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Best Practice for Client Satisfaction Surveys Introduction

1.  Introduction

As part of our ‘Value of Consulting’ project, the MCA has recently reviewed more than 1700 client satisfaction surveys currently being used by member firms. This document highlights our thoughts on best practice which we hope will be useful to members in designing or amending their surveys.

2. Key questions to ask – and how to ask them
We have identified seven key topics for inclusion in client satisfaction surveys which provide meaningful data for decision making purposes. 

	Key topic
	Example questions 

	Quality and satisfaction
	...how would you rate our overall project performance? 

	Recommendation for future engagements
	...would you recommend us for future project work?

	Value for money
	...Do our services represent good value-for-money?

	Industry expertise
	...what is your assessment of our consultants’ industry expertise and awareness?

	Understanding project issues
	...did we understand and address your individual project issues?

	Communication
	...were project issues communicated within your business satisfactorily?

	Scheduling and timing
	...were schedules and deadlines managed and adapted effectively?


The surveys designed by several member firms focus on open-ended questions. These questionnaires have three weaknesses:

· They become unmanageable as the firm grows and the number of projects it undertakes increases.

· The lack of an objective ranking system makes internal diagnostics and highlighting future improvement areas very difficult.

· Subjective questions are often inadvertently leading and direct clients to certain responses. This further decreases the value of collected responses. Questions with objective responses tend to be easier to word neutrally without eliciting a certain type of response. 

For small firms with a limited number of projects, it may make sense to use open-ended questions to maximize feedback from key clients. However, as the number of projects and clients increases, it is crucial to include objective ratings and feedback.
Where closed questions are used, a scaling system is needed. The MCA believes that a neutral rating should not be included, as this gives a ‘comfort zone’ rating for most client responses. This in turn will decrease the analytical value of client responses. The MCA also believes that a 4-category rating system should be adequate, maintaining few enough responses to not confuse clients, but at the same time providing enough granularity for analysis.

3. Who to ask – and when
Clearly it is good practice to get feedback from the main stakeholder. However, we feel that it is also of benefit to understand the views of middle management and the general client team involved in the project to gain maximum learning to apply to future projects.

From the information supplied by member firms, it appears that most client satisfaction surveys are sent out after a project is completed, either immediately or up to several months afterwards. However, firms should also consider carrying out a pre-project survey meeting to ensure that all individual client needs and issues are met over the course of the project. The aim of this early meeting would be to introduce the client to the survey, and to have an open discussion about what constitutes a good project. 
Ultimately, in order to achieve maximum client satisfaction, the pre-project meeting should generate enough insight into the requirements of the client to guide consultants on the key concerns of the project. Such information, which varies widely from client to client, would be invaluable to delivering an excellent project and meeting all the clients’ needs.
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