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	Service Manager Satisfaction Survey 

	Description
	The service provided by the Contractor will be qualitatively assessed by the Service Manager on a monthly basis, against a range of criteria considering health and safety, ease of working, working together, understanding our customer ethos, quality of services etc (see example scorecard).  The criteria will be developed by the Service Manager and the relevant accountable manager for each of the service measures and relate to the key areas of their specific service.

This measure is designed to give the Service Manager the opportunity to highlight both areas of good service as well as putting a focus on those areas where improvement is needed.  Where a score of less than 8 is provided for any question the Service Manager must provide a reason and ‘evidence’ for the below standard rating.  The purpose of the survey is to ensure open and honest discussion to help understand and improve service delivery.  It is expected that the Service Manager and accountable Contractor manager will review results and agree an action plan following each survey.


	Purpose/aim
	Why is it measured? To ensure that the Service Manager has an opportunity to provide their views of the service over time
How does the measure improve outcomes? By understanding specific areas for improvement and where the greatest opportunity for development and innovation exists.

	Definition
	Each of the above criteria will be assessed via a whole number score between 0 (Extremely Dissatisfied) and 10 (Extremely Satisfied) and guidance is provided on the accompanying example scorecard.  

If the Service Manager is unable to score a question then this will not be included in the overall average.  A monthly average score will be reported.

	[bookmark: OLE_LINK3][bookmark: OLE_LINK4]How all staff can contribute
	It is important that all staff work closely to ensure high quality services are delivered to Kent residents.  Both parties play their part in this successful delivery, whether it be from the quality of the brief/job to the delivery of the services.  

	Formula
	N = Total scores provided/ the number of categories scored

	Measurement Period
	Monthly

	Unintended Consequences
	Measures are designed for managers to understand and improve the work they do.  Surveys must be based upon informed judgement and objectivity otherwise survey outputs will not drive improvements in the right areas.

	Information systems
	Service Manager

	Data Quality
	Data is compiled by the Service Manager and shared with the contractor

	Accountability
	

	Rational for Service Standard
	A service standard of 8 has been developed for this measure based on historic data and to give guidance of what an ‘acceptable’ standard is.  It was found that without this ‘guidance’ senior managers were creating their own and varied score for acceptable and this was not helping to identify problem areas or drive improvement.

	Change Control
	Version 1 – Tender Document

	Accountabilities
	· The Service Manager is accountable for collating and reporting results
· Service Manager is accountable for data quality checks/audit






Notes: This form must be returned to David Thomas, Business Manager, Invicta House, Maidstone.  In order to meet KCC Data Quality requirements measures that do not have a registered and approved KCC Measure Definition Sheet will not be accepted as suitable for reporting in the monitoring of the strategic objectives of KCC. Ideally this MDS should be no more than 2 sides of A4.
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	Service Manager Satisfaction Survey
	Your Current Level of Satisfaction

	
	Extremely Dissatisfied
	Dissatisfied
	Mostly Dissatisfied
	Partly Dissatisfied
	Neutral to Negative
	Neutral to Positive
	Partly Satisfied
	Mostly Satisfied
	Satisfied
	Extremely Satisfied

	Please only score those that are relevant this month.  If a Question is not relevant then leave blank
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10

	 QUESTIONS (please answer all that are relevant to you)
	
	
	
	
	
	
	
	
	
	

	1
	Contractor’s approach to health, safety and environment 
	
	
	
	
	
	
	
	
	
	

	2
	The ease of working with the Contractor  (people, processes & systems)
	
	
	
	
	
	
	
	
	
	

	3
	The quality of the Contractor’s product on the ground
	
	
	
	
	
	
	
	
	
	

	4
	Contractor is delivering value for money
	
	
	
	
	
	
	
	
	
	

	5
	Contractor is delivering on time every time
	
	
	
	
	
	
	
	
	
	

	6
	The capabilities and attitudes of Contractor technical and managerial staff
	
	
	
	
	
	
	
	
	
	

	7
	The way the Contractor collaborates with you to deliver the best service
	
	
	
	
	
	
	
	
	
	

	8
	Contractor‘s ability to respond to changing priorities
	
	
	
	
	
	
	
	
	
	

	9
	Contractor helping to deliver a good customer service
	
	
	
	
	
	
	
	
	
	

	10
	Contractor understands and aligns to your needs/ outcomes
	
	
	
	
	
	
	
	
	
	

	11
	Contractor’s ability to deliver innovation
	
	
	
	
	
	
	
	
	
	

	12
	Contractor’s commercial and contractual awareness supports service delivery
	
	
	
	
	
	
	
	
	
	

	13
	Contractor helps to generate additional income/savings or efficiencies
	
	
	
	
	
	
	
	
	
	

	Service Name: 
	Client Name:
	
	Date:
	

	Overall Average Score from the Assessment
	


			

Please write comments below for any question you have scored less than 8 – Mostly Satisfied (and indicate Q number)









	Scoring Guidance:  Your Current Level of Satisfaction

	Extremely Satisfied and Satisfied (Score 10 or 9)
Performed consistently well in this area since the last assessment. No problems have occurred worthy of mention.

	

	Mostly Satisfied (Score 8)
‘Doing the day job’ well enough and problems are few and far between, 

	

	Partly Satisfied (Score 7)
Sometimes rather slow to respond when a problem does occur and does not keep in touch well enough.

	

	Neutral to Positive and Negative (Score 6 or 5)
Although performance has been just about satisfactory since the last assessment, there have been occasions when the standard has slipped. 

	

	Partly Dissatisfied and Mostly Dissatisfied (Score 4 or 3)
Failed in this area more than once since the last assessment

	

	Dissatisfied and Totally Dissatisfied (Score 2 or 1)
Consistently failing on this project since the last assessment.

	




