FINAL QUESTIONNAIRE
QUESTIONNAIRES
EMPLOYEE QUESTIONNAIRE

Dear employee,

This questionnaire has been designed to collect data to ascertain the effect of privatisation on customer services at Swaziland Water Services Corporation (SWSC).  You will remember that SWSC was privatised in 1994, before which it was a government department in the Ministry of Natural Resources.

Please note that:

1. The questionnaire should not take more than 10 minutes to complete;

2. Your cooperation is valued and will ensure the success of the research;

3. Any information given will be treated with the strictest confidentiality;

4. It is important for the research that you answer honestly;

5. There are no correct or incorrect answers;

6. The results may be used by SWSC to improve customer service.

Instructions for completing the questionnaire:

1. Place a tick in the appropriate box.

2. Please rate the following statements on a scale of 1 to 5, where 

· 1 is strongly disagree,

· 2 is disagree,

· 3 is neither agree nor disagree,

· 4 is agree,

· 5 is strongly agree.

3. For each statement, please enter your observation before AND after privatisation, so that these may be compared.

Thank you in advance for your support.

	STATEMENT
	RESPONSES

	
	1 BEFORE

PRIVATISATION
	AFTER

PRIVATISATION

	1.
MOTIVATION

a) You are motivated to perform well in your

    job. 


	
	
	
	
	
	
	
	
	
	

	
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	b) You are publicly recognised for special 

    achievement.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	c) Your employer offers job security.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	d) You feel you are in the right job.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	e) Management affords you unambiguous feedback

    regarding your success.

 
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	2. TRAINING AND DEVELOPMENT

a) You are well trained for your job.


	
	
	
	
	
	
	
	
	
	

	
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	b) Regular training is offered to sharpen your skills.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	c) Management encourages employee development.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	3. COMMUNICATION

a) Communication between management and staff is

    effective.


	
	
	
	
	
	
	
	
	
	

	
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	b) You are encouraged to give feedback on problems

     encountered with customers.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1


	STATEMENT
	RESPONSES

	
	2 BEFORE

PRIVATISATION
	AFTER

PRIVATISATION

	4. EMPOWERMENT

a) You are empowered to make your own decisions

    to satisfy customers’ needs.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	b) You often depend on management to make

    decisions to satisfy customers’ needs.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	c) You are allowed to take a fair amount of risk to

    satisfy customers’ needs.
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	5. ORGANISATIONAL CULTURE

a) A complaint by a customer poses an 

    inconvenience to you.


	
	
	
	
	
	
	
	
	
	

	
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	b) Colleagues observe a customer service

    culture, (i.e., the customer is important).


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	c) Management supports a customer service culture

    through their decisions and actions.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	d) The level of support obtained from colleagues in

    meeting customer needs is quite high.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	6. REWARDS

a) You are well rewarded for (superior) achievement. 


	
	
	
	
	
	
	
	
	
	

	
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	b) You are involved in choosing such rewards (i.e.,

     they are not standard).


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	c) The rewards are motivating.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1


	STATEMENT
	RESPONSES

	
	3 BEFORE

PRIVATISATION
	AFTER

PRIVATISATION

	7. SERVICE STRATEGY

a) The way you are expected to deal with or treat

    customers is well communicated to you by 

    management .
	
	
	
	
	
	
	
	
	
	

	
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	8. SERVICE SYSTEMS

a) The tools e.g. machinery for delivering on the

   service strategy are adequate to meet the

   strategy.


	
	
	
	
	
	
	
	
	
	

	
	5
	4
	3
	2
	1
	5
	4
	3
	2
	1

	b) The procedures on how you are expected to 

    deal with customers (customer service process)

    are adequate to meet the service strategy.


	5
	4
	3
	2
	1
	5
	4
	3
	2
	1


Comments-----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

THANK YOU.

