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Good morning/afternoon/evening, Mr./Mrs. ______ my name is ______ and I am calling on behalf of QuickBooks service and technical support.
Q1. Our records indicate that you recently called QuickBooks service & technical support.  Is that correct?

1. Yes

2. No

IF Q1 = 2, THANK AND TERMINATE

The reason for my call today is to ask you a few questions about your recent experience.  Do you have a moment to participate in a survey which will enable the QuickBooks service & technical support group to provide all customers with a more satisfying experience?

1. Yes

2. No

IF Q1 = 2, THANK AND TERMINATE

Now I’d like to read you a few statements regarding QuickBooks service and technical support.  For each statement I read, please respond using a scale from ten to zero.  
Q3. Overall, how satisfied are you with your recent support experience?  For this question ten means “Completely Satisfied” and zero means you “Completely Dissatisfied”.

	0 - 
Completely Dissatisfied
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Satisfied
	Not sure 


Q4. Based on your support experience, how likely are you to recommend QuickBooks to friend, family member or colleague?  For this question ten means “Very Likely” and zero means “Very Unlikely”.
	0 - 
Very Unlikely
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Very Likely
	Not sure 


Now please rate the following questions in terms of how much you agree or disagree with the statement.  For these questions, ten means you completely agree and zero means you completely disagree.

Q5. The representative I spoke with completely resolved my issue.
	0 - 
Completely 
Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely 
Agree
	Not sure 


Q6. The representative I spoke with had sufficient knowledge.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q7. I was able to communicate effectively with the representative who handled my call.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q8. The representative I spoke with was professional.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q9. The time your representative spent resolving my issue was acceptable.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q10. The representative I spoke with provided correct answers to my questions.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q11. The representative I spoke with had sufficient knowledge of QuickBooks in order to resolve my issue.

	0 - 
Completely 

Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q12. I had difficulty understanding the representative I spoke with because of their accent.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q13. The representative I spoke with was polite.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q14. The time I waited before speaking with the representative was acceptable.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q15. The representative stayed with me on the call to verify the solution they provided resolved my issue.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q16. The representative I spoke with had sufficient knowledge of accounting principles in order to resolve my issue.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q17. The representative I spoke with used technical jargon I did not understand.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q18. The representative I spoke with was patient.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q19. The time I spent on hold while working with the representative was acceptable.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q20. The representative was able to guide me through the screens & steps needed to resolve my issue.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q21. The representative I spoke with had sufficient knowledge of the payroll process in order to resolve my issue.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q22. The representative I spoke with listened to me.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q23. The number of calls required to completely resolve my issue was acceptable.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q24. I could clearly understand the representative I spoke with.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q25. I don’t mind being transferred if the person I’m transferred to can completely resolve my issue.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q26. The representative I spoke with was able to understand what I was saying.
	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Q27. The representative I spoke with was able to quickly diagnose my issue and offer a solution.

	0 - 
Completely Disagree
	1 
	2 
	3 
	4 
	5 - 
Neutral 
	6 
	7 
	8 
	9 
	10 - 
Completely Agree
	Not sure 


Those are all the questions I have for you today.  Thank you for participating in my survey.  Your answers will be used to provide QuickBooks customers with better service and technical support in the future.  Goodbye.
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