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                                  INSTRUCTIONS

Description:   Use this questionnaire to help you assess the goals, objectives, and satisfaction 

                         level of your external clients.

Instructions:   Review the questions and add or change them to assist you in your specific 

                          situation. The questionnaire is included on the following page with additional 

                          detail pertaining to each question on the final pages of this tool.


                                                                                   IT Assessment 
                                                                                                  External Client Questionnaire

Client Questionnaire

IT Assessment

Name: _________________________   Client: _____________________________

1. How long have you been a client of ___________ ?

2. Why did you buy their products or services ?

3. Would you buy them again ?              Explain.

4. Tell me about your business.

5. How are priorities established with ________________ ?

6. How responsive is ____________ to your business needs ?

7. What are your greatest challenges as it relates to ______________ ?

8. Do you have future plans that _____________ should be anticipating ?

9. Does ______________ understand your challenges, priorities, etc.

10. What are your recommendations to improve your relationship with ________________ .

Client Questionnaire
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1. How long have you been a client of ___________ ?

2. Why did you buy their products or services ?

You want to learn what led them to your company and what their original expectations were.

3. Would you buy them again ?              Explain.

This question gets you quickly to the client’s satisfaction level – something you want to understand as soon as you can.

4. Tell me about your business.

After you have insight as to satisfaction level, focus the client back to their business. Learning more about how the client views the business gives you more insight into their needs and the relationship it has with buying products and services from your company.

5. How are priorities established with ________________ ?

Find out how involved the client is with your company as requirements, priorities, and plans are developed. A client that is not very involved may have unrealistic expectations. A client that is involved with your company to establish a clear need and plan probably has appropriate expectations and can provide you with valuable insight.

6. How responsive is ____________ to your business needs ?

· Do we meet your needs ?

· Do we meet deadlines ?

· Do we deliver high quality items ?

· Are we professional ?

· Do we understand your concerns ?

· Are we responsive when you have a problem ?

By asking additional questions in this segment you should be able to get to the heart of any issues that exist and develop a mental picture of what the situation is with this client.

It is important to interview multiple clients so you can determine if the issues are systemic or an anomaly related to a particular client. 


7. What are your greatest challenges as it relates to ______________ ?

You are looking for insight and essentially recommendations from your client. Even a super happy client can give you areas of improvement – something that should always be part of a good manager’s quest.

8. Do you have future plans that _____________ should be anticipating ?

Understanding potential needs and getting ahead of the issue as opposed to reacting is always a benefit to you as a manager.

9. Does ______________ understand your challenges, priorities, etc.

This question will tell you whether the client believes your efforts are in sync with his needs. If not, you better get them in line or lose the client. If so, keep pushing those ‘‘right buttons”.

10. What are your recommendations to improve your relationship with ________________ .

Even a great relationship can be improved. You should always be looking for ways to do a better job.

Many managers are often intimidated by an unhappy client. The trick to this and to become more comfortable in dealing with a problem client is to keep a few key thoughts in mind:

· it’s not personal

· the client needs your help

· the client doesn’t want to have a ‘problem’ discussion any more than you

· most clients are reasonable and will listen to options that help improve the situation

· you usually don’t have to resolve the problem ‘on the spot’

· a problem client is an opportunity
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