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18th May 2005

Dear Colleague

The questionnaire that you are holding in your hand is the basis of a research over the borders in which we would like to examine the customer care level of Middle East Europe companies. We think it can be very important for our firms stepped into the market of the EU because this area can result significant competition handicap or advantage.

We please you to fill in our questionnaire whose results we will examine according to sectors and not to companies so the respondent can stay in anonymity. If you wish, we are ready of course to contact you and to inform you about the research results. 

You need appr. 20 minutes to fill in the questionnaire. 

I would like to say thank you in advance for your honourable and honest answers. 

Best regards

Csaba Mester 

Scientific researcher

University of Miskolc

Institute of Management Science – Innovationmanagement Cooperation Research Centre
Questionnaire
1. Company name:

______________________________________________________
2. Respondent name:

________________________________________

Assignation:
________________________________________

Contacts:________________________________________

_____________________________________(address, tel., e-mail, etc)

3. How long has the company functioned in its current legal status? 

For ______ year
4. Legal status of operating:
_________________________________ (LTD, etc.)

5. Operation area
Mining 
�
Building trade
�
Processing industry
�
Commerce
�
Light industry
�
Agriculture 
�
Chemical industry
�
Bank, financial sector
�
Tourism

�
Consulting

�
Education

�
Informatics

�
Health care industry
�
Other: ______________ ____________________

6. Constitution of owners
Foreigners



_____ %

Domestic 



_____ %

Slowak private property
_____ %

Property of the state

_____ %

Quoted in the stock exchange


yes 
�

no 
�
	7. Income of the company in 2003
	Computative income of the company in 2004

	0-50 thousand $
�
	0-50 thousand $
�

	50-250 thousand $
�
	50-250 thousand $
�

	250-500 thousand $
�
	250-500 thousand $
�

	500-2500 thousand $
�
	500-2500 thousand $
�

	2500 – 5 000 thousand $
�
	2500 – 5 000 thousand $
�

	5000 – 15 000 thousand $
�
	5000 – 15 000 thousand $
�

	15 000 – 50 000 thousand $
�
	15 000 – 50 000 thousand $
�

	Above 50 000- thousand $
�
	Above 50 000- thousand $
�


In the recent 5 years the income has shown a tendency 

 to improve �
to decline �
to stagnate � .

	8. Profit of the company in 2003
	Computative profit of the company in 2004

	No profit 
�
	No profit
�

	0-50 thousand $
�
	0-50 thousand $
�

	50-250 thousand $
�
	50-250 thousand $
�

	250-500 thousand $
�
	250-500 thousand $
�

	500-2500 thousand $
�
	500-2500 thousand $
�

	2500 – 5 000 thousand $
�
	2500 – 5 000 thousand $
�

	5000 – 15 000 thousand $
�
	5000 – 15 000 thousand $
�

	15 000 – 50 000 thousand $
�
	15 000 – 50 000 thousand $
�

	Above 50 000- thousand $
�
	Above 50 000- thousand $
�


In the recent 5 years the increase (profit) has shown a tendency 

 to improve �
to decline �
to stagnate � .

9. Number of employees:

____ persons
Among these blue collar:
____ persons

White collar:

____ persons

Other

:
____ persons
10. Have you ever come upon the acronym CRM? 

�
 Yes


�
 No
11. Please define what CRM means for you!

� 
an IT system supporting the customer relations
� 
customer relation politics of the company
� 
customer relationship marketing 
� 
costumer revenue management
� 
customer relationship management in a complex approach 
� 
I do not agree with any of the given answers

STRATEGY
12. Does the company have a consciously determined costumer philosophy and strategy? 
� 
Yes, we have a determined costumer strategy
� 
There is no determined costumer strategy but there are relevant elements within the company strategy 
� 
Costumer relationship management is no elemental part of the company strategy 

� 
We have one but it has no strategic orientation.
In case you have a costumer strategy please sum it up shortly!

13. What is the declared goal of your costumer politics? 

14. Which of the undermentioned relations do you think is true in connection with your company:

� 
The company strategy determines the costumer strategy
� 
The costumer strategy is the ground of the company strategy.
� 
Non applicable
15. What kind of improvements do you plan in the following 3 years to work up a more costumer-centric company (More than one answer can be possible)
� 
determining a customer strategy
� 
implementation of an IT system
� 
creating a date warehouse
� 
coaching of employees
� 
creating new communication channels
� 
improving data analytics (implementing OLAP systems)
� 
establishing customer service (Call Center, Web, Personal)

� 
reengineering and integration of customer related processes
CUSTOMERS AND REQUIREMENTS
16. Do you differ different customer characters? 

Yes

No

Partly
Potential customers



    �

    �

       �
Questioning (inquiring) people

    �

    �

       �
Active customers



    �

    �

       �
Churned customers



    �

    �

       �
17. What is the ground for differing customer characters? 

�
marketing researches
�
experimentalism
�
purchased information
�
costumer relationship system
18. How does the customer segmentation happen in your company?

�
 All the clients are ordered according to customer segments
�
There are VIP customers who are treated differently but all the clients are not segmented 

�
 There are no customer segments
19. Do you define customer life cycle? 
�
 Yes


�
 No
What is the goal of it? 

What is the method of its determination? 
How long is an average costumer life cycle in your company?
�
under 1 year
�
1-3 years
�
3-5 years
�
5-8 years
�
8-10 years
�
above 10 years
If customer segmentation exercises an influence on it please write the details:

20. Which do you think the main 6 requirements of the customers are towards your company? (repetition)

1.
2.

3.

4.

5.

6.

21. What kind of efforts does your company make to fulfill these requirements as completely as possible? 
ANALYSIS OF HUMAN ELEMENTS
22. Do you handle the human elements in your customer politics?   
� 
 Yes

� 
 No

� 
Partly
23. Are there expedient (costumer related) trainings, education in your company? 
23.1. Concerning operation of the system
� 
 Often

� 
 Occasionally

� 
Not yet
23.2. Concerning treating the customers
� 
 Often

� 
 Occasionally

� 
Not yet
24. Does an expedient selection exist to choose the colleagues for working in the costumer relationship area? 
� 
 Yes

� 
 No

� 
Partly
25. Do you ask the customers for a feedback about their experiences of treating them? 
�

 In each case
�

 If the customer wants he or she can give a feedback
�

 Partly
26. Does this feedback have an effect on the performance assessment/motivation of the colleagues working in this area? 
�
Financial motivation
�
Moral motivation
�
Only in the negative cases there is a retaliation 
�
Nothing is used as a feedback towards the employees
27. Will this feedback be built into the human or customer strategy later? 
�
Into the human strategy
�
Into the customer strategy
�
Both
�
None of them
How is the information built in?

SYSTEM APPROACH
28. In your point of view which company areas are directly linked to CRM? (More than one answer can be possible)
�
Finance
�
Controlling

�
R&D (research and development)
�
Logistics
�
Marketing

�
Sales
�
Customer service
�
Production/service delivery
�
Quality management
29. Do you make measurements, complete registrations in connection with the followings? (More than one answer can be possible)
�
number and ratio of new customers
�
number and ratio of existing customers
�
number and ratio of churned customers
�
customer profile analysis
�
customer loyalty analysis
�
frequency of contacting customers
�
product scale analysis
�
customer behaviour analysis
30. Do you conduct costumer satisfaction researches?
�

Regularly – if yes how often…………..
�
 
Occasionally



�
 
Not yet but planned
�
 
Not yet and also not planned
31. What kind of customer channels do you have in your company? (More than one answer can be possible)
�
Call Center

�
Help Desk

�
IVR

�
WAP

�
E-mail

�
Web

�
SFA (Sales Force Automation)

�
Other……………………….

32. Do you investigate what the using rate of these is? If yes, please sign the rates.
�
 No




�
 Yes
�
Call Center




….%

�
Help Desk




….%

�
IVR





….%

�
WAP





….%

�
E-mail





….%

�
Web





….%

�
SFA (Sales Force Automation) 

….%

�
Other   ………………………………………..%

33. Do you possess of a customer service? If yes, what is the form of it? (More than one answer can be possible)
�
 No




�
 Yes
�
Call Center

�
Personal customer service
�
Customer service via Internet (forums, chat, email, help desk)

34. Do you examine the followings within the customer service activity: (More than one answer can be possible)
�
types of customer claims 
�
analysis of performance of solving incidents
�
cross/upselling possibilities
�
cost revenue analysis of customer channels
�
anticipation of potential customer problems
35. What kind of internal (functional, efficiency) requirements do you have in connection with the CRM systems essentially? Write 3 concrete requirements. 
1.

2.

3.

PROCESS APROACH
36. Are the business processes regulated and integrated into one system?   
�
Yes, all the processes are regulated.

�
Most of the processes are regulated.
�
There are regulated processes but just a few in proportion.

�
Generally the processes are not regulated.

37. Were the processes designed emphasized the costumer centric approach or was an other principle elementary? If an other, what was that? 
�

Customer centrality was the regulating principle. 
�

The processes were designed according to the ERP. 
�

The processes were designed according to the ISO.

�

Other……………………………

38. Did a business process redesign take place because customer centrality came into the foreground in the company? 
�
 No




�
 Yes
39. How many business processes exist in the company considering the following areas as parts of CRM? 
· Marketing…………………..
· Sales…………………

· Customer service…………….

INFORMATICS AND SYSTEM IMPLEMENTATION
40. Which elements does your company CRM system consist of? (What do you consider as a part linked to CRM?) (More than one answer can be possible)
�
Analytical (data analysis)
�
Operative (concrete customer care, collection of data)

�
Interactive/collaborative (responsible for the communication between customer and company)

41. Do you have an IT system for the purpose of supporting your customer relations? 
�
Yes


�
 No
41.1. If yes, what is the type of it? 
41.2. Is it a pronounced CRM system 


�
Or a possibility offered by your ERP?

�
41.3. Concerning its source:

�
own development 

�
purchased
41.4. When was it implemented?

41.5. If you do not own such a solution, do you plan to implement one? When?
�
Yes


�
 No
Term:

42. What are/were your expectations of implementing an IT CRM solution (repetition of 5 expectations)
1.

2.

3.

4.

5.

�
Not applicable
43. Which parts (functional areas) do you define within CRM?
44. If your company possesses of an operating CRM system, which parts were implemented and why? (More than one answer can be possible)
�
Analytical (data analysis)

�
Operative (concrete customer care, collection of data)

�
Interactive/collaborative (responsible for the communication between customer and company)

45. If you are planning to implement a system, which parts do you want to implement? 
46. Do you have a data warehouse? 

�
Yes


�
 No
If yes, since when?....................
If no, are you planning to create one?

�
Yes


�
 No
47. Is an uniform datawarehouse assured and the access to this for the colleagues who work in different customer points? 
�
Yes


�
 No
48. What is the source of the customer information? 
�
Registration of customer data during the customer interaction
�
Marketing researches
�
Purchased database
�
Other…………….

49. The database you work with: (More than one answer can be possible)
�
Purchased
�
Collected during the former interactions
�
Other ….

50. Does a group/department exist which deals with data analysis purposely?       
�
Yes


�
 No
51. What purposes are the (customer data) analytics used for? (More than one answer can be possible)
�
product reducing analysis
�
analysis of discounted products, services
�
analysis of the customer segment – product group 
�
demonstration of latent product demand
�
customer satisfaction analysis
�
performance analysis of the sales 
�
web-shop analysis
�
other…………………………..

52. Do you have a method for measuring the efficiency of the marketing and sales programmes? 
�
Yes


�
 No
In case your company has implemented or is going to implement a CRM system, please go on! If no implementation had happened and there is no plan neither for that, thank you very much for your cooperation in filling the questionnaire. 

53. If a CRM system has been implemented, has it happened with intern or extern resource? 
�
only intern colleagues
�
only extern resource (consultants) – if yes, please write the name of the firm………..
�
blended resources (intern and extern) named the consultant    
54. Which were the reasons for implementing the CRM system:    (More than one answer can be possible)
Crisis situation of the firm




�
Implementing standards





�
Changes in the market





�
Increasing of the competition




�
Call of the top managers





�
Identifying problematic areas




�
Successes of competitors




�
Partners (vendor, client, cooperation partner) 

�
Other: ________________________________________

55. Who initiated the implementation of the CRM system? (More than one answer can be possible)
Owner (mother company) 


�
Managing collegiates




�
General manager




�
One of the top managers



�
Informatics leader



�
Business partner




�
Human manager




�
Marketing





�
R&D department




�
Consultant





�
Other: _________________________________________

56. Which areas are concerned by the implementation? (More than one answer can be possible)
�
Finance
�
Controlling

�
R&D (research and development)
�
Logistics
�
Marketing

�
Sales
�
Customer service
�
Production/service delivery
�
Quality management
57. What was the original orientation of implementing the CRM solution? (More than one answer can be possible)
Purposes


�
Technology


�
Processes


�
Structure


�
People


�
58. Has the implementation had an (direct or indirect) effect on other elements as well? 
Yes 
No
�
�
If yes: (More than one answer can be possible)
Purposes


�
Technology


�
Processes


�
Structure


�
People


�
59. Was the implementation supported in the phase of planning by
Yes 
No
Partly
Top managers
�
�
�
Mid managers
�
�
�
Employees
�
�
�
60. Was the implementation supported in the phase of implementation by
Yes 
No
Partly
Top managers
�
�
�
Mid managers
�
�
�
Employees
�
�
�
61. How long has the entire project lasted?

  0 -   3 months

�
  3 -   6 months

�
  6 – 12 months

�
12 – 18 months

�
18 – 24 month

�
24 – 36 months

�
More than 36 months
�
62. Has the implementation achieved the determined purposes?

Yes 
No
�
�
If no, which purposes were not achieved?

63. Has there been training/education in connection with the system/implementation? 
Yes 
No
Top managers
�
�


Mid managers
�
�


Employees
�
�


64. Objective areas and achieved success factors of CRM implementation: 
	
	Objective and success factors

	Was it a goal?
	Was a success presented?

	
	
	Yes
	No
	Yes
	No
	Inconsi-derable

	1. 
	Modernization of adopted technology
	�
	�
	�
	�
	�

	2. 
	Increasing sales (income)
	�
	�
	�
	�
	�

	3. 
	Survival in the market
	�
	�
	�
	�
	�

	4. 
	Declining business loss
	�
	�
	�
	�
	�

	5. 
	Environmental factor
	�
	�
	�
	�
	�

	6. 
	Increasing market share
	�
	�
	�
	�
	�

	7. 
	Decreasing costs
	�
	�
	�
	�
	�

	8. 
	Optimization of turnaround times (for example: customer service)
	�
	�
	�
	�
	�

	9. 
	Better delivery standard
	�
	�
	�
	�
	�

	10. 
	Exact information for decision making
	�
	�
	�
	�
	�

	11. 
	Quality development 
	�
	�
	�
	�
	�

	12. 
	Better profitableness
	�
	�
	�
	�
	�


65. Please evaluate the undermentioned statements referring to your company: 

The numbers’ meanings are:

1. I definitely agree
2. I agree
3. I have no information
4. I do not agree
5. I definitely do not agree
	
	I definitely agree
	I agree 
	I have no information
	I do not agree
	I definitely do not agree

	Statement (Please mark „X” in the correct place)
	1
	2
	3
	4
	5

	The system implementation was clearly organized in the company. 
	
	
	
	
	

	There was an accurate and complete condition estimation before the planning phase. 
	
	
	
	
	

	There was a concrete goal determination before the planning. 
	
	
	
	
	

	Just a short time passed between launching and finishing the project in the company. 
	
	
	
	
	

	The implementation of the CRM project was successful. 
	
	
	
	
	

	The company had a strong financial background at the beginning of the project. 
	
	
	
	
	

	Taking everything into account such an implementation has significant costs. 
	
	
	
	
	

	The expectations of the management were realistic before the system implementation.  
	
	
	
	
	

	The leaders owned adequate professional preparation in connection with the system. 
	
	
	
	
	

	The level of customer care has significantly increased after the implementation of the CRM solution. 
	
	
	
	
	

	Without developing the costumer relations the company would have get into competition handicap. 
	
	
	
	
	

	After implementing the CRM system every respect a modern technology operates in the company. 
	
	
	
	
	

	After implementing the CRM system the loyalty of customers has increased.
	
	
	
	
	

	After implementing the CRM system the customer related processes became regulated. 
	
	
	
	
	

	After implementing the CRM system the number of churning customers has decreased. 
	
	
	
	
	

	After implementing the CRM system the profit of the company has increased. 
	
	
	
	
	

	After implementing the CRM system the managing time of customer claims has decreased.
	
	
	
	
	

	After implementing the CRM system the efficiency of marketing campaigns has increased. 
	
	
	
	
	

	After implementing the CRM system the company cost revenue efficiency has increased. 
	
	
	
	
	

	After implementing the CRM system the market position of the company has become better. .
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