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Customer Interview

 



	Customer Name
:
	
	
	

	Address
:
	
	
	

	
	
	
	

	
	
	
	

	
	
	Telephone
:
	

	Contact Name
:
	
	Position
:
	

	Product Codes
:
	
	
	

	Interviewer
:
	
	Date
:
	


	Introduction
	Who you are, how this was arranged, purpose of the interview

Structure of the interview, time needed

Confidentiality? / Non attributed?


	General Background
	What is their business/ what is important in it?

What do they get from xxx / since how long?

Who do they deal with at xxx?


	Product/Service Perception
	Specification / Quality (Conformance) / Reliability

Product Range / Missed opportunities?

Flexibility / Openness to new design ideas (variants)

Availability (Lead time) /Value for money

Delight?


	"Delivery" Service
	Right things, right time, right place, right amount?

Packaging: Protection, ease of handling, (ecology?)

Flexibility, responsiveness, convenience, commitment?





	Technical/Commercial Support
	Ease of contact, responsiveness, courtesy/professionalism

Sales/Technical literature: ease of use, comprehensive?

Commercial arrangements: invoicing, ToB ...

Kept informed & up to date?


	Relationship
	Trust, partnership, caring for them as a business

Feedback, listening, handling concerns

Effectiveness in resolving problems once and for all

Confidence in their responsibility for the customer


	Marketplace Image
	How are xxx seen in the market place?


And now some final questions:

How would you most like to see them improve?

What do they do that adds value to your business?

What do you like most about them?

What do you like least about them?

What would they need to do to delight you?

What would they need to do to be seen by you as a partner in your business?
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