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Sample Charts
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Frequency distribution chart comparing results
for two consecutive years

1. How many years have you worked with this type of
service?
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1-2 years 3-4 years 5-6 years 7-8 years 9 years or
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Average Ratings by Service Attribute

Overall Satisfaction
Dispatcher Courtesy
Prompt Response

Explained Problem

B Fy2001
O FY2000

PromptResolution

Adequate Testing

Follow-up Report

Genuine Interest

1 2 3 4 5

Averages can be compared and sorted by rank, or shown in
guestionnaire order, as in the chart above.

What would make you consider switching
Service Providers?

Overall AccountTeam Prod. Features / Repair/ Service
Customer Care Support Capabilities Installation Perf. Guarantees

NOTE: Percentages may total more or less than 100% due to multiple answers by some
respondents and no answer by others

National Users Group
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Current and Planned Training

57% 539%
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Currently Using  Within 1-2 Yrs.  Within 3-5 Yrs.  No Plan to Use

Technical Training

17% 28% 19%
p °16%
y

4% 6% Y
7 £

Currently Using  Within 1-2 Yrs.  Within 3-5 Yrs. No Plan to Use

National Users Group

Number of Comments Per Category by Gender

Gender DiscrimSexual
Harassment

B FEMALE
Conflict Management B MALE

Inclusiveness

Advancement/Promotion/Hiring

Reverse Discrimination

Management/Leadership-
General

\_ 0 5 10 15 20 25 30 35 4

Respondents’ comments can be categorized, then tabulated to reveal
patterns in non-rating data.
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om t,io'n/Hiring

Advancement/Promotion/Hiring - General:
Comments related to employment opportunities,
pay structure, etc. (not specifically related to
gender, ethnicity, or “reverse discrimination”)

Inclusiveness: Comments that
speak to an individual's sense
of being excluded from
professional or social groups
within the organization

Conflict Management/Avoidance: Comments thaj
describe management's approach to conflict

)

\voidance

resolution

Distribution of coded comments

“Spread” of responses for 4 survey items,
comparing two regions
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Medians for “Understand
applications” are similar, but
European customers, but distribution

(shown by pink box) indicates more
variation in North America, and 25%
more on the favorable side of the

media than in Europe. Further

analysis can help to explain “why?”

I:l Ease...
I:l Pricing

- Sales Representation

- Understand apps

North America

Survey Version




