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1. Specific results of the survey per client segment

Client segments:

· Undergraduate students

· Postgraduate students

· International students

· Prospective students (including parents)

1.1 Question: We are friendly in the way we greet and treat you.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	7,9%
	20,8%
	71,2%

	Postgraduate
	6,0%
	23,6%
	70,0%

	International
	3,3%
	20,0%
	76,6%

	Prospective
	2,1%
	3,3%
	94,5%


1.2 Question: We are quick in responding to your enquiries.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	9,4%
	21,0%
	69,5%

	Postgraduate
	8,2%
	23,0%
	68,7%

	International
	10%
	10,0%
	80,0%

	Prospective
	5,4%
	5,6%
	88,9%


1.3 Question: We provide relevant and comprehensive information if needed.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	4,8%
	21,2%
	73,8%

	Postgraduate
	6,2%
	21,8%
	72,0%

	International
	3,3%
	20,0%
	76,6%

	Prospective
	2,9%
	6,5%
	90,5%


1.4 Question: Our building is clean, tidy, convenient and pleasant.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	2,0%
	5,4%
	92,5%

	Postgraduate
	0,5%
	9,4%
	90,1%

	International
	0%
	3,3%
	96,6%

	Prospective
	0%
	2,2%
	97,8%


1.5 Question: Our operational hours (Mon-Thu: 08:00-18:00; Fri: 08:00-16:00; Sat: 08:00-12:00) are convenient and meet clients’ needs.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	4,2%
	11,4%
	84,3%

	Postgraduate
	6,7%
	17,5%
	81,9%

	International
	0%
	3,3%
	96,6%

	Prospective
	0,8%
	2,3%
	96,8%


1.6 Question: We are always accessible and available for service.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	9,6%
	18,6%
	71,8%

	Postgraduate
	6,1%
	24,9%
	69,0%

	International
	3,3%
	13,3%
	83,3%

	Prospective
	2,9%
	2,1%
	95,0%


1.7 Question: Our staff members are professional in appearance and behaviour.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	8,2%
	19,6%
	72,2%

	Postgraduate
	7,2%
	19,0%
	73,8%

	International
	6,6%
	10,0%
	30,0%

	Prospective
	1,2%
	2,5%
	96,3%


1.8 Question: We understand clients’ needs and requirements.

	Client
	Not acceptable
	Satisfactory
	Good - Excellent

	Undergraduate
	8,9%
	22,5%
	68,4%

	Postgraduate
	9,5%
	23,7%
	66,8%

	International
	6,9%
	20,7%
	72,4%

	Prospective
	3,6%
	4,7%
	91,8%


2. Conclusion

The survey results per client segment confirm that the level of service is above satisfactory as all questions have a majority response “good” - “excellent” level.

This is a positive indication that the CSC has added value during interactions with all the different clients, i.e. prospective students and registered students (undergraduate, postgraduate and international).
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Aim of this questionnaire: To identify the areas of client service with which our clients are satisfied and dissatisfied.

Data protection statement: The data obtained from this questionnaire will be used for research purposes to identify the areas of clients’ experience with which they are satisfied and dissatisfied. The intention is that the CSC will act to improve important areas of dissatisfaction. Any analysis and reporting will be of aggregate data only. All data is confidential. No information about an identified individual will be reported or made available to anyone. All data is stored anonymously and securely. Responding to the questionnaire constitutes informed consent to allow the data you have provided to be used for these research purposes.

Section A

1. Please indicate (X) the correct category.

	Current student: Residence
	

	Current student: Day student
	

	Prospective student
	

	Alumni
	

	Other-please specify:


2. Please indicate (X) the correct category.

	Undergraduate student
	

	Postgraduate student
	

	International student
	

	Other-please specify:


3. Please indicate (X) which channel in the CSC you have used.

	Voice Channel (Call Centre)
	

	Written Channel (Fulfilment: Email; Fax and Post)
	

	Walk-in service (General Enquiries; Cashiers; Access Cards; Parking, etc.)
	

	Online applications
	


4. Please indicate (X) the topic(s) of your enquiry(ies):

	Application for admission
	

	General enquiry (not related to study matters) 
	

	Documentation request
	

	Study Financing
	

	Payment
	

	Academic record
	

	Proof of registration
	

	Accommodation
	

	Student Account
	

	Student Card
	

	Parking
	

	Degree certificate (Alumni)
	

	Student Online Services (SOS)
	

	Online application system
	

	Career Placement Centre (Casual placements)
	


Section B

1. We are friendly in the way we greet and treat you.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A


2. We are quick in responding to your enquiries.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A


3. We provide relevant and comprehensive information if needed.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A


4. Our building is clean, tidy, convenient and pleasant.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A


5. Our operational hours (Mon-Thu: 08:00-18:00; Fri: 08:00-16:00;

Sat: 08:00-12:00) are convenient and meet clients’ needs.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A


6. We are always accessible and available for service.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A


7. Our staff members are professional in appearance and behaviour.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A


8. We understand clients’ needs and requirements.

	Not acceptable
	Satisfactory
	Good


	Very good
	Excellent

	E
	D
	C     
	B
	A
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