
POWERED BY ZANNAVANDERAA.COM

Thank you for filling out the survey. The questions are short, and it will take

less than 5 minutes to complete. With your answers, we know exactly what we

need to do to improve your experience with [ORGANISATION]! Think back to

the moments described below.

Brief Explanation 

In this survey, we use statements with the following response options: 

1 for completely disagree 

2 for disagree 

3 for neutral 

4 for agree 

5 for completely agree 

If a statement is not applicable, choose n/a.

Let’s get started!

I can renew my subscription

Organization X informs me in time when I can renew. 

Organization X comes up with an interesting offer to renew. 

The email about renewing my subscription is clear. 

The email about the renewal contains all the information I need. 

After reading the email, I feel that Organization X is happy to have me as a

customer. 

In ‘My Organization X’ [ONLINE PERSONAL ENVIRONMENT], I find all the

information I need to renew. 

I have enough time and space to make the choice(s) that suit me best.
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I make a choice 

It’s clear which postpaid plans I can choose from. 

It’s easy to choose my new subscription. 

It’s clear to me what my current usage of call minutes and internet bundle

is. 

The choices I have to make for the renewal are clear. 

I receive sufficient online guidance to make a good choice. 

It’s clear how the price of my postpaid plan is structured. 

Organization X has a good price compared to other providers.

I place my order 

I don’t need to provide information that I have already provided. 

The order confirmation is clear. 

The order confirmation contains all the information I need. 

After receiving the order confirmation, I know exactly what to expect.

I receive my new phone 

The email from Organization X about the delivery is clear. 

The email from [COURIER] about the delivery is clear. 

I can easily change the delivery date and time. 

Thanks to the track and trace information, I am well informed about the

delivery. 

My phone is delivered at the agreed time. 

My phone is delivered safely.
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I receive my first invoice

The email with my first invoice is clear. 

On the webpage linked in the email, I find all the information I need. 

I receive my first invoice at the agreed time. 

The amount on the invoice meets my expectations. 

It’s easy to view my invoice via My Organization X. 

It’s easy to pay my invoice. 

If I have questions, I know where to go.

Experience with Organization X 

[These statements can be adapted to values ​​within the organization, here are

some examples]

Organization X gives me personal attention. 

The people at Organization X are there for me when I need them. 

The people at Organization X are enthusiastic. 

The people at Organization X go the extra mile when needed. 

The people at Organization X think along with me.

At Organization X, I experience a good price/quality ratio. 

Thanks to Organization X, I have access to the latest innovations.

Organization X keeps its promises.

Organization X offers me convenience. 

Organization X values me as a customer. 

Your Experience with Organization X

How satisfied are you with the process of renewing your subscription to

receiving your first invoice? [C-sat 1-10 very dissatisfied - very satisfied]
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