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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Respondents
Number
Group Name Resp
All respondents 1318
Intend to stay XYZ customer 739
Do not intend to stay XYZ customer 96
Management 297
Engineering 576
Operator 56
Purchasing 76
Maintenance 208
A Customers 43
B Customers 36
C Customers 108
Region 1 274
Region 2 272
Region 3 184
Region 4 105
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strong| :arr:;// Strong| Percent
ltems Res.» ponse p g Agregey Agree Pganly Disagree Disag?e); Import-
ponding Disagree ance
0% ZQ% 4Q% 6Q% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:
1. Technology.
All respondents | 1272 46 % 21% [T 14% | 59% | 21% 5% 2% 7%
Intend to stay XYZ customer | 723 16 EIL% 13% 7 | 13% | 66% | 13% 7% 0% 4%
Do not intend to stay XYZ customer 82 14 % 35% [29% 18% | 17% | 35% 1% | 28% 0%
Management | 283 U 7 4% 20% |6 22% | 52% | 20% 6% 0% 10%
Engineering| 560 NGl 74% 18% |8 8% | 66% | 18% 5% 3% 2%
Operator 56 0 % 18% [30% 14% | 38% | 18% | 13% | 18% 0%
Purchasing 76 (VB 59% 41% 0% | 59% | 41% 0% 0% 21%
Maintenance | 208 [Vl 78% 22% 21% | 57% | 22% 0% 0% %
A Customers 43 0 % 42% Bl 7% | 47% | 42% 5% 0% 0%
B Customers 36 [Vl 44% 47% B 17% | 28% | 47% 8% 0% 0%
C Customers | 108 [Vl 98% 18% | 81% 0% 2% 0% 0%
Region 1| 242 32 W34 15% (7 2% [ 76% | 15% 7% 0% 0%
Region 2| 272 [V 64% 30% 6| 8% | 55% | 30% 3% 4% 0%
Region 3| 183 il 69% 29% 21% | 48% | 29% 1% 1% 19%
Region 4| 103 Al 84% 10 16| 23% | 61% | 10% 4% 2% 6%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strong| :arr:;// Strong| Percent
ltems Res.» ponse p g Agregey Agree Pganly Disagree Disag?e); Import-
ponding . ance
0% 20% 40% 60% 80%  100% Disagree
f f f f
| am satisfied with the following characteristics of XYZ
products:
2. Innovation.
All respondents | 1271 47 (XL 26% [T 5% | 57% | 26% 8% 3% 3%
Intend to stay XYZ customer | 708 31 X% 5% | 67% | 26% 2% | 0% 2%
Do not intend to stay XYZ customer 96 (Wl 416% 0% | 46% 0% | 18% | 36% 0%
Management | 297 (VN 80% 10 [9%]| 10% | 70% | 10% 9% 0% 5%
Engineering | 545 YN 49% 43% I8 6% | 44% | 43% 3% 5% 0%
Operator 56 (VN 66% 13 [21% 13% | 54% | 13% | 11% | 11% 0%
Purchasing 76 (VN 59% 41% 0% | 59% | 41% 0% 0% 0%
Maintenance | 208 (VN 78% 8 [14% | 0% | 78% 8% | 14% 0% 0%
A Customers 43 (VN 30% [33% 2% | 28% | 37% 0% | 33% 0%
B Customers 36 [Vl 56% 44% 6% | 50% | 44% 0% 0% 0%
C Customers | 108 (VN 34% [ [13%] 17% | 68% 3% | 13% 0% 0%
Region 1| 227 47 (XL 30%  [7 1% | 62% | 30% 7% 0% 0%
Region 2| 272 (VN 46% 45% 101 8% | 38% | 45% 7% 2% 0%
Region 3| 184 (VN 61% 22%  [17% 2% | 59% | 22% 9% 9% 1%
Region 4| 105 (VN 32% [12 [6] 5% | 77% | 12% 4% 2% 3%

Il = Favorable [ ]=Mixed [ = Unfavorable
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A. XYZ PRODUCTS

DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

ltem Detail

Partly
Number . Percent
Items Res- Noossees- Percent Respondlng SXO:Ieg;y Agree égr?le/ Disagree ;ilsrgn?el); Import-
ponene p 20% 40% 60% 80% 100% g Disagr);e g e
f f f f
| am satisfied with the following characteristics of XYZ
products:
3. Measurement capabilities.
All respondents | 1288 30 16% [13%)| 20% | 51% | 16% | 10% 3% 24%
Intend to stay XYZ customer | 739 0 12 9 | 23% | 57% | 12% 9% 0% 23%
Do not intend to stay XYZ customer 82 14 17% [48% 17% | 18% | 17% | 21% | 27% 9%
Management| 283 14 16% |10 | 16% | 58% | 16% | 10% 0% 34%
Engineering| 560 16 21% 31 | 21% | 48% | 21% 8% 3% 15%
Operator 56 0 54% [27% 9% | 11% | 54% | 14% | 13% 100%
Purchasing 76 0 21% 0% | 79% | 21% 0% 0% 18%
Maintenance | 208 0 8 | 29% | 63% 0% 0% 8% 8%
A Customers 43 0 5137% 49% 9% 5% 0% | 37% 42%
B Customers 36 0 53% 28% | 19% | 53% 0% 0% 6%
C Customers | 108 0 16% | 36% | 48% | 16% 0% 0% 16%
Region 1| 258 16 8 || 26% | 65% 8% 1% 0% 14%
Region 2| 272 0 37% 116% 7% | 40% | 37% | 14% 3% 41%
Region 3| 183 1 13%119% 14% | 55% | 13% 9% | 10% 22%
Region 4| 103 2 7 15| 46% | 43% 7% 3% 2% 13%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strong| :arr:;// Strong| Percent
ltems Res.» ponse p g Agregey Agree Pganly Disagree Disag?e); Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:
4. Precision of gauges.
All respondents | 1273 45 [ 19% |12 | 13% | 56% | 19% 5% 7% 21%
Intend to stay XYZ customer | 739 0 % 16% 6| 17% | 61% | 16% 4% 2% 29%
Do not intend to stay XYZ customer 82 14 % 35% [28% 0% | 37% | 35% 0% | 28% 9%
Management | 283 14 % 31% 16% | 10% | 43% | 31% 5% | 11% 14%
Engineering | 545 31 % 19% 8| 17% | 57% | 19% 3% 5% 23%
Operator 56 [Vl 61% 11 129% 7% | 54% | 11% 9% | 20% 100%
Purchasing 76 (V1 32% 18% 0% | 82% | 18% 0% 0% 21%
Maintenance | 208 [Vl 78% 7 115% | 14% | 63% 7% 7% 8% 14%
A Customers 42 1 12 [76% 0% | 12% | 12% 5% | 71% 0%
B Customers 34 2 PN 65% [18% 0% | 18% | 65% | 18% 0% 6%
C Customers | 105 KN 92% 14% | 78% 4% 4% 0% 3%
Region 1| 257 17 Wl 25% 25% | 49% | 25% 1% 1% 17%
Region 2| 272 [Vl 61% 28% 11 7% | 54% | 28% 7% 4% 57%
Region 3| 182 Pl 46% 19% [35% 3% [ 43% | 19% 8% | 26% 4%
Region 4| 101 4 Bl 55| 24% | 66% 5% 1% 4% 9%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
ltems Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:

5. Performance of the transport systems (i.e., robots).
All respondents | 1302 16 26% [39% 4% | 31% | 26% | 18% | 21% 6%
Intend to stay XYZ customer | 739 0 127% 5% [ 35% | 34% | 11% | 16% 2%
Do not intend to stay XYZ customer 96 0 16% [70% 15% 0% | 16% | 16% | 54% 16%
Management | 297 0 140% 0% | 30% | 30% | 35% 5% 0%
Engineering | 560 16 142% 8% | 26% | 24% 8% | 34% 5%
Operator 56 0 [29% 9% 9% | 54% | 13% | 16% 0%
Purchasing 76 0 141% 0% | 41% | 18% | 20% | 21% 21%
Maintenance | 208 0 28% [29% 0% | 42% | 28% | 22% 7% 7%
A Customers 43 0 12 [44% 33% | 12% | 12% | 40% 5% 0%
B Customers 36 0 0% | 25% | 17% 6% | 53% 39%
C Customers | 108 0 132% 0% | 19% | 48% | 16% | 17% 0%
Region 1| 258 16 26% [34% 0% | 40% | 26% | 20% | 14% 1%
Region 2| 272 0 27% 148% 7% | 18% | 27% | 18% | 29% 5%
Region 3| 184 0 22% [36% 9% | 33% | 22% | 30% 6% 2%
Region 4| 105 0 [24% 1% | 32% | 43% | 10% | 14% 5%

Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
ltems stf ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:
6. Software.
All respondents | 1288 30 [40% 3% | 26% | 31% | 26% | 15% 11%
Intend to stay XYZ customer | 739 0 [30% 0% | 26% | 44% | 20% | 10% 16%
Do not intend to stay XYZ customer 82 14 0% | 17% 0% | 20% | 63% 16%
Management| 283 14 142% 5% | 31% | 21% | 26% | 17% 10%
Engineering | 560 16 [47% 3% | 18% | 32% | 32% | 16% 13%
Operator 56 0 23% 9% | 54% | 14% 9% | 14% 0%
Purchasing 76 0 [20% 0% | 21% | 59% | 20% 0% 0%
Maintenance | 208 0 [22% 0% | 36% | 42% | 22% 0% 7%
A Customers 43 0 19% [33% 0% | 49% | 19% 0% | 33% 5%
B Customers 36 0 [44% 0% | 28% | 28% | 44% 0% 8%
C Customers | 108 0 35% [30% 0% | 35% | 35% | 30% 0% 2%
Region 1| 258 16 [35% 0% | 20% | 45% | 16% | 19% 23%
Region 2| 272 0 25% [31% 2% | 42% | 25% | 28% 3% 0%
Region 3| 183 1 32% [35% 16% | 17% | 32% | 14% | 21% 10%
Region 4| 103 2 141% 0% | 29% | 30% | 33% 8% 20%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
ltems Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:
7. Engineering design.
All respondents | 1271 Yyl 53% 36% 11 7% | 46% | 36% 7% 4% 0%
Intend to stay XYZ customer | 708 31 (&g 31% = 4] 11% | 54% | 31% | 4% | 0% 0%
Do not intend to stay XYZ customer 96 [0l 30% [40% 0% | 30% | 30% | 20% | 20% 0%
Management | 297 (Wl 46% 40% d2%]| 0% | 46% | 40% | 14% 0% 0%
Engineering | 545 31 KA 38% 110 8% | 43% | 38% 5% 5% 0%
Operator 56 (VM 75% 7 [18% | 55% | 20% 7% | 11% 7% 0%
Purchasing 76 (Wl 62% 18% [20% 0% | 62% | 18% 0% | 20% 0%
Maintenance | 208 [Vl 58% 35% 7 0% | 58% | 35% 7% 0% 0%
A Customers 43 [Vl 38% 12 5% | 84% | 12% 0% 0% 0%
B Customers 36 [Vl 33% 22%  [44% 3% [ 31% | 22% 6% | 39% 0%
C Customers | 108 [Vl 81% 3% [ 78% | 17% 3% 0% 0%
Region 1| 242 KXY 39% 54% 7 7% | 33% | 54% 7% 0% 0%
Region 2| 257 15 Ko 24% [26% 18% | 32% | 24% | 13% | 13% 0%
Region 3| 184 (Wl 57% 8% [ 49% | 41% 1% 1% 0%
Region 4| 105 (VM 73% 2000 |7 2% [ 71% | 20% 5% 2% 0%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
A. XYZ PRODUCTS
Number |\ Res- Percent Respondin Strongl :arr:;// Strongl Percent
ltems stf ponse p g Agregey Agree Pganly Disagree Disag?e); Import-
ponding Disagree ance
0% ZQ% 4Q% 6Q% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:
8. User-friendliness of human interfaces with the
equipment.
All respondents | 1302 16 122% 2% | 41% | 35% | 14% 8% 2%
Intend to stay XYZ customer | 739 0 [16% 4% | 44% | 36% 8% 8% 2%
Do not intend to stay XYZ customer 96 0 0% | 30% | 22% | 30% | 18% 0%
Management| 297 0 0% | 40% | 50% 5% 5% 10%
Engineering| 560 16 0% | 29% | 37% | 24% | 10% 0%
Operator 56 0 54% | 16% | 14% | 13% 4% 0%
Purchasing 76 0 0% | 59% | 21% | 20% 0% 0%
Maintenance | 208 0 0% | 78% | 22% 0% 0% 0%
A Customers 43 0 0% | 26% | 42% | 33% 0% 0%
B Customers 36 0 11 [44% 0% | 44% | 11% 6% | 39% 0%
C Customers | 108 0 0% | 69% | 28% 3% 0% 0%
Region 1| 258 16 [26% 0% | 41% | 33% 8% | 18% 1%
Region 2| 272 0 125% 11% | 25% | 40% | 19% 6% 0%
Region 3| 184 0 [29% 0% | 36% | 35% | 27% 2% 3%
Region 4| 105 0 0% | 70% | 18% 6% 6% 3%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
ltems Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:
9. Ease of maintenance.
All respondents | 1273 45 137% 2% | 25% | 36% | 23% | 13% 12%
Intend to stay XYZ customer | 710 29 40% [25% 3% | 32% | 40% | 17% 9% 12%
Do not intend to stay XYZ customer 96 0 0% | 15% | 15% | 33% | 38% 16%
Management | 297 0 135% 0% | 31% | 35% | 24% | 11% 5%
Engineering| 531 45 133% 0% | 30% | 36% | 17% | 17% 13%
Operator 56 0 8% | 21% 7% | 54% 7% | 11% 0%
Purchasing 76 0 141% 0% | 21% | 38% | 41% 0% 0%
Maintenance | 208 0 [36% 0% | 22% | 43% | 36% 0% 29%
A Customers 43 0 28% 137% 0% | 35% | 28% | 37% 0% 37%
B Customers 36 0 [39% 0% | 14% | 47% 0% | 39% 39%
C Customers | 108 0 [A8%| 0% | 32% | 55% 0% | 13% 14%
Region 1| 243 31 25% [30% 6% | 40% | 25% | 22% 8% 12%
Region 2| 272 0 [51% 4% | 17% | 27% | 28% | 24% 16%
Region 3| 182 2 [26% 0% | 17% | 57% | 14% | 12% 11%
Region 4| 104 1 [18% 0% | 29% | 53% | 14% 4% 7%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
Items poRnZSi;lg ponse Agree Agree Partly Disagree Disagree IZEE:_
0% ZQ% 4Q% GQ% BQ% 100% Disagree
T T T T
| am satisfied with the following characteristics of XYZ
products:
10. Documentation.
All respondents | 1302 16 % 23% [26% 6% | 45% | 23% | 13% | 13% 6%
Intend to stay XYZ customer | 739 0 % 18% |25% 9% ([ 48% | 18% | 15% | 10% 8%
Do not intend to stay XYZ customer 96 [V 60% 22% 18% 0% | 60% | 22% | 18% 0% 0%
Management | 297 [Vl 50% 20% [30% 0% | 50% | 20% | 20% | 10% 5%
Engineering | 560 16 % 32% [31% 3% | 34% | 32% | 13% | 18% 3%
Operator 56 0 [S¥EZ 11 [29% 7% | 54% | 11% | 16% | 13% 0%
Purchasing 76 [Vl 59% 20% |21% 0% | 59% | 20% | 21% 0% 0%
Maintenance | 208 [Vl 79% 14% |7 | 22% | 57% | 14% 7% 0% 21%
A Customers 43 [Vl 91% 55| 37% | 53% 5% 5% 0% 0%
B Customers 36 [Vl 39% [58% 0% | 39% 3% | 14% | 44% 0%
C Customers | 108 [Vl 419% 17% [34% 14% | 35% | 17% 5% | 30% 14%
Region 1| 258 NGl 43% 27% [31% 6% | 36% | 27% | 24% 7% 6%
Region 2| 272 0 % 19% [48% 1% | 32% | 19% | 19% | 29% 0%
Region 3| 184 0 % 22% 5| 9% | 63% | 22% 4% 2% 3%
Region 4| 105 [Vl 74% 14% A1 | 30% | 44% | 14% 6% 6% 8%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
A. XYZ PRODUCTS
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
ltems Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following characteristics of XYZ
products:
11. Overall product quality.
All respondents | 1302 16 % 28% 17% 4% | 51% | 28% | 12% 5% 9%
Intend to stay XYZ customer | 739 0 % 18% 19 5% | 68% | 18% 9% 0% 8%
Do not intend to stay XYZ customer 96 0 |55% [45% 0% 0% | 55% | 15% | 30% 0%
Management | 297 [Vl 56% 29% 15% 0% | 56% | 29% | 10% 5% 9%
Engineering| 560 NIl 50% 29% [21% 5% | 45% | 29% | 13% 8% 7%
Operator 56 [Vl 64% 18% [18% | 11% | 54% | 18% | 13% 5% 0%
Purchasing 76 [Vl 59% 20% [21% 0% | 59% | 20% | 21% 0% 41%
Maintenance | 208 [Vl 78% 22% 0% | 78% | 22% 0% 0% 0%
A Customers 43 [Vl 26% 42% [33% 0% | 26% | 42% 0% | 33% 0%
B Customers 36 0 % 8 89% 0% | 53% 8% 0% | 39% 0%
C Customers | 108 [Vl 37% 13%| 0% | 87% | 13% 0% 0% 13%
Region 1| 258 NIl 59% 33% 7 6% [ 53% | 33% 7% 0% 12%
Region 2| 272 [Vl 61% 19% [19% 8% | 53% | 19% | 13% 6% 5%
Region 3| 184 [Vl 418% 30% [22% 8% | 40% | 30% | 11% | 10% 2%
Region 4| 105 0 % 19% 19 0% | 72% | 19% 6% 3% 5%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
B. XYZ PRODUCT PERFORMANCE
Number |\ Res- Percent Respondin Strongl :arr:;// Strongl Percent
ltems Res.» ponse p g Agregey Agree Pganly Disagree Disag?e); Import-
ponding Disagree ance
0% ZQ% 4Q% 6Q% BQ% 100%
T T T T
| am satisfied with the following performance
characteristics of XYZ products:
12. Ease of installation.
All respondents | 1272 Sl 57% 26%  [17% 6% | 51% | 26% | 13% 4% 0%
Intend to stay XYZ customer | 724 15 B [16% 0| 5% | 68% | 16% 6% | 4% 0%
Do not intend to stay XYZ customer 96 [0l 30% 15% [55% 30% 0% | 15% | 50% 5% 0%
Management | 282 15 v 21% [B87% 5% | 37% | 21% | 27% | 10% 0%
Engineering | 545 31 BEA 30% 8% 5% | 52% | 30% | 11% 3% 0%
Operator 56 [Vl 68% 11 21% 14% | 54% | 11% | 13% 9% 0%
Purchasing 76 [Vl 62% 38% 0% | 62% | 38% 0% 0% 0%
Maintenance | 208 [Vl 86% 14%| 7% | 79% | 14% 0% 0% 0%
A Customers 43 [Vl 88% 7 5] 33% | 56% 7% 5% 0% 0%
B Customers 36 (VW 42% ] 0% | 42% | 50% 8% 0% 0%
C Customers | 108 [Vl 69% 5127% 14% | 55% 5% | 27% 0% 0%
Region 1| 256 18 e [13%[18%| 7% | 67% | 13% 7% 6% 0%
Region 2| 272 [Vl 35% 115% 3% | 32% | 50% | 13% 2% 0%
Region 3| 182 Yl 71% [15% [14% | 17% | 54% | 15% | 13% 1% 0%
Region 4| 101 /8 63% 28% 9 3% | 60% | 28% 7% 2% 0%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
B. XYZ PRODUCT PERFORMANCE
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
|temS Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following performance
characteristics of XYZ products:
13. Through put.
All respondents | 1287 31 KA 30% 118% 6% | 45% | 30% | 18% 1% 14%
Intend to stay XYZ customer | 724 15 [XED 23% A1 7% | 60% | 23% | 11% | 0% 10%
Do not intend to stay XYZ customer 96 0 ENA 15% [41% 15% | 30% | 15% | 32% 8% 16%
Management | 297 [Vl 50% 45% Bl 5% | 45% | 45% 5% 0% 5%
Engineering | 545 KH 16% 30% [24% 5% | 41% | 30% | 24% 0% 18%
Operator 56 [Vl 63% 13 [25% 9% [ 54% | 13% | 11% | 14% 0%
Purchasing 76 (Wl 62% 18% [20% 0% | 62% | 18% | 20% 0% 0%
Maintenance | 208 0 [ 28% 8 0% | 64% | 28% 8% 0% 7%
A Customers 41 2 B 7 139% 34% | 20% 7% | 39% 0% 0%
B Customers 35 1 ERPA 57% 0% | 43% | 57% 0% 0% 6%
C Customers | 105 KW 65% 22% [18%| 0% | 65% | 22% | 13% 0% 3%
Region 1| 257 17 D 12% | 66% | 21% 2% 0% 7%
Region 2| 272 (VM 34% 34% 132% 2% | 32% | 34% | 29% 3% 21%
Region 3| 183 il 39% 33% [28% 16% | 23% | 33% | 28% 0% 18%
Region 4| 103 Al 60% 34% 6] 2% | 58% | 34% 6% 0% 5%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
B. XYZ PRODUCT PERFORMANCE
Number | ) res- Percent Respondin Strongly :;r:;// Strongly Percent
|temS Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following performance
characteristics of XYZ products:
14. Reliability.
All respondents | 1287 31 [26% 7% | 39% | 29% | 16% 9% 29%
Intend to stay XYZ customer | 724 15 11% | 44% | 37% 5% 4% 24%
Do not intend to stay XYZ customer 96 0 0% | 15% 0% | 30% | 55% 46%
Management | 297 0 25% 135% 10% | 30% | 25% | 25% | 11% 45%
Engineering | 545 31 119% 5% | 38% | 38% | 14% 5% 18%
Operator 56 0 9% [ 11% | 54% 9% | 18% 0%
Purchasing 76 0 0% | 59% 0% | 20% | 21% 21%
Maintenance | 208 0 7% | 64% | 14% | 15% 0% 29%
A Customers 43 0 0% | 19% 7% | 42% | 33% 5%
B Customers 36 0 0% | 44% 8% | 47% 0% 8%
C Customers | 108 0 32% 116% 0% | 52% | 32% | 16% 0% 30%
Region 1| 257 17 [20% 7% | 36% | 37% | 14% 7% 31%
Region 2| 272 0 [16% | 13% | 18% | 53% | 13% 4% 21%
Region 3| 182 2 11 [40% 2% | 47% | 11% | 20% | 20% 32%
Region 4| 104 1 6% | 55% | 24% | 12% 4% 17%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
B. XYZ PRODUCT PERFORMANCE
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
|temS Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following performance
characteristics of XYZ products:
15. Up time (i.e., availability for use).
All respondents | 1287 31 A 28% [22% 12% | 39% | 28% | 15% 7% 14%
Intend to stay XYZ customer | 724 15 [0 25% 1| 17% | 48% | 25% 6% | 4% 16%
Do not intend to stay XYZ customer 96 0 KSZE33% [52% 15% 0% | 33% | 30% | 22% 16%
Management | 297 (VM 41% 34% [25% 10% | 30% | 34% | 14% | 11% 5%
Engineering | 545 31 A 22%  [24% 8% | 46% | 22% | 24% 0% 15%
Operator 56 [Vl 68% 13 [20% 54% | 14% | 13% 9% | 11% 0%
Purchasing 76 [Vl 59% 41% 0% | 59% 0% | 20% | 21% 18%
Maintenance | 208 0 [ 36% 14% | 50% | 36% 0% 0% 21%
A Customers 43 [Vl 84% 12 B| 40% | 44% | 12% 5% 0% 5%
B Customers 36 [Vl 33% 64% B 17% | 17% | 64% 3% 0% 6%
C Customers | 108 [Vl 53% 31% A7% | 18% | 35% | 31% | 17% 0% 2%
Region 1| 257 iVl 53% 32% A5% | 19% | 35% | 32% 8% 7% 18%
Region 2| 272 [Vl 410% 35% [25% 11% | 29% | 35% | 23% 2% 0%
Region 3| 182 Al 63% 21% [16% | 12% | 52% | 21% 4% | 12% 7%
Region 4| 104 il 59% 27%  [14%| 7% | 52% | 27% | 13% 2% 11%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
B. XYZ PRODUCT PERFORMANCE
Number | ) res- Percent Respondin Strongl :arr:;// Strongl Percent
|temS Res.» ponse p g Agregey Agree Pgartly Disagree Disag?e); Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following performance
characteristics of XYZ products:
16. Mean time between failure.
All respondents | 1273 45 34% [29% 5% [ 32% | 34% | 19% | 10% 18%
Intend to stay XYZ customer | 710 29 34% 17% 7% | 42% | 34% | 12% 5% 20%
Do not intend to stay XYZ customer 96 0 15% 0% | 15% | 54% | 17% 31%
Management | 297 0 35% [30% 5% [ 30% | 35% | 19% | 11% 5%
Engineering | 545 31 33% 132% 3% [ 33% | 33% | 21% | 11% 23%
Operator 56 0 [23% 9% [ 11% | 57% | 14% 9% 0%
Purchasing 76 0 [21% 0% | 41% | 38% 0% | 21% 21%
Maintenance | 194 14 8% | 54% | 31% 8% 0% 22%
A Customers 43 0 35% 2% | 63% 0% 0% 42%
B Customers 36 0 [39% 8% 6% | 47% 0% | 39% 47%
C Customers | 108 0 27% [27% 16% | 31% | 27% | 14% | 13% 2%
Region 1| 257 17 33% [20% 12% | 34% | 33% | 13% 7% 34%
Region 2| 272 0 141% 2% | 24% | 33% | 29% | 12% 16%
Region 3| 181 3 [16% 9% | 27% | 48% 3% | 13% 14%
Region 4| 102 3 A5% | 1% | 35% | 49% | 10% 5% 11%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
B. XYZ PRODUCT PERFORMANCE
Number |\ ges- Percent Respondin Strongly :;r:;// Strongly Percent
ltems Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following performance
characteristics of XYZ products:
17. Overall product performance.
All respondents | 1256 62 % 30% [18% 4% | 48% | 30% | 16% 2% 7%
Intend to stay XYZ customer | 708 31 % 21% [« 7% | 65% | 21% 6% 0% 6%
Do not intend to stay XYZ customer 96 0 [30% [70% 0% 0% | 30% | 67% 3% 0%
Management | 297 [Vl 40% 44% A5% | 10% | 30% | 44% | 10% 5% 14%
Engineering| 530 VIl 50% 34% [16% 0% | 50% | 34% | 16% 0% 2%
Operator 56 [Vl 63% 13 125% 9% [ 54% | 13% | 11% | 14% 0%
Purchasing 76 (VB 59% 20% [21% 0% | 59% | 20% | 21% 0% 0%
Maintenance | 208 [Vl 78% 22% 0% | 78% | 22% 0% 0% 14%
A Customers 43 [V 26% 42% 133% 5% | 21% | 42% | 33% 0% 0%
B Customers 36 0 % 8 89% 8% | 44% 8% | 39% 0% 0%
C Customers | 108 0 % 14% [13%| 2% | 71% | 14% | 13% 0% 27%
Region 1| 240 34 % 40% 77 13% | 40% | 40% 7% 0% 6%
Region 2| 272 [Vl 50% 29% [21% 2% | 48% | 29% | 18% 3% 5%
Region 3| 181 3 % 46% [22% 1% | 31% | 46% | 20% 2% 2%
Region 4| 102 KN 78% 14% 8 3% [ 75% | 14% 7% 1% 6%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
B. XYZ PRODUCT PERFORMANCE
Number 1\, res- Percent Respondin Strongly :;r:;// Strongly Percent
ltems Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with the following performance
characteristics of XYZ products:
18. Quality of results.
All respondents | 1258 60 % 32% 10 5% | 52% | 32% | 10% 1% 2%
Intend to stay XYZ customer | 739 0 % 27% 9% | 63% | 27% 2% 0% 4%
Do not intend to stay XYZ customer 67 29 64% [36% 0% 0% | 64% | 25% | 10% 0%
Management | 283 14 ERYG 41% 116% 5% | 37% | 41% | 16% 0% 0%
Engineering | 545 31 % 40% [} 3% | 49% | 40% 8% 0% 3%
Operator 56 [Vl 61% 16% [23% 7% | 54% | 16% | 11% | 13% 0%
Purchasing 76 [Vl 79% 21% 0% | 79% | 21% 0% 0% 0%
Maintenance | 193 NISH 84% 16% 8% [ 76% | 16% 0% 0% 7%
A Customers 43 0 % 7% 7% | 16% | 77% 0% 0% 0%
B Customers 36 (O 47% 14% [39% 11% | 36% | 14% | 39% 0% 0%
C Customers | 108 [Vl 34% 16% 5% | 80% | 16% 0% 0% 0%
Region 1| 256 18 &k 25% 13% | 62% | 25% 0% 0% 5%
Region 2| 272 [Vl 415% 40% [15% 1% | 43% | 40% | 13% 3% 0%
Region 3| 181 KW 34% 48% [18% 1% | 33% | 48% | 18% 0% 1%
Region 4 99 M 56% 28% 16% 4% | 52% | 28% | 16% 0% 2%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
C. XYZ SERVICES
Number 1\, res- Percent Respondin Strong| :arr:;// Strong| Percent
ltems Res- onse p g Al regey Agree Pganl Disagree Disa ?e); Import-
ponene p 0% 20% 40% 60% 80% 100% g Disagr);e g e
t t t t
| am satisfied with XYZ's:
19. On-site installation service.
All respondents | 1256 62 [XE4) 24%  [13%)| 19% | 44% | 24% 7% 6% 3%
Intend to stay XYZ customer | 723 83% [13%[4] 29% | 53% | 13% 2% 2% 0%
Do not intend to stay XYZ customer 81 17% 146% 0% | 17% | 37% 4% | 42% 15%
Management | 297 60% 20% [20% 5% | 55% | 20% 0% | 20% 10%
Engineering | 545 62% 27% @1 24% | 38% | 27% 8% 3% 2%
Operator 56 64% 11 [25% 11% | 54% | 11% | 14% | 11% 0%
Purchasing 60 48% 27% 125% 25% | 23% | 27% | 25% 0% 0%
Maintenance | 193 76% 16% 8] 23% | 53% | 16% 8% 0% 0%
A Customers 43 28% 133% 5% | 23% | 40% 0% | 33% 5%
B Customers 36 53% 47% 8% | 44% | 47% 0% 0% 8%
C Customers | 108 84% 16% | 19% | 65% | 16% 0% 0% 0%
Region 1| 256 18 e 14% 87| 33% | 46% | 14% 2% 6% 0%
Region 2| 272 [Vl 56% 34% = |11 7% | 48% | 34% 8% 2% 0%
Region 3| 180 V' 57% 23%  [20% 5% | 52% | 23% | 10% | 10% 16%
Region 4| 100 Ll 82% 10 87| 29% | 53% | 10% 4% 4% 1%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS

SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
Items poRnZSi;lg ponse Agree Agree F’anly Disagree Disagree IZEE:_
0% ZQ% 4Q% GQ% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
20. After sales service.
All respondents | 1286 YAl 48% 28% 124% 11% | 37% | 28% | 18% 6% 8%
Intend to stay XYZ customer | 723 16 [tk 22% 13% 19% | 46% | 22% | 11% 2% 10%
Do not intend to stay XYZ customer 96 0 |46% 154% 0% 0% | 46% | 16% | 39% 0%
Management| 297 0 % 45% [25% 5% | 26% | 45% | 10% | 15% 15%
Engineering| 560 16 [&EZ 18% [21% 18% | 43% | 18% | 19% 3% 8%
Operator 56 (VB 16% BY&X) [27% 9% 7% | 57% | 13% | 14% 0%
Purchasing 60 16 % 23% [52% 25% 0% | 23% | 52% 0% 0%
Maintenance | 208 0 [ZEZ 29% 7 0% | 64% | 29% 7% 0% 0%
A Customers 43 [\R16% YR 133% 0% | 16% | 51% 0% | 33% 0%
B Customers 36 [V 36% 25% [39% 6% | 31% | 25% | 39% 0% 0%
C Customers | 108 (VR 70% 27% 3% | 68% 3% | 27% 0% 0%
Region 1| 258 16 [X% 15% |21% 14% | 51% | 15% | 14% 6% 11%
Region 2| 272 (VB 40% 33% [27% 12% | 28% | 33% | 24% 3% 16%
Region 3| 182 Al 30% 48% [22% 3% | 27% | 48% | 13% 9% 2%
Region 4| 104 1 % 15% |13 6% | 66% | 15% | 11% 2% 1%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
|temS poRnZSi;lg ponse Agree Agree Partly Disagree Disagree IZEE:_
0% ZQ% 4Q% GQ% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
21. Spare parts availability.
All respondents | 1212 [ 106 % 31% 137% 10% | 22% | 31% | 23% | 15% 16%
Intend to stay XYZ customer | 664 VBl 47% 30% [23% 16% | 31% | 30% | 14% 9% 18%
Do not intend to stay XYZ customer 96 0 |46% 154% 0% 0% | 46% | 30% | 24% 15%
Management| 282 15 2 40% 143% 6% | 11% | 40% | 26% | 17% 26%
Engineering| 501 75 % 23% 142% 6% | 30% | 23% | 27% | 15% 5%
Operator 56 0 % 13 32% 2% | 54% | 13% | 14% | 18% 0%
Purchasing 60 16 PERLG 52% 48% 0% 0% | 25% | 27% 38%
Maintenance | 208 0 % 43% [22% 14% | 21% | 43% | 14% 7% 29%
A Customers 43 0 FEIAl7 [74% 12% 7% 7% | 42% | 33% 9%
B Customers 36 [V 36% 17% [47% 22% | 14% | 17% | 47% 0% 14%
C Customers | 108 [V 28% 44% [28% 6% | 22% | 44% | 14% | 14% 16%
Region 1| 241 KXW 41% 40% 119% 20% | 21% | 40% 8% | 10% 25%
Region 2| 272 0 % 28% [39% 6% | 27% | 28% | 30% 9% 0%
Region 3| 178 6 28% 162% 2% 9% | 28% | 39% | 22% 16%
Region 4 84 21 % 49% [24% 8% | 19% | 49% | 14% | 10% 13%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS

SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;22,/ Strongly Percent
Items p:rlzsi;lg ponse Agree Agree F’artly Disagree Disagree Ir:sg;t-
0% ZQ% 4Q% GQ% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
22. Prices for spare parts.
All respondents | 1197 | 121 EEE32% 159% 0% 9% | 32% | 31% | 28% 9%
Intend to stay XYZ customer | 649 90 pleg40% [50% 0% | 10% | 40% | 25% | 25% 10%
Do not intend to stay XYZ customer 96 0 [15% [85% 0% 0% | 15% | 33% | 52% 0%
Management| 282 15 |32% 168% 0% 0% | 32% | 46% | 22% 15%
Engineering | 486 90 FEIZ21% [60% 0% | 18% | 21% | 30% | 30% 2%
Operator 56 0 66% [21% 4% 9% | 66% | 11% | 11% 0%
Purchasing 60 16 |73% [27% 0% 0% | 73% 0% | 27% 21%
Maintenance | 208 0 |36% 164% 0% 0% | 36% | 36% | 28% 15%
A Customers 43 0 123% [77% 0% 0% | 23% | 44% | 33% 37%
B Customers 36 0 42% [58% 0% 0% | 42% | 53% 6% 6%
C Customers | 108 0 40% 160% 0% 0% | 40% | 31% | 30% 17%
Region 1| 226 48 NELA38% [48% 0% | 14% | 38% 4% | 43% 12%
Region 2| 272 0 EEM30% 163% 1% 7% | 30% | 39% | 23% 5%
Region 3| 178 6 El26% 165% 0% 9% | 26% | 49% | 16% 20%
Region 4 84 21 R40% I57% 0% 2% | 40% | 37% | 20% 4%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
C. XYZ SERVICES
Number |\ ges- Percent Respondin Strongly :;r:;// Strongly Percent
ltems Res.» ponse p g Agree Agree Partly Disagree Disagree Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with XYZ's:
23. On-time delivery of spare parts.
All respondents | 1212 106 % 30% 139% 5% | 26% | 30% | 27% | 12% 9%
Intend to stay XYZ customer | 664 VBl 43% 32% [25% 7% | 36% | 32% | 23% 2% 8%
Do not intend to stay XYZ customer 96 0 [29% [71% 0% 0% | 29% | 32% | 39% 0%
Management| 282 15 Yl 30% [53% 0% | 17% | 30% | 42% | 11% 10%
Engineering| 501 75 % 35% 132% 3% | 30% | 35% | 18% | 15% 5%
Operator 56 0 % 20% 23% 4% | 54% | 20% 9% | 14% 0%
Purchasing 60 16 PERLG 25% 127% 48% 0% | 25% | 27% 0% 0%
Maintenance | 208 0 K% 14% [50% 7% | 28% | 14% | 36% | 15% 22%
A Customers 43 0 FEIAl7 [74% 5% | 14% 7% 5% | 70% 2%
B Customers 36 0 % 19% [50% 6% | 25% | 19% | 50% 0% 8%
C Customers | 108 0 EELZ 6 56% 2% | 37% 6% | 29% | 27% 2%
Region 1| 241 KXW 41% 34% 125% 2% | 40% | 34% | 23% 2% 23%
Region 2| 272 [V 28% 36% 136% 1% | 27% | 36% | 28% 8% 5%
Region 3| 178 Sl 26% 13%161% 2% | 24% | 13% | 39% | 22% 3%
Region 4 84 VA 24% 35% 142% 7% | 17% | 35% | 31% | 11% 5%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
Items poRnZSi;lg ponse Agree Agree Partly Disagree Disagree IZEE:_
0% ZQ% 4Q% GQ% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
24. Post-sales support.
All respondents | 1242 76 12% | 31% | 34% | 15% 8% 2%
Intend to stay XYZ customer | 708 31 17% | 48% | 24% 9% 2% 2%
Do not intend to stay XYZ customer 96 0 0% | 15% | 31% | 15% | 40% 0%
Management | 297 0 10% | 15% | 29% | 30% | 16% 10%
Engineering| 530 46 14% | 42% | 28% | 14% 3% 0%
Operator 56 0 2% 4% | 70% 7% | 18% 0%
Purchasing 60 16 25% [27% 25% | 23% | 25% | 27% 0% 0%
Maintenance | 194 14 15% | 30% | 54% 0% 0% 0%
A Customers 43 0 133% 2% [ 19% | 47% 0% | 33% 0%
B Customers 36 0 14% | 25% | 61% 0% 0% 0%
C Customers | 108 0 [27% 19% | 34% | 20% | 27% 0% 0%
Region 1| 256 18 15% | 55% | 22% 7% 1% 0%
Region 2| 272 0 6% | 27% | 41% | 23% 4% 0%
Region 3| 180 4 6% | 16% | 40% | 20% | 19% 8%
Region 4 86 19 12% | 37% | 41% 7% 3% 2%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

ltem Detall
C. XYZ SERVICES
Number No R P t R d st I :anly/ st I Percent
items el e ercent Responding rorh | agree | Al | osaree | 51009 || o
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with XYZ's:
25. Time to repair.
All respondents | 1256 62 PALZ 33% [39% 5% | 23% | 33% | 25% | 15% 15%
Intend to stay XYZ customer | 693 46 EIELH 33% [28% 9% | 30% | 33% | 19% 9% 18%
Do not intend to stay XYZ customer 96 0 [51% 149% 0% 0% | 51% | 16% | 33% 9%
Management| 297 0 2 4 9% 130% 5% | 15% | 49% | 15% | 15% 5%
Engineering| 530 46 % 25% [44% 9% | 22% | 25% | 33% | 11% 11%
Operator 56 0 El32% [59% 2% 7% | 32% | 54% 5% 100%
Purchasing 60 16 % 23% 152% 0% | 25% | 23% | 25% | 27% 0%
Maintenance | 208 0 % 36% [29% 0% | 35% | 36% | 15% | 14% 14%
A Customers 43 0 |26% [74% 0% 0% | 26% | 42% | 33% 0%
B Customers 36 0 [89% 11 0% 0% | 89% | 11% 0% 0%
C Customers| 108 [Vl 28% 44% 128% 0% | 28% | 44% | 14% | 14% 0%
Region 1| 257 17 BOZ 15% [35% 7% | 43% | 15% | 25% | 11% 19%
Region 2| 272 (Ol 18% KIsEZ) [44% 6% | 12% | 38% | 43% 1% 21%
Region 3| 180 4 pRLZIM38% [44% 2% | 17% | 38% | 30% | 14% 4%
Region 4 88 17 EEIZE57% 125% 3% | 15% | 57% | 11% | 14% 8%

Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number No R P t R d st I :anly/ st I Percent
ltems Res- | Nl ee ercent Responding ngroe | A0ree | ooy | Disagree | St || tmeort
ponding . ance
Disagree
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with XYZ's:
26. Troubleshooting.
All respondents | 1256 62 33% [38% 5% | 25% | 33% | 23% | 15% 7%
Intend to stay XYZ customer | 708 31 43% [21% 9% | 27% | 43% | 19% 2% 4%
Do not intend to stay XYZ customer 96 0 16% [54% 0% | 30% | 16% | 15% | 40% 0%
Management| 297 0 130% 5% | 10% | 55% | 15% | 15% 0%
Engineering| 530 46 147% 6% | 22% | 25% | 30% | 17% 10%
Operator 56 0 2% 5% | 71% 7% | 14% 0%
Purchasing 60 16 0% | 48% 0% | 52% 0% 0%
Maintenance | 208 0 0% | 57% | 36% 8% 0% 14%
A Customers 43 0 14% [40% 0% | 47% | 14% | 37% 2% 0%
B Customers 36 0 2% [50% 0% | 28% | 22% 6% | 44% 39%
C Customers | 108 0 132% 0% | 34% | 33% | 16% | 17% 0%
Region 1| 256 18 22%  132% 13% | 33% | 22% | 25% 8% 6%
Region 2| 272 0 146% 0% 6% | 47% | 38% 8% 10%
Region 3| 179 5 142% 2% | 26% | 31% | 28% | 13% 2%
Region 4| 101 4 116% 3% | 33% | 49% 7% 9% 5%
Il = Favorable [ ]=Mixed [ = Unfavorable
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C. XYZ SERVICES

DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

ltem Detail

Partly
Number . Percent
No Res- Percent ReS Ond|n Strongly Agree/ . Strongly
|temS poRnZSi;lg ponse p g Agree Agree F’artly Disagree Disagree Ir;sg;t-
0% ZQ% 4Q% GQ% BQ% 100% R
T T T T
| am satisfied with XYZ's:
27. Preventive maintenance.
All respondents | 1168 [25% 5% | 27% | 43% 8% | 17% 3%
Intend to stay XYZ customer | 634 [19% 7% | 33% | 41% 9% 9% 2%
Do not intend to stay XYZ customer 82 0% | 37% | 17% 6% | 40% 15%
Management| 268 [17% 0% | 18% | 66% | 11% 6% 5%
Engineering | 486 [33% 3% | 28% | 36% 6% | 27% 3%
Operator 56 [18% 0% 0% | 82% | 11% 7% 0%
Purchasing 60 16 27% [25% 25% | 23% | 27% | 25% 0% 0%
Maintenance | 193 15 8% | 54% | 31% 0% 7% 0%
A Customers 43 0 19% [33% 0% | 49% | 19% 0% | 33% 5%
B Customers 36 0 [39% 0% | 25% | 36% 0% | 39% 8%
C Customers| 108 0 [27% 0% | 32% | 41% 0% | 27% 0%
Region 1| 239 35 20% | 47% | 24% 0% 9% 0%
Region 2| 272 0 0% 5% | 54% | 18% | 22% 6%
Region 3| 176 8 1% | 36% | 41% 1% | 20% 1%
Region 4 79 26 1% | 18% | 66% 5% | 10% 1%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

ltem Detall
C. XYZ SERVICES
Number No R P t R d st I :anly/ st I Percent
items res- | "0 1 ercent Responding o | soree | e o | SEo00 | o
ponding . ance
0% ZQ% 4Q% GQ% BQ% 100% R
T T T T
| am satisfied with XYZ's:
28. Remedial maintenance.
All respondents | 1152 166 % 48% [21% 3% | 28% | 48% | 13% 8% 0%
Intend to stay XYZ customer | 604 135 EELA 46% |10 5% | 39% | 46% 5% 5% 0%
Do not intend to stay XYZ customer 96 0 |46% 154% 0% 0% | 46% | 35% | 19% 0%
Management| 267 30 55% [33% 0% | 12% | 55% | 27% 6% 0%
Engineering | 471 105 RERZ 44% [22% 3% | 31% | 44% | 13% 9% 0%
Operator 56 0 (82% [18% 0% 0% | 82% | 11% 7% 0%
Purchasing 60 16 27% [25% 0% | 48% | 27% 0% | 25% 0%
Maintenance | 193 15 0% | 54% | 38% 8% 0% 0%
A Customers 43 0 21% [33% 0% | 47% | 21% 0% | 33% 0%
B Customers 36 0 [39% 0% | 22% | 39% 0% | 39% 0%
C Customers| 108 0 26% [27% 0% | 47% | 26% | 27% 0% 0%
Region 1| 236 38 13% | 42% | 25% | 14% 7% 0%
Region 2| 272 0 0% | 16% | 54% | 13% | 18% 0%
Region 3| 175 9 0% | 27% | 44% | 19% | 10% 0%
Region 4 78 27 0% | 21% | 71% 8% 1% 0%

Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS

SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
Items poRnZSi;lg ponse Agree Agree F’anly Disagree Disagree IZEE:_
0% ZQ% 4Q% GQ% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
29. On-site repairs.
All respondents | 1271 26% [25% 10% | 38% | 26% | 20% 5% 3%
Intend to stay XYZ customer | 723 18% | 43% | 28% 8% 2% 2%
Do not intend to stay XYZ customer 96 16% [54% 0% | 30% | 16% | 35% | 19% 30%
Management| 297 [29% 5% | 30% | 36% | 24% 5% 5%
Engineering | 545 16% | 43% | 19% | 16% 5% 3%
Operator 56 0 (82% [18% 0% 0% | 82% | 11% 7% 0%
Purchasing 60 16 27% [25% 25% | 23% | 27% | 25% 0% 0%
Maintenance | 208 0 0% | 57% | 21% | 22% 0% %
A Customers 43 0 16% [70% 0% | 14% | 16% | 37% | 33% 0%
B Customers 36 0 28% [39% 6% | 28% | 28% | 39% 0% 0%
C Customers | 108 0 36% [27% 3% | 34% | 36% | 27% 0% 0%
Region 1| 257 17 19% | 51% | 15% 7% 7% 0%
Region 2| 272 (VB 37% [25% 10% | 27% | 38% | 24% 1% 0%
Region 3| 181 Kl 30% 138% 3% | 27% | 32% | 28% | 10% 1%
Region 4| 102 Kl 45% 29% [25% 5% | 40% | 29% | 24% 2% 18%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS

SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detalil
C. XYZ SERVICES
Number |\ ges- Percent Respondin Strongl :arr:;// Strongl Percent
ltems Res.» ponse p g Agregey Agree Pgartly Disagree Disag?e); Import-
ponding . ance
Disagree
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with XYZ's:
30. Turn-around time for repairs.
All respondents | 1197 121 PR 38% [34% 12% [ 16% | 38% | 22% | 12% 6%
Intend to stay XYZ customer | 649 90 EXIZ 33% [23% 23% | 20% | 33% | 14% | 10% 8%
Do not intend to stay XYZ customer 96 0 |45% [55% 0% 0% | 45% | 36% | 19% 0%
Management| 283 14 Q147% 148% 5% 0% | 47% | 27% | 21% 0%
Engineering| 530 46 RIEZ 38% 125% 17% | 19% | 38% | 22% 3% 5%
Operator 26 30 [62% 138% 0% 0% | 62% | 23% | 15% 0%
Purchasing 60 16 25% 127% 48% 0% | 25% 0% | 27% 0%
Maintenance | 208 0 137% 0% | 35% | 28% | 22% | 15% 15%
A Customers 43 0 [79% 5% 7% 9% 9% | 70% 37%
B Customers 36 0 22% [58% 11% 8% | 22% | 58% 0% 0%
C Customers | 108 0 18% [44% 19% [ 19% | 18% | 17% | 28% 0%
Region 1| 242 32 16% [36% 21% | 26% | 16% | 28% 9% 17%
Region 2| 228 44 11 6% 6% | 77% 9% 2% 0%
Region 3| 181 3 51% 4% | 13% | 32% | 22% | 29% 9%
Region 4 87 18 23% 139% 10% | 28% | 23% | 32% 7% 2%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Respondin Strong| :arr:;// Strong| Percent
|temS Res.» ponse p g Agregey Agree Pganly Disagree Disag?e); Import-
ponding . ance
Disagree
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with XYZ's:
31. Response time for service calls.
All respondents | 1242 18% | 29% | 32% | 13% 7% 11%
Intend to stay XYZ customer | 708 31% | 27% | 26% | 11% 4% 16%
Do not intend to stay XYZ customer 96 0% | 30% | 46% 5% | 19% 15%
Management | 297 5% [ 25% | 25% | 34% | 10% 15%
Engineering | 545 27% | 32% | 24% 6% | 10% 10%
Operator 56 0 (82% [18% 0% 0% | 82% | 11% 7% 0%
Purchasing 60 16 52% 48% 0% | 52% 0% 0% 0%
Maintenance | 194 14 [} 8% [ 31% | 54% 8% 0% 21%
A Customers 43 0 133% 5% | 14% | 49% 0% | 33% 2%
B Customers 36 0 8% [39% 11% | 22% | 28% 0% | 39% 8%
C Customers | 108 0 23% 141% 19% | 18% | 23% | 14% | 27% 16%
Region 1| 241 33 27% | 41% | 16% | 15% 1% 12%
Region 2| 272 [Vl 37% 11% | 26% | 43% 2% | 17% 6%
Region 3| 180 Y3 31% 6% [ 26% | 39% | 19% | 11% 7%
Region 4| 101 Yl 43% 27% | 16% | 47% 9% 2% 10%
Il = Favorable [ ]=Mixed [ = Unfavorable
Powered by Compendium Corporation Page: 32




DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

ltem Detall
C. XYZ SERVICES
Partly
Number . Percent
Items Re§» N;)s:es_ Percent Respondlng Sgg?ei:y Agree ﬁ?js Disagree ;ggg?g; Import-
ponding . ance
0% 20% 40% 60% 80%  100% R
f f f f
| am satisfied with XYZ's:
32. Software support.
All respondents | 1228 90 % 35% [33% 4% | 28% | 35% | 10% | 23% 2%
Intend to stay XYZ customer | 694 45 ERYH 35% [19% 6% | 39% | 35% 4% | 15% 2%
Do not intend to stay XYZ customer 82 14 |100% 0% 0% 0% | 40% | 60% 15%
Management| 283 14 pKSZM37% [47% 5% | 11% | 37% | 11% | 37% 5%
Engineering| 531 45 % 36% 133% 3% | 28% | 36% | 11% | 22% 3%
Operator 56 [Vl 54% 29% [18% 0% | 54% | 29% | 11% 7% 0%
Purchasing 60 16 % 52% 125% 0% | 23% | 52% | 25% 0% 0%
Maintenance | 208 [Vl 44% 35% [22% 0% | 44% | 35% 7% | 14% 0%
A Customers 43 0 % 12 [87% 0% | 51% | 12% | 37% 0% 5%
B Customers 36 0 K2 17% [47% 0% | 36% | 17% 8% | 39% 8%
C Customers| 108 (Ol 38% 35% [27% 0% | 38% | 35% | 14% | 13% 0%
Region 1| 242 Yl 4 7% 31% [22% 7% | 40% | 31% 1% | 21% 1%
Region 2| 272 (Ol 38% 32% 130% 0% | 38% | 32% | 13% | 17% 0%
Region 3| 179 5 % 26% 149% 1% | 25% | 26% | 18% | 31% 1%
Region 4 98 Yl 30% 39% 132% 17% | 12% | 39% | 18% | 13% 3%

Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
Items poRnZSi;lg ponse Agree Agree Partly Disagree Disagree IZEE:_
0% ZQ% 4Q% GQ% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
33. Training of our staff on the use of the equipment.
All respondents | 1242 76 EREA 25%  [20% 10% | 45% | 25% | 14% 6% 5%
Intend to stay XYZ customer | 708 31 IE8 [14% [183%| 12% | 61% | 14% 9% 4% 6%
Do not intend to stay XYZ customer 82 iV 54% 46% 18% | 35% 0% | 24% | 22% 0%

Management | 283 U 42% 16% [43% 5% [ 36% | 16% | 27% | 16% 10%
Engineering | 545 KN 57% 32%0  [13 8% [ 49% | 32% 8% 3% 3%
Operator 56 [Vl 54% 29% [18% 0% | 54% | 29% | 11% 7% 0%
Purchasing 60 16 6V 25% 23% | 52% 0% | 25% 0% 0%
Maintenance | 193 15 [0 23%  [16% 8% [ 54% | 23% 8% 8% 7%
A Customers 43 [Vl 56% 7 B7% 9% | 47% 7% 5% | 33% 0%
B Customers 36 [Vl 33% 58% BT 14% | 19% | 58% 8% 0% 0%
C Customers | 108 [V 50% 7 143% 7% | 43% 7% [ 29% | 14% 0%
Region 1| 257 i 60% [20%  [20% 13% | 47% | 20% | 13% 7% 0%
Region 2| 272 [Vl 53% 27% [20% 5% | 48% | 27% | 18% 1% 6%
Region 3| 178 M 51% 29% [21% 2% [ 48% | 29% | 11% | 10% 10%
Region 4 98 Il 34% 42% [24% 7% | 27% | 42% 7% | 17% 4%

Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number No R P t R d st I :anly/ st I Percent
items res- | o ercent Responding o | naree | A | oiaree | ST || mport
ponding . ance
Disagree
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with XYZ's:
34. Training facilities.
All respondents | 1137 181 39% [22% 7% | 33% | 39% | 14% 8% 1%
Intend to stay XYZ customer | 649 90 [16% 9% | 41% | 33% | 12% 5% 2%
Do not intend to stay XYZ customer 67 29 0% | 66% 0% 7% | 27% 0%
Management| 252 45 6% | 12% | 58% 6% | 19% 5%
Engineering | 486 90 [15% 6% | 30% | 48% | 12% 3% 0%
Operator 56 0 118% 0% | 54% | 29% | 11% 7% 0%
Purchasing 60 16 23% | 52% 0% | 25% 0% 0%
Maintenance | 178 30 8% | 50% | 16% | 25% 0% 0%
A Customers 41 2 5% | 49% 5% 2% | 39% 5%
B Customers 35 1 6% | 20% | 60% 6% 9% 8%
C Customers 90 18 122% 19% | 18% | 41% | 20% 2% 2%
Region 1| 237 37 29% 127% 2% | 42% | 29% | 20% 7% 5%
Region 2| 272 0 [20% 0% | 11% | 69% | 18% 1% 0%
Region 3| 169 15 40% 11 4% | 44% | 40% 1% | 11% 0%
Region 4 87 18 29% 143% 8% | 21% | 29% | 38% 5% 1%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Respondin Strong| :arr:;// Strong| Percent
ltems Res.» ponse p g Agregey Agree Pganly Disagree Disag?e); Import-
ponding Disagree ance
0% ZQ% 4Q% GQ% BQ% 100%
T T T T
| am satisfied with XYZ's:
35. Delivery lead-times for new equipment.
All respondents | 1107 | 211 [35% 5% | 28% | 31% | 26% | 10% 4%
Intend to stay XYZ customer | 634 105 [30% 9% | 33% | 27% | 23% 7% 6%
Do not intend to stay XYZ customer 81 15 [28% 0% | 17% | 54% | 23% 5% 0%
Management| 297 0 5% | 16% | 30% | 33% | 15% 14%
Engineering | 486 90 6% | 27% | 30% | 28% 9% 3%
Operator 56 0 0% | 54% | 29% | 11% 7% 0%
Purchasing 60 16 0% | 25% | 75% 0% 0% 0%
Maintenance | 149 59 0% | 59% | 20% | 21% 0% 0%
A Customers 41 2 12 [39% 0% | 49% | 12% | 39% 0% 0%
B Customers 35 1 26% [40% 0% | 34% | 26% 0% | 40% 0%
C Customers 90 18 0% | 26% | 59% 0% | 16% 0%
Region 1| 206 68 15% | 46% | 14% | 17% 9% 0%
Region 2| 258 14 29% [48% 0% | 23% | 29% | 36% | 12% 11%
Region 3| 173 11 19% [40% 1% | 40% | 19% | 37% 3% 8%
Region 4 88 17 [16% | 19% | 13% | 52% | 11% 5% 1%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
|temS poRnZSi;lg ponse Agree Agree F’artly Disagree Disagree Ir;sg;t-
0% ZQ% 4Q% 6Q% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
36. On-time delivery of new equipment.
All respondents | 1123 [ 195 11% | 33% | 33% | 17% 6% 3%
Intend to stay XYZ customer | 650 89 16% | 41% | 27% | 14% 2% 6%
Do not intend to stay XYZ customer 81 15 147% 0% | 19% | 35% | 25% | 22% 0%
Management| 297 0 24% 145% 10% | 21% | 24% | 39% 5% 5%
Engineering | 486 90 33% A5% | 15% | 37% | 33% 6% 9% 3%
Operator 56 0 29% 118% 0% | 54% | 29% | 11% 7% 0%
Purchasing 60 16 0% | 25% | 75% 0% 0% 0%
Maintenance | 149 59 0% | 49% | 41% | 10% 0% 0%
A Customers 41 2 0% | 10% | 56% 0% | 34% 0%
B Customers 35 1 0% | 23% | 37% 0% | 40% 0%
C Customers 90 18 0% | 24% | 42% | 33% 0% 0%
Region 1| 222 52 21% | 51% | 18% 9% 0% 6%
Region 2| 258 14 6% | 23% | 45% | 13% | 13% 6%
Region 3| 173 11 131% 10% | 27% | 33% | 21% | 10% 0%
Region 4 88 17 50% @1 20% | 18% | 50% | 10% 1% 1%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Partly
Number . Percent
ltems Res Nsossees Percent Responding s:;neg;y Agree /;%rss/ Disagree ;gzg?;i oot
ponne 0% 20% 40% 60% 80% 100% Disagree e
f f f f
| am satisfied with XYZ's:
37. Warranties.
All respondents | 1181 | 137 6% | 48% | 35% 3% 8% 2%
Intend to stay XYZ customer | 694 45 11% | 62% | 25% 0% 2% 0%
Do not intend to stay XYZ customer 81 15 0% | 19% | 17% | 23% | 41% 0%
Management | 266 31 0% | 39% | 44% 5% | 12% 0%
Engineering| 516 60 11% | 49% | 32% 0% 8% 5%
Operator 56 0 0% | 54% | 29% | 11% 7% 0%
Purchasing 60 16 0% | 25% | 48% 0% | 27% 0%
Maintenance | 178 30 0% | 75% | 25% 0% 0% 0%
A Customers 43 0 0% | 51% | 12% 5% | 33% 0%
B Customers 36 0 19% [47% 0% | 33% | 19% 8% | 39% 39%
C Customers| 108 0 14% | 52% | 20% 0% | 14% 0%
Region 1| 224 50 14% | 54% | 30% 0% 1% 0%
Region 2| 272 0 5% | 48% | 38% 2% 7% 5%
Region 3| 174 10 1% | 54% | 32% 1% | 13% 8%
Region 4 95 10 3% | 40% | 51% 1% 5% 0%

Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
C. XYZ SERVICES
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
|temS poRnZSi;lg ponse Agree Agree F’anly Disagree Disagree IZEE:_
0% ZQ% 4Q% 6Q% BQ% 100% Disagree
T T T T
| am satisfied with XYZ's:
38. Services, overall.
All respondents | 1271 a7 6% | 35% | 35% | 21% 3% 9%
Intend to stay XYZ customer | 723 16 8% | 49% | 36% 6% 0% 10%
Do not intend to stay XYZ customer 96 0 16% [70% 0% | 15% | 16% | 51% | 19% 0%
Management| 297 0 [30% 5% | 30% | 35% | 25% 5% 15%
Engineering | 545 31 27% 127% 3% | 43% | 27% | 25% 3% 2%
Operator 56 0 (82% [18% 0% 0% | 82% | 11% 7% 0%
Purchasing 60 16 25% [27% 25% | 23% | 25% | 27% 0% 20%
Maintenance | 208 0 50% 7% | 42% | 50% 0% 0% 14%
A Customers 43 0 133% 0% | 21% | 47% 0% | 33% 0%
B Customers 36 0 22%  [39% 0% | 39% | 22% | 39% 0% 0%
C Customers | 108 0 [27% 0% | 39% | 34% | 27% 0% 27%
Region 1| 257 17 19% | 44% | 28% 9% 0% 12%
Region 2| 272 [Vl 37% 0% | 37% | 44% | 18% 1% 5%
Region 3| 181 3 AL 1% | 19% | 48% | 23% 9% 4%
Region 4| 102 KN 39% 3% | 36% | 47% | 13% 1% 7%
Il = Favorable [ ]=Mixed [ = Unfavorable
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DISCOVERY SURVEYS
SAMPLE CUSTOMER SATISFACTION SURVEY
COMPREHENSIVE DATA REPORT

Item Detail
D. XYZ PERSONNEL
Number 1\, res- Percent Responding Strongly :;r:;// Strongly Percent
|temS poRnZSi;lg ponse Agree Agree F’anly Disagree Disagree IZEE:_
0% 20% 40% 60% 80%  100% Disagree
T T T T
| am satisfied with XYZ personnel's:
39. Understanding of our needs.
All respondents | 1287 8% | 54% | 21% | 13% 4% 6%
Intend to stay XYZ customer | 739 14% | 64% | 12% | 10% 0% 8%
Do not intend to stay XYZ customer 96 0% | 16% | 45% | 20% | 20% 15%
Management| 297 5% | 29% | 40% | 20% 5% 5%
Engineering | 545 11% | 54% | 19% | 11% 6% 8%
Operator 56 0% | 54% | 29% | 11% 7% 0%
Purchasing 76 20% | 59% 0% | 21% 0% 21%
Maintenance | 208 0% | 93% 7% 0% 0% 0%
A Customers 42 5% | 52% | 38% 5% 0% 5%
B Customers 34 9% | 32% 9% | 50% 0% 8%
C Customers | 105 6% | 36% | 42% | 16% 0% 0%
Region 1| 257 13% | 60% | 14% | 12% 1% 6%
Region 2| 272 5% | 59% | 22% | 13% 1% 5%
Region 3| 183 2% | 40% | 43% | 11% 3% 2%
Region 4| 103 19% | 49% | 21% 6% 5% 4%
Il = Favorable [ ]=Mixed [ = Unfavorable
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