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ACCUTRONICS RECENTLY CARRIED OUT A 
SURVEY WITH CUSTOMERS REVIEWING 
OUR PERFORMANCE OVER THE LAST 12 
MONTHS. IN FUTURE YEARS WE WILL 
COMPARE THIS WITH THE SCORES THAT 
WE ACHIEVED THIS YEAR TO 
UNDERSTAND WHAT OUR CUSTOMERS 
THINK HAS CHANGED. 
We are grateful for your feedback; we received responses to 
our e-survey from a broad mix of our customers. The scores 
that we feature here are an average based on mean scores 
marked by our customers. 

In most questions we asked you, our customers, to score us 
out of 10 and we are pleased that so many customers 
participated. We take your feedback seriously and utilise the 
insight gained to help improve our service to you, and 
subsequently your customer experience.

Irrespective of our results, we will not be complacent, and 
will attempt to ensure we are continually evolving as a 
developer, manufacturer and supplier of batteries and 
chargers.

We take your feedback
seriously and utilise the
insight gained to help
improve our service to you.
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One of our highest scores 
was for our customer 
relations & how we dealt 
with your queries
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Average results
out of

10

One of our highest scores was 
for our customer relations – at 
8.05, which reflects well on 
the individual efforts of all 
our staff. We appreciate that 
it’s the small things that make 
the difference, which is why 
we have been focused on 
ensuring your questions and 
queries are dealt with on 
time.  We will not rest on our 
laurels and will continue to 
look at the detail as well as 
the bigger picture.

Our highest score was at 8.94 
where customers said that 
they would happily 
recommend us to a colleague 
or friend.  This question is 
used to gauge our Net 
Promoter score.  The Net 
Promoter Score System helps 
companies build customer 
loyalty and achieve growth 
and at Accutronics we keep a 
close eye on this. 

OVERALL SATISFACTION
The results overall indicated that our services respond to our customers’ 
needs and that our customers are mainly very satisfied with the service we 
provide.  In response to the question “When considering future purchases/
projects what is your main priority?” most customers ranked ‘customer 
service’ as their top priority

Customers also stated that our response to requests and queries was at a 
very good level.  



The reliability of our 
service is important to us; 
it’s important that we get 
the basics right to ensure 
customer satisfaction.
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Innovation is at the heart of 
Accutronics; we have a track 
record of pioneering new 
technology for the industry, 
delivering safe, reliable 
products with strong 
technical support.  The 
reliability of our service is 
important to us; it’s 
important that we get the 
basics right to ensure 
customer satisfaction. This 
was our highest score this 
year.

One of the highest scores 
we received throughout the 
whole survey relates to our 
attitude towards you as a 
customer.

CUSTOMER PERCEPTION
Your perception of Accutronics is important to us as we aim to develop strong relationships with all of 
our clients. Our position as a leading battery and charger design, developer and manufacturer does not 
stop us from wanting to be seen as your local supplier.  We gauged your perception of us on matters 
ranging from understanding your business and delivering on promises through to innovation and 
value for money.  Your perception of us as being innovative and providing a reliable service means we 
received a high score.  

We genuinely want to go 
the extra mile, and your 
feedback highlights a few 
areas that need to be 
looked at. These include 
your requests for increased 
stock and quicker 
turnaround on quality 
issues, Across our business, 
we are running a series of 
training courses and 
setting new procedures 
that will reinforce our 
principles.

If you meet, speak to or 
call any of our staff, they 
should all treat you and 
your business with the 
respect that it deserves.

helpful & responds in a timely 
manner, very professional.
Customer comment

“ ”



We are keen to understand 
how you prioritise your 
buying decision.

When considering future 
purchases/projects your 
highest priority in this 
category, as expected, is 
customer service with a 
score of 7.00. it’s an obvious 
choice and the cornerstone 
of how we serve you.

Technical ability, delivery 
lead times and availability 
are also seen as important 
factors on your buying 
decision.  This indicates that 

OVERALL PERFORMANCE
Reviewing our overall performance, you scored us at 7.84.  We will keep moving forward and target a 
mean score of 8.00 for 2014

It pleases us that you have enough confidence in Accutronics that you would consider recommending 
our service to others - a massive score of 8.94.

UNDERSTANDING CUSTOMER PRIORITIES
in general our customers 
tend to prioritise the core 
services and our core 
customer values, as these 
have the most impact on 
both your performance 
and ours.

We also anticipate that the 
scores reflect a customer 
base that is demanding 
and expecting more from 
suppliers.

We are committed to 
working with you to meet, 
and where possible 
exceed, expectations.
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Compliance
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Good communication is vital. 
We have streamlined our 
approach to our service 
range to ensure a more 
efficient customer experience 
which will result in one point 
of contact for every service.

We will continue to keep you 
informed about company 
news and any new develop-
ments. We will also put even 
greater emphasis on listening 
to you so we are fully aware 
of your business issues.

The results of this research 
will be communicated to all 
of our office and front-line 
staff, including production 

CONTINUOUS IMPROVEMENT AT ACCUTRONICS
It is clear that overall our customers’ expectations are rising and this means we must continue to 
develop our services to meet your needs.

So in line with your feedback we have developed our sustainability proposition. We are focused on 
delivering a quality service, this sounds simple but it requires specialist expertise. As a result we have 
restructured our business to enable it to develop offerings in line with the differing needs of our 
clients.

staff, engineers, admini-
stration, operations and sales 
staff, and will form part of 
ongoing improvement plans 
designed to further enhance 
our service delivery and your 
experience.

Finally we would like to 
assure you that you are our 
number one priority. We 
appreciate all your feedback 
and believe the changes we 
are making will reflect your 
comments. At the same time 
we believe in continuous 
improvement and look 
forward to meeting your 
requirements in the future.
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