Post Graduate Diploma of Business – Survey of Staff

This survey is intended to measure your perceptions about the current performance, and its relative importance or your expectation about an excellent organisation and its operations.

Please indicate the extent to which you disagree or agree with each statement.

Please answer column A first

	                                                                    A:  Expectation of performance    B: Perception of performance



	
	I strongly Disagree
	I strongly Agree


	
	I strongly Disagree
	I strongly Agree



	1. The managers in our company routinely communicate with customers
	1   2     3    4
	5     6    7
	
	1   2     3     4
	  5     6    7

	2. I routinely communicate with management


	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	3. Managers always seek suggestions about customer service  from me
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	4. The managers frequently communicate face to face with me
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	5. There are sufficient, effective communication channels between me and senior management
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	6. The organisation provides me with the information, communication tools and equipment needed to perform the job well
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	7. Performance appraisals  include how well I communicate with customers
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	8. I receive a sufficient amount of information from management about my role
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	9. I understand the services offered by our organisation
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	10. I have been well trained in how to communicate effectively with customers
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	11. I am consulted about the realism of promises made in advertising material
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	12. Operations staff communicate with me to discuss the level of service the organisation can deliver to customers
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	13. There is a clearly defined, effective process for collecting feedback and performance data relating to communication issues
	1   2     3    4
	5     6    7
	
	1   2     3     4
	5     6   7

	Please turn over..


	
	
	
	
	


	                                                                    A:  Expectation of performance    B: Perception of performance



	
	I strongly Disagree
	I strongly Agree


	
	I strongly Disagree
	I strongly Agree



	14. Decisions made about communications include input from staff, customers and key business partners, and are aligned to the strategic planning process
	1   2     3    4
	5     6    7
	
	1   2     3    4
	5     6    7

	15. I am briefed on the results of key customer surveys, and provide input into improvement action plans formulated
	1   2     3    4
	5     6    7
	
	1   2     3    4
	5     6    7

	16. There is a communication process in place, which is understood, deployed and monitored throughout the organisation
	1   2     3    4
	5     6    7
	
	1   2     3    4
	5     6    7


For each of the following features, circle the number which best describes the extent to which performance standards around communication are formalised, and the degree to which you are able to meet the performance standards established. If there are no standards relating to the question, place a  ( in the ‘no standard exists’ box.

	
	Informal Standards
	Formal Stds
	No standard exists
	Unable to meet Standards consistently
	    Able to meet

    Standards

     consistently 

	1. The appearance of the organisations physical facilities, equipment, personal and communication materials
	1    2    3   4

 
	5     6    7
	
	1      2       3   
	4     5    6    7

	2. The ability of the organisation to perform the promised service dependably and accurately
	1    2    3    4

 
	5    6    7
	
	1      2       3   
	4     5    6    7

	3. The willingness of the organisation to help customers and provide prompt service
	1    2    3    4

 
	5    6    7
	
	1      2       3   
	4     5    6    7

	4. The knowledge and courtesy of the organisations employees and their ability to convey trust and confidence
	1    2    3    4

 
	5   6    7
	
	1      2       3   
	4     5    6    7

	5. The caring individualised attention the organisation provides its customers
	1    2    3    4

 
	5   6    7
	
	1      2       3   
	4     5    6    7
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