Information Solutions carries out an annual customer service survey conducted by Executive Options based in Cape Town, South Africa.  The following graph illustrates the results from the 2002 survey.  The next survey will be carried out in September 2003.
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Areas where Information Solutions scored well were professionalism and quality of service.  Many customers said that the company was the best in these areas amongst its competitors.  There was also a sense of growing reputation among our customers.

The worst issues were:

1. Less than 20% thought we were better than our competitors on sense of urgency.  In explanation this stemmed from the fact that IS does not always make the customer feel that their priorities are our priorities despite the fact that we are normally well within our response times.  We get to their issues when we have time.  Our customers need to feel that they are our only customer as in the instance of Tyre Services who said “IS is a small company and they really care for their customers!”  Bolux Milling also said of Gabriel Chowah (one of our Engineers) “They make an effort to keep us as customers”.

Some areas of action that Information Solutions are undertaking to change this perception are:

· Helpdesk to cc the customer when emailing third parties on issues / parts so they can see that we are doing something

· Helpdesk available on the web so that customers can see the updates themselves

· If the call has been open for a period of 2 (or 3) days, the Nerve Centre (NC) should email customer the update on the call even if it to say that we are still awaiting parts.  Helpdesk could flag NC calls where customer needs to be updated?

· Make customer’s priorities OUR priorities!

2. Relationship building and understanding customers’ businesses i.e. the people issue versus the transaction issue.  Information Solutions is good on the transaction part but not always on the people part!  Some of the issues are regular interaction, visibility of management, getting customers to see others as management (engineers making decisions).  For example, do we know what our customer’s biggest strategic objective is for the next 5 yrs?

Some actions to be undertaken:

· Directors (or trainee managers in their absence) to randomly accompany engineers on network administration visits to the customer and find out how they are doing, what is happening in their current environment.

· Engineers to always say “I’ll see what I can do” and never to say “I’ll talk to my boss”, even if they are going to talk to their boss as this breeds a sense of doubt in customers’ minds over capabilities.

3. Innovation and solutions as opposed to fixing problems i.e. how can we save money for the customer.  How can we do things more efficiently, how can we help them achieve their objectives using technological solutions

Some action ideas:

· More regular interaction with the clients from management and engineers

· Highlight in a user friendly way the advice we are currently giving.  Technical network administration reports should have a recommendations sheet that is sent to the customer.  Recommendations or issues could be colour coded for priority. 

· Customer reports need to have summary sheet as front page 

· Customer reports need to be seen by engineers as well as customers (reports to be added to all helpdesks).   Engineers to approve reports before sending them?

· At meetings with customers include a question at the end such as “how are we performing at the moment”.
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