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ICAEW Transparency Guidance for Accredited Legal Services Firms: Template A - example customer satisfaction survey
This is an example of a customer satisfaction survey. Customer surveys are useful business tools, inviting candid feedback on the services you offer to shape and build your portfolio. It’s also strongly encouraged by the Legal Services Board in its aim to provide choice in the marketplace and empower consumers in keeping with its statement of policy on empowering consumers 
Example customer satisfaction survey
	How did we do?

	Your feedback is important to us. By continually monitoring the service we provide to our customers, we are able to maintain a high standard of customer satisfaction. Please take a few moments to complete this survey. Your response is confidential. You do not have to include your name or reference number if you do not wish to do so.

	Survey Questions
	Response Options

	How would you rate our overall service?
	Excellent
	Good
	Satisfactory
	Fair
	Unsatisfactory

	Were you kept informed of your case progress?
	Always
	Most of the time
	Sometimes
	Rarely
	Never

	Were communications clear and understandable?
	Always
	Most of the time
	Sometimes
	Rarely
	Never

	Did we respond promptly to emails and calls?
	Always
	Most of the time
	Sometimes
	Rarely
	Never

	Was our cost information clear?
	Very clear 
	Mostly clear
	Somewhat clear
	Not very clear
	Not at all clear

	How did you learn about us?
	Existing client
	Recommendation
	Website
	Other (please state)

	Rate our service
	Excellent
	Good
	Satisfactory
	Fair
	Unsatisfactory

	Questions
	1) How was our service? 
	2) About us 
	3) What did you like most about our service? 
	4) Suggestions for improvement?

	Name(s) (optional)
	

	Case/file reference number (optional)
	

	Did you know we offer other professional services? They include: (please fill in the blank)
	Call us at (phone number) or email us for more information (provide email)

	Thank you for completing our survey. 
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