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Customer Satisfaction
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Do you measure by the numbers?

HDI Association of Nebraska
Chapter Meeting
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Why are you collecting 
customer satisfaction data?

Basic Survey Rules
• Get feedback immediately

Feedback collected immediately after an– Feedback collected immediately after an 
event is 40 percent more accurate than 
feedback collected 24 hours after the 
event.

• Ask only questions the respondentAsk only questions the respondent 
understands

• Ask one question at a time
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Basic Survey Rules
• Don’t ask too many questions

– Some say six to eight focused questions
– Others say 10 to 14

• Use open-ended questions
– Is there anything we could do better?
– Is there anything we have done very 

well?
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What do you do with the Results?
• Read the results

1
• Put out fires
• Analyze
• Adjust / Coach

5
• Re-Evaluate
• Share



5/7/2008

5

Positive Outcome:  Thank and show appreciation for good work.

Negative Outcome:  Use to coach and provide feedback.  Keep note of the 
good as well as the not so good.
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CSI Reports

• Monthly

1
• Monthly
• Weekly 
• On Demand
• Agent Reports
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What others are doing?
• HDI 2007 Support Practices Survey

1
– How is Customer Satisfaction being measured?

• 17.5% don’t conduct a survey
• 43.9% random sampling of closed incidents
• 21.5% annual survey

– What is the Customer Satisfaction Rating?

5
• 76% score 4 to 5 on a 1-5 scale
• 20% score 3 to 4
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Why do you collect customer 
satisfaction data?

1
Measurement to improve the 

quality of service.
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Resources
• “Common Mistakes in Customer Satisfaction 

Measurement” by Greg Levin www.icmi.com. 
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August 2007
• “How to Measure Customer Satisfaction” by Alan 

Roos.  HDI Library
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