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WNY PLUNBING €0

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

I:l Newspaper D Friend |:| Billboard

Google |:| Used us Before Logo on Truck

D Other

OVERALL |

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you

with our most recent plumbing repair?

Ext I N

Extremely | (11 O2 Os Oa s e 7 Cls [Tlo Dd1o Extromely
3. To what extent did this repair service meet your expectations?

i |

szurF:;;i:av:ions |:|1 D2 DS EI4 D5 DG |:|7 DB Dg 10 :::ritzz:aizns
4. Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

Very Far F 7]

Yg:):k?;alrom |:|1 |:I2 |:|3 |:|4 D5 Ds |:|7 D8 |:|9 10 m)aut::]::al
5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Definitely Will Not ini i

vsenexttme [ 11 (]2 (3 [Ja (s [de [J7 [ds [o K1o Defnieywn
6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

pecommond " 1 2 Os Oa Os (e [I7 (s [lo [Rl1o  Dermtaywa
7. Please rate the telephone representative on the following:

Very Poor Excellent

Overall |:|1 |:|2 |:|3 I:I4 D5 I__.—|6 |:|7 |:|8 |:|9 JZHO
Courteous I:I‘] I:IQ D3 |:|4 D5 DG D7 DS I:lg 10
Knowledgeable I:|1 |:|2 I:I3 |:|4 |:|5 |:|6 I___|7 DS Dg E 10 (OVER)‘\



QUESTIONS ABOUT SCHEDULING

10.

11.

12.

Overall, how would you rate us on scheduling this repair service at your convenience?
Very 7 Excellent
Poor (01 O2 s s s e 7 Cs [le Kl1o

What day was your service scheduled for? (“X” ALL THAT APPLY)
[] Same day| called & Two days after | called [] Longer than three days after | called
[] The day after | called [ Three days after | called for ConNEmente

Generally, on which one day of the week would you prefer service?

[] sun. D<Imon. [ Tues. []Wed []Thurs. []Fri []Sat. [_]Noparticular day

Generally, what time of day would you prefer service?
51 moming [ Afternoon ] Evening (after 5p.m.) [_] No particular time

Were you contacted by phone to confirm the appointment? Yes [] No

QUESTIONS ABOUT THE REPAIR ITSELF

13.

14a.
14b.

15a.

15b.

16.

Please rate the service technician on the following:
Very Poor Excellent

Professionalism D 1 |:| 2 I:l 3 D 4 D 5 D 6 I:l 7 D 8 El 9 10
Knowledgeable D 1 D 2 I:I 3 D 4 D 5 I___-| 6 l:l 7 |___| 8 |___| 9 E 10
Explanation of Repair |:| 1 |:| 2 D 3 D 4 I:l 5 I:I 6 I:I 7 |:| 8 D 9 ,Zl 10 g:(::::: D

Did we complete the repair on our first trip to your home? [] Yes (skipT00.16)  [X] No (CONTINUE)
If no, was it because? (“X” ALL THAT APPLY)

[ apart had to be ordered

E] the technician could not fix or determine the problem and needed assistance

[:I the product failed again shortly after the first visit

IX] the product needed to be replaced or the technician determined the product is unrepairable

| other All2 We» Me o a‘?m g proea Toa \iléga e Wl O
If a part had to be ordered, how many days did it take to get the part and complete the repair?

|:| Same Day |:|1-3 days |:| 4-6 days D 7-8 days l:] More than 8 days |___| Part still on order

If a part had to be ordered, did we keep you informed about status? [ Yes [ No [i] Not applicable
How satisfied or dissatisfied were you with the time needed to complete the repair?

i (11 [l2 (s (s [CIs [e [O7 Ts Clo K10 satstiod

QUESTIONS ABOUT WNY PLUMBING CO.

17.

Please rate Western New York Plumbing on the following:
Very Poor Excellent

Trustworthiness |:|1 DZ |:|3 I___|4 I___|5 |___|6 |:|7 |:|8 I:lg E‘m
marwore 11 O Os s Os e 7 [ls o Kl1o

I:l Please check this box if you will also use an online rating service, Thank you!

Comments:

Woey Ve ey Uo\/ e howme OwWnte ??(‘p\amfz evedyThirg
worker> od— gve. Convenience |, M\\L, Jns Ovep T’ccl__/, {

If you would like us to call you, please fill in your telephone number: ( )
THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.
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www.wnyplumbing.com D{\N

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

l:l Newspaper |:| Friend |:| Billboard

[ ] Google E Used us Before || Logo on Truck

|:| Other

OVERALL

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you

with our most recent plumbing repair?

E | .

oenerea 11 B2 (s (04 Os e [7 CJs jdo [0 Exremen
3. Towhat extent did this repair service meet your expectations?

ourbpecmions |11 D2 (13 [Ja [ds [le [z s [Xlo (1o [areees
4.  Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

Very Far F

vorigea 11 L2 [ds [la s e L7 [ls fdo [l v,
5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Definitely Will N ini i

veenoamme . 11 [J2 (03 Cla [CIs (e Cl7 [s o [lio  Jemmey v
6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

petmtey wiitet [y [J2 [J3 [J4 (s [e [J7 [s Ko [J1o Demewva
7.  Please rate the telephone representative on the following:

Very Poor Excellent

Overall I:h |:|2 DS |:|4 I:I5 DB |:|7 @8 I:lg I:ho
Courteous |:|1 |:|2 |:|3 I:l4 |:|5 |:|6 D? @8 I:’Q D10
Knowledgeable [ |___|2 [a |:|4 DS |:|6 D? ‘QB |:|9 |:| 10 (OVER)%,



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenience?

P (1 O2 Os Oa Os e 07 [Ms Cle Clio Excellont

9.  What day was your service scheduled for? (“X” ALL THAT APPLY)

[ ] Same day | called [ ] Two days after | called [ ] Longer than three days after I called
[] The day after I called [_] Three days after I called

10.  Generally, on which one day of the week would you prefer service?

[ ] sun. [Imon. []Tues. []wed. []Thurs. [ ]Fi []Ssat EI No particular day

11.  Generally, what time of day would you prefer service?
g Morning |:| Afternoon |:| Evening (after 5p.m.) |:| No particular time

12.  Were you contacted by phone to confirm the appointment? [ ] Ves K No

QUESTIONS ABOUT THE REPAIR ITSELF

13.  Please rate the service technician on the following:
Very Poor Excellent

Professionalism |_—_| 1 |:| 2 I:l 3 |:| 4 I:l 5 |:| 6 I:I 7 D 8 JZI 9 D 10
Knowledgeable |:|1 |:|2 |:|3 I:I4 |:|5 I:l6 I:I7 DB Izg |:|10
Explanation of Repair |:| 1 D 2 I:I 3 I:I 4 I:l 5 D 6 l:l 7 D 8 9 I:l 10 z)i((;g?l:

14a. Did we complete the repair on our first trip to your home? [] Yes (skipToa.16)  [_] No (CONTINUE)

14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] apart had to be ordered

|:| the technician could not fix or determine the problem and needed assistance
|:| the product failed again shortly after the first visit
|:| the product needed to be replaced or the technician determined the product is unrepairable

|:| Other
15a. |If a part had to be ordered, how many days did it take to get the part and complete the repair?

|:| Same Day |:|1-3 days |:| 4-6 days D 7-8 days |:| More than 8 days |:| Part still on order
15b. Ifa part had to be ordered, did we keep you informed about status? [ ]ves [ No [] Notapplicable
16. How satisfied or dissatisfied were you with the time needed to complete the repair?

scatished (1 O2 Os Ta s e 7 s To [l1o seeres

QUESTIONS ABOUT WNY PLUMBING CO.

17.  Please rate Western New York Plumbing on the following:
Very Poor Excellent

Trustworthiness D1 |:|2 |:|3 EI4 DS I:IG |:|7 |:|8 9 |:|10
merwes (11 (2 Os O s e 7 s Mo Tho

I:l Please check this box if you will also use an online rating service, Thank you!

Comments: » .
2 clefloaet Serv Colly  JPlowwbd: 7 iwssS 9 red]
M&E—y : ,\\ b i

 you would like us to call you, please fill in your telephone nu
[HANK-YOU_EOR YOUR_HELPR! Please.return ) ) . . ~.o.ided.
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4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

|:| Newspaper |:| Friend |:| Billboard

|:| Google ‘gl Used us Before |:| Logo on Truck

|:| Other

OVERALL

2.  Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you

with our most recent plumbing repair?

Exti I

paremev, L1 L2 s [da Os [e [d7 [ [o 1o Extremely
3. To what extent did this repair service meet your expectations? -

Fell Far Bel

toubgectaions 11 (12 [13 [1a [1s [le [17 [ls [lo Ko  farfxceeded
4. Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

vorigear 1 02 Os Oa Os Oe 7 Cs Clo K10 yieres)
5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Defini i - i

Geenextime 11 (2 (03 [J4 s e (7 [ [lo [N1o  Defteywin
6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

Definitely Will Not ini i

reoomenona " 11 2 [s [ Os Oe [l7 [ls [lo [X1o  petinitel wa
7.  Please rate the telephone representative on the following:

Very Poor Excellent

Overall (01 2 Oz s s e 7 Os e M1o
Courteous (1 2 (s e s e 7 s e El1o
Knowledgeable |:|1 |:|2 |:|3 l:l4 |:|5 I:I6 D7 I:IS Dg EI"O (OVER)



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenience?
V Excellent
Pocr (11 2 s e s e 7 s [do K10
9.  What day was your service scheduled for? (“X” ALL THAT APPLY)
[ ] Same dayi called L] Two days after i called B4 Longer than three days after i called
[ ] The day after I called [ ] Three days after | called
10.  Generally, on which one day of the week would you prefer service?
[] sun. [Imon. []Tues. []wed [ ]Thurs. [ ]Fi []Sat g No particular day
11.  Generally, what time of day would you prefer service?
ﬁ Morning [_] Afternoon  [_] Evening (after 5p.m.) [_] No particular time
12.  Were you contacted by phone to confirm the appointment? @ Yes |:| No
QUESTIONS ABOUT THE REPAIR ITSELF
13.  Please rate the service technician on the following:

Very Poor Excellent
rofessionaism [ |1 (]2 [Ja [Ja [s [de [17 [ds o ¥l10
Knowledgeable |:|1 I:l2 l:|3 D4 D5 |:|6 D? |:|8 |___|9 Zho

. . Did Not
Explanation of Repair I:I1 |:|2 |:|3 |:|4 |:|5 |__—|6 D? |:|8 I:lg @10 Explain |:|
14a. Did we complete the repair on our first trip to your home? [] Yes (skipT0Q.16) ] No (CONTINUE)
14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] aparthad to be ordered
|:| the technician could not fix or determine the problem and needed assistance
|:| the product failed again shortly after the first visit
|:| the product needed to be replaced or the technician determined the product is unrepairable
[] other '
15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?
D Same Day |:|173 days |:| 4-6 days |:| 7-8 days g_ More than 8 days |:| Part still on order
15b. If a part had to be ordered, did we keep you informed about status? L] Yes [] No  [_] Not applicable
16.  How satisfied or dissatisfied were you with the time needed to complete the repair?
Extremely p Extremely
Dissatisfied (11 2 s e s e [7 @8 [ 1o [0 Satisfied
QUESTIONS ABOUT WNY PLUMBING CO.
17.  Please rate Western New York Piumbing on the following:

Very Poor Excellent

Trustw.orthines.s |:|1 I:Iz l:l3 I:l4 |:|5 l:]6 I:I7 I:IS Dg Eﬂ)
marvior 11 2 Os s Os Tle 7 Cls (e Ko

I___l Please check this box if you will also use an online rating service, Thank you!

Comments:

If you would like us to call you, please fill in your telephone number: ( )

THANK'YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.
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WNY PLUMBING €0

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

|___| Newspaper |:| Friend |___| Billboard
|:| Google E Used us Before m Logo on Truck
D Other

OVERALL

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?

Extremely |:|1 |:|2 L__I3 |:|4 |___|5 I:‘6 |:|7 |:|8 Dg @10 Extremely

Dissatisfied Satisfied

3. To what extent did this repair service meet your expectations?

szlt:rFl?;:eil:av:ions l:I 1 |:|2 D3 L___l 4 D5 D6 |:| 7 |___| 8 |:|9 ﬁ 10 Far Exceeded

Your Expectations

4.  Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

yovrarfrom M4 2 s e s [e 7 [ls [o @10 Matches

Your Ideal

5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Biﬂ'ﬂfzml"“ I:l_l |:|2 DB I:l4 DS DG |:|7 |:|8 DQ wm Definitely Will

Use Next Time

6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

Definitely Will Not |:|1 D2 DS D 4 |:|5 DB D7 |:|8 |:|9 Mm Definitely Will

Recommend Recommend

7.  Please rate the telephone representative on the following:

Very Poor Excellent

Overall D1 |:|2 DS I:I4 |:|5 DG |:|7 |:|8 DQ &]10
Courteous |:|1 DQ |:|3 |:|4 |:|5 |:|6 |:|7 |:|8 |:|9 QKHO
Knowledgeable I:l-l |:|2 |:|3 I___|4 DS |:|6 |:|7 EIB |:|9 E‘IO (OVER)



QUESTIONS ABOUT SCHEDULING

8. - Overall, how would you rate us on scheduling this repair service at your convenience?
V Excellent
Poor (1 Cl2 O Oda [Is [Cle [l7 s [le 10
9. What day was your service scheduled for? (“X” ALL THAT APPLY)
|:| Same day | called |:| Two days after | called E Longer than three days after | called
[ ] The day after I called [_] Three days after I called
10.  Generally, on which one day of the week would you prefer service?
|:| Sun. |:| Mon. |:| Tues. |___| Wed. I:I Thurs. |:| Fri. El Sat. @ No particular day
11.  Generally, what time of day would you prefer service?
m Morning |:| Afternoon |:| Evening (after 5p.m.) |:| No particular time
12.  Were you contacted by phone to confirm the appointment? E Yes |:| No
QUESTIONS ABOUT THE REPAIR ITSELF
13.  Please rate the service technician on the following:

Very Poor Excellent
roessonaisn [ [1 [ ]2 [Js [Ja [s [de L7 s Lo k1o
Knowledgeable |:|1 DQ I:IS |:|4 L__|5 |:|6 |:|7 I:IS |:|9 Z;I'IO

. . ' Did Not
explanationofrepar | |1 [ |2 [ 13 [ Ja [ls [ e [17 [ s [lo E:hg Explain ]
14a. Did we complete the repair on our first trip to your home? M Yes (SKIPT0.16)  [_] No (CONTINUE)
14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] apart had to be ordered
|:| the technician could not fix or determine the problem and needed assistance
|:| the product failed again shortly after the first visit
E] the product needed to be replaced or the technician determined the product is unrepairable
E] Other
15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?
I:l Same Day |:|1-3 days |:| 4-6 days D 7-8 days D More than 8 days |:| Part still on order
15b. If a part had to be ordered, did we keep you informed about status? ] Yes [ ] No  [_] Not applicable
16. How satisfied or dissatisfied were you with the time needed to complete the repair?
Extremely Extremely
Dissatisfied (11 O s e s e [7 [s [Llo E‘lo Satisfied
QUESTIONS ABOUT WNY PLUMBING CO.
17.  Please rate Western New York Plumbing on the following:

Very Poor Excellent

meworniess [ 11 [J2 (3 [Ja s [le [z [ls [lo gw
S{%&'Jﬂi"“‘“" (11 O Os Oa s e L7 Ol [ K10

Please check this box if you will also use an online rating service, Thank you!

Comments:

If you would like us to call you, please fill in your telephone number: ( )

THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.
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WNY PLUNBING €O

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

[ ] Newspaper [ ] Friend [ ] Billboard

|:| Google |:| Used us Before |:| Logo on Truck

N Other - j;f’e-lcg yser of Youp Seryices
OVERALL

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?

Extremely Eh |:|2 |:|3 |:|4 D5 I:IG |:|7 I:IB Dg M10 Extremely

Dissatisfied Satisfied

3. To what extent did this rebair service meet your expectations?

$§:ng;:et:::awtions I—_—I 1 I—_—| 2 D 3 |:| 4 D 5 I____l 6 D 7 D 8 D 9 m 10  FarExceeded

Your Expectations

4.  Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

Voorraea " [J1 02 Os Oa Os Ce CO7 Cs Co X0 Yares

Your Ideal

5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Siirntee;)t/nl::eNot (11 2 [ Cla [s (e [17 s [o M"O Definitely Will

Use Next Time

6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

Definitely Will Not |'_“|1 DZ D3 |:| 4 DS |:|6 |:|7 |:|8 Dg mm Definitely Will

Recommend Recommend

7.  Please rate the telephone representative on the following:

Very Poor Excellent

Overall (11 O s s s e 7 s e Xito
Courteous |:|1 I:IQ |:|3 D4 D5 |:|6 I___I7 |:|8 Dg ,10
Knowledgeable |:|1 |:|2 |:|3 |__—|4 |:|5 EI6 D? D8 |:|9 EI 10 (OVER)



QUESTIONS ABOUT SCHEDULING

Very Poor Excellent

Trustw.orthines-s |:|1 |:|2 D3 I:l4 |:|5 DG D7 DS |:|9 _M‘IO
merwor 11 (2 [J3 4 s e 7 s e Xl1o

I:l Please check this box if you will also use an online rating service, Thank you!

8. Overall, how would you rate us on scheduling this repair service at your convenience?
Vi Excellent
Poor (11 e s 4 Os e 7 [ls e Kl1o
9. What day was your service scheduled for? (“X” ALL THAT APPLY)
Same day | called [] Two days after | called [] Longer than three days after | called
The day after | called [] Three days after | called
10.  Generally, on which one day of the week would you prefer service?
[] sun. [Imon. []Tues. [Jwed. []Thurs. [ ]Fri. []sat m No particular day
11.  Generally, what time of day would you prefer service?
[] Morning [_] Afternoon  [_] Evening (after 5p.m.) [X] No particular time
12. Were you contacted by phone to confirm the appointment? m Yes [ ] No
QUESTIONS ABOUT THE REPAIR ITSELF
13.  Please rate the service technician on the following:
Very Poor Excellent
Professionalism I:h |:|2 |:|3 |:|4 |:|5 |___|6 D? I:IS DQ Kl‘lo
Knowledgeable |:|1 |:|2 I:IS |:|4 |:|5 DG |:|7 |:|8 |:|9 IXHO
. . : Did Not
epanatonofhepair [ 11 [J2 [13 [Ja [ds [de [J7 (s [Jo X110  expun LI
14a. Did we complete the repair on our first trip to your home? ]X| Yes (SKIPT0Q.16) [ _] No (CONTINUE)
14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] apart had to be ordered
|:| the technician could not fix or determine the problem and needed assistance
I:l the product failed again shortly after the first visit
|:| the product needed to be replaced or the technician determined the product is unrepairable
|:| Other
15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?
D Same Day |:|1-3 days |:| 4-6 days I:I 7-8 days |:| More than 8 days |:| Part still on order
15b. If a part had to be ordered, did we keep you informed about status? L1 Yes [_] No [_] Not applicable
16.  How satisfied or dissatisfied were you with the time needed to complete the repair?
Extremely Extremely
Dissatisfied (11 O s e s e 7 s [o JXHO Satisfied
QUESTIONS ABOUT WNY PLUMBING CO.
17.  Please rate Western New York Plumbing on the following:

Comments:

T rejleld effer howrs o Say 2ty Swmp p«mla We < J\//»j -—stfr Fheir Pret

43,”,4-,“(,,-[/ the Yery net A?av’ )(low Ae \,byu b0t +h et
If you would like us to call you, please fill in your telephone number ( )

THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.
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WNY PLUMBING €0

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)
D Newspaper |:| Friend |:| Billboard
|:| Google E Used us Before |:| Logo on Truck
|:| Other
OVERALL
2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?
Ext I
oeeenetea 11 L2 D3 [l [ds [de L7 Lls [lo fd1o  Exreme
3. To what extent did this repair service meet your expectations?
Fell Far Bel
towemeetons (11 (12 [la [a s Cle [l7 Kls [lo [l1o  FerBoeeted
4.  Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?
Ve
Yorigea 1 02 Os 04 Os Oe 7 [s [lo [lio fieres)
5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?
eanerttme™ Ot Oz Os s Os Os 07 Ts s §dto Setvierie,
6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?
Definitely Will Not ini i
pecommend 11 L2 T3 [a Os [le L7 Uls [lo Bdto  pettetywm
7.  Please rate the telephone representative on the following:

Very Poor Excellent

Overall (11 2 Os Oa s Oe 7 Cs e [1o
Courteous (01 2 s e s e 7 s e Tl1o
Knowledgeable |:|-| |:|2 |:|3 |:|4 |:|5 I:IG I:I7 I:IS |:|9 D'IO (OVER)



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenience?
vV Excellent
Poor (01 2 Os a4 s e 7 s [ 1o
9. What day was your service scheduled for? (“X” ALL THAT APPLY)
[ ] same day | called [ Two days after | called (] Longer than three days after | called
[ ] The day after I called [ ] Three days after I called
10.  Generally, on which one day of the week would you prefer service?
[] sun. [ Imon. [ ]Tues. [ ]wed. []Thurs. []Fri. []Sat. [_] No particular day
11.  Generally, what time of day would you prefer service?
& Morning | Afternoon  [_] Evening (after 5p.m.) [ ] No particular time
12.  Were you contacted by phone to confirm the appointment? D Yes |:| No
QUESTIONS ABOUT THE REPAIR ITSELF
13.  Please rate the service technician on the following:
Very Poor Excellent
Professionalism [11 2 [z [a [Is [[1e [[17 [1s [o @10 Riciky —
, Sy —
kmoweageabie |11 [ |2 []3 [14 [s [l [7 [ds [Jo [X]10 Koz LN n
. . Did Not
Explanation of Repair I:l‘] DQ D3 I:I4 I:|5 I:IG |:|7 |:|8 |:'9 g‘]o Explain I:I
14a. Did we complete the repair on our first trip to your home? [ Yes (skiPT0Q.16) [ _] No (CONTINUE)
14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] aparthad to be ordered
D the technician could not fix or determine the problem and needed assistance
[:] the product failed again shortly after the first visit
D the product needed to be replaced or the technician determined the product is unrepairable
D Other
15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?
D Same Day |:|1-3 days |:| 4-6 days D 7-8 days |:| More than 8 days [:l Part still on order
15b. If a part had to be ordered, did we keep you informed about status? []Yes [] No [_] Notapplicable
16. How satisfied or dissatisfied were you with the time needed to complete the repair?
Extremely Extremely
Dissatisfied (11 Ol s 4 [Is e 7 [s e [1o Satisfied
QUESTIONS ABOUT WNY PLUMBING CO.
17.  Please rate Western New York Plumbing on the following:

Very Poor Excellent

Trustwortiness (1 2 O3 s s e 7 s e 1o
marwor 11 2 O3 Oa s e 7 [l [le [1o

|:| Please check this box if you will also use an online rating service, Thank you!

Comments:

If you would like us to call you, please fill in your telephone number: ( )
THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.
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4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

[ ] Newspaper [ ] Friend [ ] Billboard

|:| Google &Used us Before |:| Logo on Truck

|___| Other

OVERALL

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you

with our most recent plumbing repair?

Ext I

seme, 01 02 Os Oa Os O 07 Oe Oo Ko Svemen
3. To what extent did this repair service meet your expectations?

Fell Far Bel

vwurbpecaions 11 (12 [13 [J4 (s (e 7 s [o Jﬂm o Exceeded
4. Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

Very Far F

Vwrekem 0y (o s O Os s O7 s Clo Jio M
5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

initely Wi . i

v O O2 Os Os Os Os O7 s Do oo v,
6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

Definitely Will Not ini i

comenie (1 [p (o [l s O C7 Cls Co fro semarn
7.  Please rate the telephone representative on the following:

Very Poor Excellent

Overall (11 e Os Oa Os Ce C7 s Te Ho
Courteous (01 O OIs Ola s e 7 Os Mo Ho
Knowledgeable I:I-I |:|2 |:|3 |:|4 |:|5 |:|6 |:|7 I:|8 I:|9 &0 (OVER)V’\



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenience?
Very Excellent
e e Os s Us Ue 07 Os K Ko
9.  What day was your service scheduled for? (“X” ALL THAT APPLY)
ame day | called |:| Two days after | called |:| Longer than three days after | called
[ ] The day after | called (] Three days after | called
10.  Generally, on which one day of the week would you prefer service? '
[] sun. [ JMmon. [JTues. [ Jwed. []Thurs. []Fi. []Sat IZJ:NO particular day
11.  Generally, what time of day would you prefer service?
l:l Morning Afternoon |:| Evening (after 5p.m.) |:| No particular time
12.  Were you contacted by phone to confirm the appointment? D Yes Zr No
QUESTIONS ABOUT THE REPAIR ITSELF
13.  Please rate the service technician on the following:

Very Poor Excellent
rosssonaion. [ 1 [J2 [(J3 [(Ja [Is [Ie 7 s Cle Mo
Knowledgeable I—_—I'I DQ |:|3 |___|4 |__—|5 DG D? |:|8 DQ &0

Did Not
ematonorrepar [ 11 (12 [13 [J4a [15 [ds (07 (e (o P10 oo L
14a. Did we complete the repair on our first trip to your home? /ﬁ\Yes (SKIPT0Q.16) [ ] No (CONTINUE)
14b. If no, was it because? (“X” ALL THAT APPLY)
[] apart had to be ordered
EI the technician could not fix or determine the problem and needed assistance
[ ] the product failed again shortly after the first visit
El the product needed to be replaced or the technician determined the product is unrepairable
|:| Other
15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?
|:| Same Day |:|1-3 days |:| 4-6 days |:| 7-8 days |:| More than 8 days |:| Part still on order
15b. If a part had to be ordered, did we keep you informed about status? [ ]Yes []No [] Notapplicable
16. How satisfied or dissatisfied were you with the time needed to complete the repair?
Extremely Extremely
Dissatisfied (11 (2 O3 [Ja [ds [le [z [ls [lo m‘l 0 Satisfied
QUESTIONS ABOUT WNY PLUMBING CO.
17.  Please rate Western New York Plumbing on the following:

Very Poor -' Excellent

Trustworthiness |:|1 |:|2 DS |:|4 |:|5 |:|6 I:l? I___|8 Dgﬁ

merwere - [J1 2 Oz 4 Os Tle 7 s [l |:|10?

[:l Please check this box if you will alsc use an online rating service, Thank you!

Cmmew WAC CREAT—  CyST~ WAS T00 Hl6H Bur Porsndly

EQRu TO 07/7712 /ZMA//‘?(J =
) 1 %

If you would like us to call you, please fill i |n your telephone number: (

THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.
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WNY PLUMBING €0

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

|:| Newspaper D Friend D Billboard
|:| Google E Used us Before I___| Logo on Truck
|:| Other

OVERALL

2.  Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?

Extremely I:h Dz L__|3 |:|4 |:|5 |:|6 D7 I:|8 |:|g 10 Extremely

Dissatisfied Satisfied

3. To what extent did this repair service meet your expectations?

:z::r:;::%ons |:|1 DQ |:|3 |__—|4 D5 I:IS D? DB |:|g 10 Far Exceeded

Your Expectations

4. Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

rreren [y O s Oa s O 7 Cs Co Rl Meees

Your Ideal

5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Ezfeir;it;:;t,m:leNot |:|1 DZ DS D4 DS DG D7 |:|8 DQ @/10 Definitely Will

Use Next Time

6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

322::‘e':¥e\:‘vgl Not D‘l |:|2 |:|3 D 4 |__'|5 DG |:|7 DB |:|9 @10 Definitely Will

Recommend

7.  Please rate the telephone representative on the following:

Very Poor Excellent

Overall (1 2 Os s s e 7 s o Bto
coteoss  []4 [J2 s [a s e [O7 s o 1o
Knowledgeable D1 I:l2 |:|3 D4 |:|5 |:|6 D? |:|8 |:|9 E'IO (OVER)



QUESTIONS ABOUT SCHEDULING

©w

10.

11.

12.

Overall, how would you rate us on scheduling this repair service at your convenience?
Poor (01 e s Oa s e 7 s Ko Ko

What day was your service scheduled for? {“X” ALL THAT APPLY)

Excellent

[ ] same day | called [ ] Two days after | called [ ] Longer than three days after | called

[ ] The day after I called [_] Three days after | called - /N

Generally, on which one day of the week would you prefer service?

(] sun. [ Jmon. []Tues. [ ]wed. [ ]Thurs. [ ]Fi []Sat Q No particular day

Generally, what time of day would you prefer service?
?r Morning | Afternoon [ | Evening (after 5p.m.) [_] No particular time

Were you contacted by phone to confirm the appointment? [A'Yes [ No

QUESTIONS ABOUT THE REPAIR ITSELF

13.

14a.
14b.

15a.

15b.

16.

Please rate the service technician on the following:
Very Poor Excellent

Professionalism I:I 1 |:| 2 D 3 I:I 4 |:| 5 |:| 6 I:I 7 I:I 8 D 9 10
Knowledgeable I:I 1 I:I 2 |:| 3 l:l 4 D 5 D 6 D 4 I:I 8 |:| 9 @1 0
Explanation of Repair I:I 1 I:I 2 I:l 3 |:| 4 I:l 5 |:| 6 D 7 |:| 8 I:I 9 ﬁ 10

Did we complete the repair on our first trip to your home? [A1Nes (skip 0 a.16) [ _] No (CONTINUE)

If no, was it because? (“X” ALL THAT APPLY)

[ ] apart had to be ordered

I___| the technician could not fix or determine the problem and needed assistance

[] the product failed again shortly after the first visit

E the product needed to be replaced or the technician determined the product is unrepairable
Other

If a part had to be ordered, how many days did it take to get the part and complete the repair?
|:| Same Day D1-3 days |:| 4-6 days |:| 7-8 days D More than 8 days EI Part still on order

If a part had to be ordered, did we keep you informed about status? [] Yes [] No [] Not applicable

How satisfied or dissatisfied were you with the time needed to complete the repair?

reers 11 (2 Os s Os e 7 s [e &d1o

Did Not
Explain

Extremely

Satisfied

L]

QUESTIONS ABOUT WNY PLUMBING CO.

17.

Please rate Western New York Plumbing on the following:
Very Poor Excellent

msworivess [ 11 [ ]2 [1s [Ja [s [le [l7 [Js [Jo K10
Tarwere 1 Oe Os O Os Oe 07 Os To Pho

|:| Please check this box if ybu will also use an online rating service, Thank you!

Comments:

If you would like us to call you, please fill in your telephone number: ( )

THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.




WNY PLUMBING CO

(o : m
4425 Walden Avenue

Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

|:| Newspaper Friend ' |:| Billboard
I:I Google Used us Before |:| Logo on Truck

|:| Other

1. Where have you seen\;%rd about WNY Plumbing? (“X” ALL THAT APPLY)
L]

OVERALL

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?

Extremely |:|1 |:|2 I:l3 |:|4 |:|5 I:IG |—__|7 |:|8 |zr9 |:|10 Extremely

Dissatisfied Satisfied
3. To what extent did this repair service meet your expectations?
Yo romttions 11 (2 (I3 e [s [e 7 s zfg [ ]10  FarExceeded

Your Expectations

4. Imagine an ideal repair service. How well did WNY Plumbing compare with your idgal?

¥ce)2:'ll::;a'irom I:|1 DZ |:|3 [I4 |:|5 D6 D? |___|8 9 |:|10 Matches

Your Ideal

5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Bziir;‘iteez.l\!;lri:‘leNot D_I Dz I:IS |:|4 D5 I:IG |:|7 I:IS d’g D10 Definitely Will

Use Next Time

6.  How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

gzggzegemu Not |:|1 D2 DS |:| 4 |:|5 |:|6 |:|7 |:|8 9 |___]10 Definitely Will

Recommend

7.  Please rate the telephone representative on the following:

Overall l:h |__—|2 |:|3 |:|4 DS |:|6 |:_|7 D8 lj D10
Courteous |:|1 |:|2 |:|3 I:I4 D5 |:|6 D? |:|8 |:|10
Knowledgeable D 1 D 2 |:| 3 D4 D5 |:|6 I:I 7 I:l8 9 I__—l 10 (OVER)



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenienge?

:ﬁg D'I DZ DS |:|4 |:|5 []6 |:|7 8 |:|9 |:|10 Excellent

9. What day was your service scheduled for? (“X” ALL THAT APPLY)
[] same day | called [ ] Two days after | called [/ Longer than three days after | called
[ ] The day after | called - [ ] Three days after | called Because we had fo wal IL hor

10.  Generally, on which one day of the week would you prefer service? 79 4 ’D 4 //M’\k

[] sun. [ Jmon. []Tues. [ ]wed. [ ]Thurs. []Fri. []Sat. E/o particular day

11.  Gengrally, what time of day would you prefer service?
| é Morning [ ] Afternoon  [] Evening (after 5p.m.) [_] No particular time

12.  Were you contacted by phone to confirm the appointment? Yes [] No

QUESTIONS ABOUT THE REPAIR ITSELF

13.  Please rate the service technician on the following:

Professionalism |:| 1 |:| 2 D 3 |:| 4 D 5 D 6 I:I 7 |:| 8 I:I 9 IZ{O
Knowledgeable |:| 1 D 2 I___l 3 I:I 4 D 5 I:I 6 |:| s I:I 8 9 I:I 0
Explanation of Repair |:| 1 I:I 2 D 3 D 4 D 5 I:I 6 D 4 D 8 I:I 9 d

14a. Did we complete the repair on our first trip to your home? [_] Yes (sKiP T0 0.16) |_7_(N0 (CONTINUE)

14b. If ng, was it because? (“X” ALL THAT APPLY)
IJO a part had to be ordered
|:| the technician could not fix or determine the problem and needed assistance
|:| the product failed again shortly after the first visit
E the product needed to be replaced or the technician determined the product is unrepairable
Other

Did Not
Explain D

15a. If a part had to be ordered, how myany days did it take to get the part and complete the repair?
|:| Same Day |:|1-3 days 4-6 days |___| 7-8 days I:l More than 8 days |:| Part still on order

15b. If a part had to be ordered, did we keep you informed about status? IE/Yes ] No [_] Notapplicabie
16. How satisfied or dissatisfied were you with the time needed to complete the repair? -

Dlscatifind (11 Oe Os 4 Os Ce 07 Ms Clo Cl1o sutes
QUESTIONS ABOUT WNY PLUMBING CO.

17.  Please rate Western New York Plumbing on the following:
Very Poor Excellent

Trustw.orthines.s |:|1 DQ DS |:|4 |:|5 DG D7 DS 9 D'IO
mearwo 11 2 s 04 s e 7 s Me [0

I:I Please check this box if you will also use an online rating service, Thank you!

CN mments:

Uve, pleacod wikh @rvice. wWe undergiood Himing 1o get 79 gal
WK {n. Ved Ll nfo vawmw,hlf/ Lechnician -

If you would like us to call you, please f||| in your telephofte number: ( )
THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.

AL
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4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

|:| Newspaper |:| Friend D Billboard
|:| Google " Used us Before Logo on Truck
|:| Other

OVERALL

2.  Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?

Extremely [0 02 Os Ua [ls e L7 [ls [lo [XJ10  Extremey

Dissatisfied Satisfied

3. To what extent did this repair service meet your expectations?

\Frﬁ::fgifeﬂf:'ﬁons I:l 1 |:|2 DS |:|4 |:| 5 |:|6 |:| 7 Dg |___|9 |Z] 10 Far Exceeded

Your Expectations

4. Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

‘Ylgz"l::eralimm D1 |:|2 |:|3 D4 D5 DG D7 |:|8 I:lg 10 Matches

Your Ideal

5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

3:feir:tee):¥1\!\illi1!‘leNot D1 |:|2 DS I:|4 I:IS |:|6 D7 I:Is Dg @10 Definitely Will

Use Next Time

6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

Definitely Will Not |:|1 |:|2 DS |:| 4 |___|5 |:|6 |:|7 |:|8 |:|9 @ 10  Definitely Will

Recommend Recommend

7.  Please rate the telephone representative on the following:
Very Poor Excellent

Overall (11 2 Ods [da s [le 7 s o M1o
Courteous |:|1 |:|2 |:|3 |:14 |:|5 I:'G I:l? l—_—|8 |:|9 10
Knowledgeable |___|-| I:Iz |___|3 |:|4 I:l5 Dﬁ I:l? |:|8 I:IQ &10 (OVER)



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenience?
Vi R 7 Excellent
i (11 2 s e s [l 7 s e X1o
9.  What day was your service scheduled for? (“X” ALL THAT APPLY)
Same day | called [ ] Two days after | called [ ] Longer than three days after | called
The day after | called |:| Three days after | called
10.  Generally, on which one day of the week would you prefer service?
(] sun. [Imon. []Tues. []wed [ ]Thurs. []Fri. []Sat. B No particular day
11.  Generally, what time of day would you prefer service?
[] Morning [ Afternoon [ ] Evening (after 5p.m.) No particular time |
12.  Were you contacted by phone to confirm the appointment? |:| Yes No |
QUESTIONS ABOUT THE REPAIR ITSELF
13.  Please rate the service technician on the following:
Very Poor Excellent
rofessionaism [ {1 ]2 []a [Ja [5 [ [17 [ds [o Xl1o0
moweageare | ]1 [ 12 [J3 [Ja [Js e [7 [s o Kl1o
. . Did Not
expranationof Repair [ |1 [ ]2 [13 [J4 [s [6 [J7 [ds [Jo X10  epan [J
14a. Did we complete the repair on our first trip to your home? Yes (SKIPT0Q.16) [ ] No (CONTINUE)
14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] apart had to be ordered
D the technician could not fix or determine the problem and needed assistance
El the product failed again shortly after the first visit
|:| the product needed to be replaced or the technician determined the product is unrepairable
[:| Other
15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?
|:| Same Day |:|1-3 days |__—| 4-6 days |:| 7-8 days D More than 8 days |:| Part still on order
15b. Ifa part had to be ordered, did we keep you informed about status? [ Yes [_] No  [_] Not applicable
16. How satisfied or dissatisfied were you with the time needed to complete the repair?
Extremely Extremely
Dissatisfied (11 U2 s a4 [s e 7 [s [Lle &]10 Satisfied
QUESTIONS ABOUT WNY PLUMBING CO.
17.  Please rate Western New York Plumbing on the following:

Very Poor Excellent

mstwortiness [ 14 [ ]2 [ [Ja [Js [de L7 [ls [do Mo
marwore 11 o s s s e 7 s [Tlo 410

I:I Please check this box if you will also use an online rating service, Thank you!

Comments:

If you would like us to call you, please fill in your telephone number: ( )
THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.




WNY PLUMBING €0

www.wnyplumbing.com Uﬁ;&

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

|:| Newspaper |:| Friend |:| Billboard
|:| Google JZ/Used us Before /Z Logo on Truck
|:| Other

OVERALL

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?

Extremely (11 2 Os 4 Os e 7 [ Cle Ao Exwemely

Dissatisfied Satisfied

3. To what extent did this repair service meet your expectations?

53::::;:‘:::2';0“3 |:|1 I:IZ DS D4 l:l5 DG I:|7 /ng |:|9 D10 FarExceede.d

Your Expectations

4. Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

¥§3ll=:;;rom |:|1 I:l2 |:|3 |:|4 I—_—|5 |:|6 |:|7 I__—lg I:lg Z-IO Matches

Your Ideal

5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Dt (1 (D2 (s (4 Os (e (7 e o o ety

Use Next Time

6. How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

Eiﬁﬁﬁe,'.fe‘ﬂ" Not |___|.| [:|2 |’_"|3 |:| 4 DS D6 |:|7 |:|8 Dg ﬁm Definitely Will

Recommend

7. Please rate the telephone representative on the following:

Very Poor Excellent

Overall (11 Ol Ods Oda Os Lle |:|7 [ls D9/Z|/10
Courteous |:|1 DQ DS D4 L__|5 I:]G D7 l:l8 I:Ig /Z1
Knowledgeable |:|1 I:lz |:|3 |___|4 |:|5 DG |:|7 I:IB Dg Z/O

(OVER)



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenience?

vory (1 (2 s 4 s Cle 7 s I:|9JZ|70 Broelient

9.  What day was your service scheduled for? (“X” ALL THAT APPLY) }{s

o~
[ ] same day!| called Two days after | called ) Q,W'@‘ [ ] Longer than three days after | called
[ ] The day after I called EThree days after | called St ;7’

10.  Generally, on which one day of the week would you prefer service?

L] sun. [Imon. [Jtues. [Jwed []thus. []Fi []sat No particular day

11.  Generally, what time of day would you prefer service?
[] Moming [] Afternoon /Z);/ening (after 5p.m.) [_] No particular time

12.  Were you contacted by phone to confirm the appointment? QYBS |:| No

QUESTIONS ABOUT THE REPAIR ITSELF

13.  Please rate the service technician on the following:
Very Poor Excellent

Professionalism D 1 |:| 2 I:l 3 I:' 4 |___| 5 |:| 6 D 7 D 8 |:| 9 2/1 0
Knowledgeable D 1 l:l 2 D 3 |:| 4 D 5 I:I 6 |:| 7 I:l 8 D 9 /Eq 0
Explanation of Repair |:| 1 I:' 2 D 3 |:| 4 l:l 5 D 6 |___| 7 |:| 8 I:l 9 ,B/'I 0 2:;;:: D

14a. Did we complete the repair on our first trip to your home? /Z/Yes (SKIPT0Q.16)  [_] No (CONTINUE)

14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] aparthad to be ordered

|:| the technician could not fix or determine the problem and needed assistance
|:| the product failed again shortly after the first visit
|:| the product needed to be replaced or the technician determined the product is unrepairable

|:| Other

15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?

I:l Same Day |:|1-3 days |:| 4-6 days |:| 7-8 days |:| More than 8 days |:| Part still on order
15b. If a part had to be ordered, did we keep you informed about status? ] Yes [_] No  [_] Not appiicable
16.  How satisfied or dissatisfied were you with the time needed to complete the repair?

seatistied (01 O2 Os 4 Os e (07 s Do F10 Shreme

QUESTIONS ABOUT WNY PLUMBING CO.

17.  Please rate Western New York Plumbing on the following:
Very Poor Excellent

Trustworttiness (11 2 Os s s e 7 KOs Ko Fl1o
marwere 11 e s Oa s e (7 s e H10

D Please check this box if you will also use an online rating service, Thank you!

Cfﬁmf;:i R Second Ko in 2 mondhS | codled bsiamot my doilel Was finning. | qu@g%rea

ot béino) c'hargea Cor labst on TN SE 0D vioit -
If you would like us to call you, please fill in your telephone number: ( )
THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.
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WNY PLUNBING €O

4425 Walden Avenue
Lancaster, NY 14086

We would like to thank you for giving WNY Plumbing the opportunity to service the plumbing in your home. We are
dedicated to providing quality service. In order to help us improve our quality of service to you, please take a minute to
answer this important survey.

1. Where have you seen or heard about WNY Plumbing? (“X” ALL THAT APPLY)

|:| Newspaper |:| Friend |:| Billboard
|:| Google |:| Used us Before |:| Logo on Truck
Other

OVERALL

2. Considering everything from your initial call to the completion of the repair, how satisfied or dissatisfied were you
with our most recent plumbing repair?

praremely (1 O2 Os Oa Os Oe [z s (o Sd1o  exremey

Dissatisfied Satisfied

3. Towhat extent did this repair service meet your expectations?

zﬂ::;;i:::vﬁons D1 I:l2 |:|3 |:|4 I:I5 |:|6 |___|7 |:|8 Dg AB‘IO Far Exceeded

Your Expectations

4. Imagine an ideal repair service. How well did WNY Plumbing compare with your ideal?

g 01 Oz Os Oa Os O 7 Cs Co o M

Your Ideal

5. How likely or unlikely are you to use WNY Plumbing the next time you need plumbing service?

Szzr;i;;eg_\lfmeNot (1 2 CIs [Ja s e 7 [ls [lo %O Definitely Will

Use Next Time

6.  How likely or unlikely are you to recommend WNY Plumbing Services to a friend?

g:g:iege\:‘v;u Not D1 |:|2 |:|3 L__| 4 I:IS |:|6 |:|7 DB |:|9 JZHO Definitely Will

Recommend

7. Please rate the telephone representative on the following:

Very Poor Excellent

Overall I:l‘] |:|2 |:|3 D4 I:I5 |:|6 D7 I:|8 Dg %0
Courteous |:|1 |:|2 |:|3 |:|4 |:|5 I:IG I:I? |:|8 I:lg E{IO
Knowledgeable |:| 1 D 2 I:I 3 |:| 4 I___l 5 I:I 6 D 7 D 8 I:I 9 ,qu (OVER)



QUESTIONS ABOUT SCHEDULING

8. Overall, how would you rate us on scheduling this repair service at your convenience?
V Excellent
w1 02 Os s Os Oe O7 s Ko Ko !
9.  What day was your service scheduled for? (“X” ALL THAT APPLY)
%{ Same day | called [ ] Two days after | called [ ] Longer than three days after | called
The day after | called |:| Three days after | called
10. Generally, on which one day ef the week would you prefer service?
[] sun. [] Mon. Tues. Wed. Thurs. [ ] Fri. [] Sat. [_] No particular day
11.  Gengfally, what time of day would you prefer service?
Moning || Afternoon  [_] Evening (after 5p.m.) [_] No particular time
12.  Were you contacted by phone to confirm the appointment? Yes [ No
QUESTIONS ABOUT THE REPAIR ITSELF
13.  Please rate the service technician on the following:

Very Poor Excellent
ssanaion (11 (2 (I3 (14 [Js (I [J7 (e Cle Ko
Knowledgeable D1 |:|2 |___|3 |:|4 D5 |:|6 I:I? |___|8 Dg %0

. . Did Not
expianationofRepair | |41 [ J2 [ ]3 [ Ja [5 [le [ 17 s [lo JZ{O Explaln []
14a. Did we complete the repair on our first trip to your home? M Yes (SKIPT0Q.16) [ ] No (CONTINUE)
14b. If no, was it because? (“X” ALL THAT APPLY)
[ ] aparthad to be ordered
l:l the technician could not fix or determine the problem and needed assistance
EI the product failed again shortly after the first visit
|:I the product needed to be replaced or the technician determined the product is unrepairable
|:| Other
15a. If a part had to be ordered, how many days did it take to get the part and complete the repair?
|:| Same Day |:|1-3 days |:| 4-6 days D 7-8 days I___I More than 8 days |_—_| Part still on order
15b. If a part had to be ordered, did we keep you informed about status? L1 Yes [_] No  [_] Not applicable
16. How satisfied or dissatisfied were you with the time needed to complete the repair? \_
Extremely Extremely
Dissatisfied (11 O Os O Os e [z Cls o \1 0 Satisfied
QUESTIONS ABOUT WNY PLUMBING CO.
17.  Please rate Western New York Plumbing on the following:

Very Poor celle

Trustworthiness (11 O Os Cla s e 7 [ls o /N0
Sandnometind 1 2 O e Os e 07 s e Xio

D Please check this box if you will also use an online rating service, Thank you!

Cmmemsi/ﬁ/tmt’c%m erL %,au/b me ,

If you would like us to call you, please fill in your telephone number: ( )

THANK YOU FOR YOUR HELP! Please return this questionnaire in the postage-paid envelope provided.




