Department of General Services
Customer Survey

for

Strategically Sourced Copiers and Associated Services Contract

1S-05-36-20
Instructions:
■ Fill in the fields to give us your feedback.

■ FAX back to:  916-375-4522 or email to christina.nunez@dgs.ca.gov
■ For questions, call Christina Nunez at 916-375-4482.

	Department Information

	Department Name:
	Department Contact Name:
	Contact Phone & Email:

	Please indicate your primary role in your organization as it relates to the Strategically Sourced Contract:

	
	Procurement & Contracting Officers (PCO)

	
	Procurement Staff

	
	CIO

	
	Technical Staff

	
	Other

	Contract Information

	Contract Name:  Copiers and Associated Services Contract
	Contract Number:  1S-05-36-20

	Contractor:  Sharp Electronics Corporation

	Contract Term:  07/07/05 – 07/06/08.  This contract includes two optional one-year extensions.


Thank you for taking the time to complete this customer survey on the Strategically Sourced Copier and Associated Services Contract.  Customer feedback is critical in measuring the overall success of the State’s Strategic Sourcing effort.  Your participation in this survey is important as it will provide information that will ensure the future improvement of the strategically sourced contracts whereby making them easier to use, and that they continue to meet the business needs of the State.  This research effort will focus on service levels for maintenance/repair and contractor performance for the copier contract. 

Please provide us with your experiences in using the contract 1S-05-36-20. Indicate your agreement with the service statements provided using our rating scale from Strongly Agree to Strongly Disagree:

PART I
	Contractor Performance


	
	Strongly

Agree
	Agree
	Disagree
	Strongly Disagree
	Don’t Know

	1. The contractor contacts our department when items ordered are not available or on back order.


	
	
	
	
	

	2. The contractor provides us accurate invoices.


	
	
	
	
	

	3. The contractor responds in a timely and professional manner to our questions or requests.


	
	
	
	
	

	4. The contractor delivers our orders on time.


	
	
	
	
	

	5. The contractor delivers us the right items and quantities ordered. 


	
	
	
	
	

	6. The contractor handles our material returns promptly.


	
	
	
	
	

	7. The contractor gives us credits for returns promptly and accurately.


	
	
	
	
	

	8. The contractor confirms receipt of purchase order within 48 hours of order placement for all orders.
	
	
	
	
	

	Service Levels for Maintenance/repair

	
	
	
	
	

	9. The contractor responds to our service requests for maintenance and warranty work in a timely manner.


	
	
	
	
	

	10. The technicians who perform maintenance are helpful and knowledgeable.
	
	
	
	
	

	11. The Contractor responds in a courteous manner when “off” hours service is requested.
	
	
	
	
	


	

	
	Strongly

Agree
	Agree
	Disagree
	Strongly Disagree
	Don’t Know

	12. Contractor responds to unscheduled service calls within four or six working hours of notification. (Response time depends on your delivery location, as indicated in the user instructions.)
	
	
	
	
	

	13. My service provider consistently documents the service log with the cause of breakdown.
	
	
	
	
	

	14. Contractor provided loaner equipment in a timely manner when copier repair took longer than two business days. (Respond n/a if not applicable)
	
	
	
	
	

	15. Contractor responds to user inquiries within one business day of receipt of initial contact.
	
	
	
	
	

	16. Contractor’s customer service is helpful in resolving my concerns.
	
	
	
	
	

	17. The waiting time for having my questions addressed is satisfactory.
	
	
	
	
	

	18. Contractor provides replacement supplies by 3rd business day following receipt of purchase order.
	
	
	
	
	

	19. Contractor provides training when requested.
	
	
	
	
	

	20. The training provided is helpful.
	
	
	
	
	

	21. The online training website provides me with the information needed to solve my problems.
	
	
	
	
	

	22. Overall, I am satisfied with the level of service provided by my service provider.
	
	
	
	
	


PART II
Additional narrative questions.
(Please attach additional pages to fully answer all the questions, if needed).
23.
If you answered disagree or strongly disagree to any of the questions in Part 1, please describe what happened.
24. Did you purchase the service/maintenance service agreement with all of your copier purchases?  If not, please explain.

25.
Have you ever had to wait longer than 2 business day for your equipment to be fully operational?  If yes, please explain.
26.  If applicable, how many times did you have to contact contractor before problem(s) were corrected?

27. Have you ever had to elevate issues to the State contract manager for continuing problems?  

28. What qualities of the contractor/service provider did you find unsatisfactory?
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