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Customer Satisfaction Monitoring and Measurement

Lesson 3: Clauses 7 & 8 and Annexes



Now We'll Look at Clauses 7 & 8
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7.1  General....
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7
7.2 Identifying customer expectation 7
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7.2.2  Determining customer expectations 74

8

8
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7.3 Gathering customer satisfaction data
7.3.1 Identifying and selecting characteristics related to customer satisfaction............
7.3.2  Indirect indicators of customer satisfaction.......
7.3.3  Direct measures of customer satisfaction.........

7.3.4  Collecting customer satisfaction data..........cc.cc... 10
7.4  Analysing customer satisfaction data N S e R 11
74.1  General e 11
7.4.2  Preparing the data for analysis.........ccciccce 11
7.4.3  Determining the method of analysis...........cc..... 11
744  Conducting the analysis.... 11
7.4.5  Validating the analysis ... . 12
7.4.6  Reporting results and recommendations........ s 12
7.5 Communicating customer satisfaction information........ 3 12
7.6 Monitoring customer satisfaction .. . 13
7:6:1  Generakiisiciissssereeess i seene z 13
7.6.2  Examining the customers selected and the data gathered 13
7.6.3  Examining customer satisfaction information 13

7.6.4  Monitoring actions taken in response to customer satisfaction information....... 13
7.6.5  Assessing the effectiveness of actions taken.. 13
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Create a plan,
schedule and
process

Validate
satisfaction data

Ensure ‘review’
is effective

Choose
customers
aligned with
strategy

Ensure measures
match priorities

Assess
effectiveness of
communication
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Capture
customer - Review ‘indirect’
expectations indicators
accurately

Review ‘direct’
measures

Promote » Review risks and

improvement opportunities
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There is a better way to approach monitoring
and measuring customer satisfaction:

@

KNOWLEDGE OF DEMAND IN CUSTOMER A FOCUS ON ONLY DOING THE VALUE MEASURING ‘ACHIEVEMENT OF PURPOSE’
TERMS WORK —THE THINGS THAT REALLY IN CUSTOMER TERMS
MATTER TO EACH AND EVERY CUSTOMER

John Seddon, Vanguard Consulting




Now We'll Look at Clause 8 & Annexes

8 Maintenance and IMPTOVEITICIIT ... ..o seee e 14
Annex A (informative) Interrelationship of ISO 10001, ISO 10002, ISO 10003 and this document15
Annex B (informative) Conceptual model of customer satisfaction ..., 17
Annex C (informative) Identification of customer eXpectations............. 19
Annex D (informative) Direct measurement of customer satisfaction.............ees 22
Annex E (informative) Analysis of customer satisfaction data............cresinesees 28
Annex F (informative) Using customer satisfaction information................., 33
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Maintenance is important to stay in the loop...

< analysis -
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Be sure that the indicators are relevant



The better
your
measures,

the better
the results...
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Latent rtunities: Characteristics that are directly
Characteristics that are important, ‘ connected to satisfaction - in

but are not (yet) expected or general, the more fulfilment, the
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Characteristics that are expected, Their
fulfilment only avoids dissatisfaction, but does
not cause satisfaction. Non-fulfillment will cause
extreme dissatisfaction.

dissatisfied

Figure C.1 — Relationship between various characteristics and customer satisfaction

The Annexes
(A—E)
contain
more
guidance...

No quiz questions
from the annex!




There’s some guidance in the Annex...

* Annex A (informative) Interrelationship of ISO 10001, ISO 10002, ISO
10003 and this document

* Annex B (informative) Conceptual model of customer satisfaction

* Annex C (informative) Identification of customer expectations

* Annex D (informative) Direct measurement of customer satisfaction
* Annex E (informative) Analysis of customer satisfaction data

* Annex F (informative) Using customer satisfaction information



Quiz #3
Lesson 3
Clauses 7 , 8 & Annexes



