With a mean of 1,1, Product Fositioning d Ine sultably covered by
the company, and 2 standard deviation of 3,3

X ns that this assessment

may be taken as a maderate Indicator of the Inputs to the survey

& A skew of implies that these results are forecasted to automatically
more positive, as the Inputs were positively welght

2.2 company Implemantation:

Factor: |Company Strength: [Company

68,8% | 29,3% | 46,7%

Respondent Satisfaction

Qverall score: | +3

r, customers do not know the
Product Positioning

and a company importance
positioned this discipling, but

It= Importance m

sull not be fully appreciated by the company as
required by the customer base

2. Product Posi

[Suppiier:[at Other ]

Report Date:

2.3 Summary for Product

Overall Score:

Actions (ranked):

& Follow

67,9%

give an &

up this analysis to discover why customers didn't
ven more positive Input to the area of Product

ustomers to show them the Importance of|
tioning to the company and how it i fulfiling

ent new project work for the area of Product
In order to  better fulfill  customers'

ers so that

Ication to cu
t as well as

h the company

s I required. Ta achieve
T riant

A sample output report from the IYSS™ can be downloaded from the internet

by navigating to: http://www.thegoslinggroup.com/iysssetup/iyss.pdf
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Contact The Gosling Group

= Address:

= The Gosling Group
Postfach 1326
31550 Rodenberg
Germany

= Telephone:
= +49 (0)5723-9898253
s Fax:
= +49 (0)5723-9898254
= E-Mail:
= info@thegoslinggroup.com
= Internet:
= http://www.thegoslinggroup.com

Martin Gosling The Gosling Group
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