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Instructions 

Survey Form 

The attached form is suitable to evaluate how satisfied the Business are with the solution.

Document Purpose

This questionnaire is designed to gather information from the customer’s point of view, about the solution delivered. It will provide input into a post Implementation review (PIR), the purpose of which is to evaluate and perform a comprehensive analysis of the;

· Solution which has been delivered

· Operational support being provided

· Level of customer satisfaction with the solution and support provided, and

· Whether the solution will support the achievement of anticipated business benefits

To be completed by

This questionnaire is primarily for the Business Customer Representative. This person will most likely have been involved in the project from concept right through to completion and would know about the:

· Business goals

· Business objectives

· Business strategy & drivers

· Business processes

· The opportunity to be created/problem to be solved

· Expected benefits

The questionnaire is also for those who may not have been involved in the project development but are users of the finished product.

Survey
	Location
	Division:

Business Unit:

Department:


	Role
	What was your role and responsibility in the project?




	Requirement Definition
	Where you involved in defining or documenting the requirements?

YES


NO


	Level of Involvement
	Where you involved in the project from the beginning through to completion?

YES


NO

If no, for how long were you involved in the project? (Which phases of activities?)




Continued on next page

Business Satisfaction Survey, Continued


	
	


	Meet Original Business Objectives
	Did the solution provided achieve the original business objectives as outlined in the Business Case and Project Proposal? (Please provide examples to support your response.)




	Added Functionality
	What functionality (if any) was added to the original requirements during the course of the project? What impact did these changes have on the business or your area?




	Functionality Removed
	What functionality (if any) was removed from the original requirements during the course of the project? What impact did these changes have on the business or your area?




 Continued on next page

Business Satisfaction Survey, Continued

	Organizational Changes
	Please describe what organisational changes have occurred in the business or your area as a result of this system (eg. New department created, new or changed R&R, new reporting structures etc)




	Impact on Productivity
	Please describe what impact the system has had on productivity (eg Are people more or less productive? Has it simplified the work in your business area or made it more complex? Why? Is this what was expected? – Please give examples to support your comments.




	Customer Service Impact
	How has the system affected the business unit or your area’s capability to service customers (eg Is information more readily available?)




 Continued on next page

Business Satisfaction Survey, Continued

	Achievement of KPI’s
	Please indicate whether Key Performance Indicators for the project were defined and whether or not they have been achieved.




	Other Impacts
	What other impacts, either positive or negative, have there been on the business or your area as a result of the system being implemented? Were these as expected?




	Overall Satisfaction
	How satisfied are you with the solution? Why?




 Continued on next page

Business Satisfaction Survey, Continued

 Quality, Reliability, Performance

	Rating
	We need you to tell us what you think of the following system attributes on a scale of 1 to 5 where, 1 = Poor and 5 = Excellent. Please rate each attribute and then comment on why you gave the rating and where the attribute can be improved.


	Attribute
	Rating
	Comments

	System ease of use


	
	

	User Documentation


	
	

	User Training


	
	

	Overall Quality


	
	


	Availability
	Has the system always been available to users when required?




	Revert to Manual Processes
	Have the users ever had to revert to manual procedures while the system was unavailable?




 Continued on next page

Business Satisfaction Survey, Continued

	Significant Problems
	Please describe any significant issues or problems, which you have identified either during the implementation stage or since the implementation.




	Issues Outstanding
	What problems or issues do you believe that are still outstanding?




	Change Request Procedure
	How effective do you believe the procedures for problem reporting, raising issues or processing change requests are? (If you are not satisfied, please give examples of what happened and what you believe should happen).




Continued on next page

Business Satisfaction Survey, Continued

	SLA’s
	Are you satisfied that the existing SLAs are adequate to your needs?

YES


NO




Continued on next page

Business Satisfaction Survey, Continued

General Comments

	 Additional Comments
	Please make any additional comments about the delivered solution or any other related issues, which you believe are relevant to this Post Implementation review.
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