ARB-ISO-14

	    [image: image1.jpg]AMANAHRAYA

Il ESTATE ADMINISTRATION Il TRUST MANAGEMENT Il PROPERTIES Il INVESTMENT Il BANKING




	


Please tick (() using the scale provided.

	Our People (Customer Service Representative)
	Strongly Disagree
	Disagree
	Neither Agree/
Disagree
	Agree
	Strongly Agree

	1. Are well trained and knowledgeable. (e.g. able to answer customers’ queries).
	(
	(
	(
	(
	(

	2. Are helpful and able to offer customers recommendations or solutions.
	(
	(
	(
	(
	(

	3. Treat you with respect and courtesy. 
	(
	(
	(
	(
	(

	4. Project a professional image. (e.g. grooming etc).
	(
	(
	(
	(
	(

	Service Quality (Our Process &Communication)
	Unacceptable
	Dissatisfied
	Acceptable
	Satisfied
	Outstanding

	1. Paid attention and responded to customers’ requests and enquiries promptly. 
	(
	(
	(
	(
	(

	2. Process applications promptly. (e.g. within the dateline given by customers).
	(
	(
	(
	(
	(

	3. Provide customers with clear and reliable information.
	(
	(
	(
	(
	(

	4. Communicate in a professional & friendly manner.
	(
	(
	(
	(
	(

	5. Easily accessible via telephone or email.
	(
	(
	(
	(
	(

	Service Environment (User-friendly Service)
	Unacceptable
	Dissatisfied
	Acceptable
	Satisfied
	Outstanding

	1. Our Customer Service Centre’s cleanliness and comfort (seats, tables, floor were clean and not covered with dust, environment was pleasant, seats were comfortable, reading materials were in order etc)
	(
	(
	(
	(
	(

	2. The payment methods provided 
	(
	(
	(
	(
	(

	Service Standards
	Unacceptable
	Dissatisfied
	Acceptable
	Satisfied
	Outstanding

	1. Our service delivery is always on time as specified in our ISO timeline.
	(
	(
	(
	(
	(

	2. When you arrived at the Customer Service Centre, did you wait within a reasonable period of time? (e.g. less than 15 minutes).
	(
	(
	(
	(
	(

	3. When you experienced difficulties in your file administration was our representative responding to you within the time frame promised?
	(
	(
	(
	(
	(

	4. When you make a request or complaints in writing, were you being responded within the reasonable time?  (e.g. within 7 working days from the date of complaint).
	(
	(
	(
	(
	(

	5. When you make a request or complaints through telephone, were you being responded within the reasonable time?  (e.g. within 48 hours from the date of call made).
	(
	(
	(
	(
	(


	Rate us in these areas
	( star

Acceptable service – Still a lot more improvement to be made.
	( ( star

Satisfactory service – Good effort most of the time, however can be better in future.
	( ( ( star

Excellent service – Prompt response whenever needed.

	Overall, being our customer, how would you rate our current level of service?
	(
	(
	(

	How would you rate our Customer Service Representative? Please name the staff _____________________________________
	(
	(
	(

	How would you rate our staff that handles your file? Please name the staff _________________________________________
	(
	(
	(


	How did you know about AmanahRaya?.
	
	The nature of contact with AmanahRaya?
	
	Your details:

	(
	Media
	
	(
	Estate Administration
	
	
	

	(
	Brochures/Flyers
	
	(
	Trust Administration
	
	Name :
	

	(
	Family & Friends
	
	(
	Wills
	
	
	

	(
	Exhibition/Promotion
	
	(
	Request for information
	
	File no. :
	

	(
	Internet
	
	(
	Research
	
	
	

	(
	Others: _____________________
	
	(
	Others: _____________________
	
	Contact no.:
	


	Is our branch location convenient to you?
	Any other comments/suggestions/feedback?

	(
	Yes
	(
	No
	

	
	
	
	
	

	Will you recommend us to others?
	

	(
	Yes
	(
	No
	

	
	
	
	
	


SERVICE FEEDBACK FORM


Are you satisfied with our service?
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