
SERVICE CONTRACTOR PERFORMANCE SURVEY
[Your University] received a proposal from _______________________________________________________________ to provide the services below:

_________________________________________________________________________________________________
As part of the evaluation process, we will combine each potential contractor’s performance with their proposed cost to determine the contractor who offers the best value to us.  We believe that the best predictor of future performance is past performance.  The contractor listed above identified you as someone for whom the contractor either currently provides a service or for whom the contractor has provided this service in the past.  Please take a moment to tell us about this contractor’s performance.  We will keep your individual responses confidential, but we will summarize all the information we obtain about each contractor and provide it to them.  Thus, a contractor would know the overall score from all his or her customers, but not the score from any one customer.  

HOW SATISFIED.  Please tell us how satisfied you are with the performance of the contractor named above.  Circle a 10 if you are highly satisfied with their performance on a measure.  Circle a 1 if you are highly dissatisfied with their performance on a measure.  Circle a number in between to show different degrees of satisfaction.  There are no right or wrong answers; just tell us how you feel. 

Satisfaction with the contractor’s performance:


       Highly 



       Highly
       Dissatisfied      


       Satisfied
  1.  Quality of Work.  The contractor’s ability to do the job right the

first time.







1   2   3   4   5   6   7   8   9   10

  2.  Responsiveness.  The contractor’s ability to adapt to changes and

meet unusual needs.






1   2   3   4   5   6   7   8   9   10

  3.  Professionalism.  The courtesy and standards of conduct maintained

by the contractor and his or her employees.



1   2   3   4   5   6   7   8   9   10

  4.  Resources.  The contractor’s ability to provide his or her employees  

with the tools, parts, and supplies needed to do the job.


1   2   3   4   5   6   7   8   9   10

  5.  Timeliness.  The contractor’s ability to show up when promised and

complete the work on time.





1   2   3   4   5   6   7   8   9   10

  6.  Quality Control.  The contractor’s ability to identify problems and

deficiencies before you do.





1   2   3   4   5   6   7   8   9   10

  7.  Deficiency Resolution.  The contractor’s ability to rapidly correct

deficiencies in his or her work.





1   2   3   4   5   6   7   8   9   10

  8.  Training.  The contractor’s ability to provide employees well-trained 

in all aspects of their jobs.





1   2   3   4   5   6   7   8   9   10

  9.  Appearance.  The contractor’s ability to keep uniforms, tools, and

vehicles clean so as to portray a positive image.  


1   2   3   4   5   6   7   8   9   10

10.  Security.  The contractor’s ability to safeguard your facilities and

assets.








1   2   3   4   5   6   7   8   9   10

Satisfaction with the contractor’s performance:


       Highly 



       Highly
       Dissatisfied      


       Satisfied
11.  Safety.  The contractor’s ability to keep the workplace safe and

comply with OSHA requirements.




1   2   3   4   5   6   7   8   9   10

12.  Utility Conservation.  The contractor’s ability to use only the water,

gas, electricity, and air conditioning needed to do the job.


1   2   3   4   5   6   7   8   9   10

13.  Disruptions.  The contractor’s ability to keep interruptions to the

operations of your firm or agency to a minimum.



1   2   3   4   5   6   7   8   9   10

14.  Quality of Materials.  The contractor’s ability to use high quality

parts and supplies.






1   2   3   4   5   6   7   8   9   10

15.  Emergency Response.  The contractor’s ability to rapidly restore normal

operations after an emergency, power outage, or severe weather.
1   2   3   4   5   6   7   8   9   10

16.  Hazardous Materials.  The contractor’s ability to properly handle

hazardous materials.






1   2   3   4   5   6   7   8   9   10

17.  Innovation.  The contractor’s ability to use new materials and adopt

new methods to increase effectiveness.




1   2   3   4   5   6   7   8   9   10

18.  Teamwork.  The contractor’s ability to be a team player in order to

assist in accomplishing the objectives of your firm or agency.

1   2   3   4   5   6   7   8   9   10

19.  Cost.  The reasonableness of the contractor’s costs, especially for

contract changes.






1   2   3   4   5   6   7   8   9   10

20.  Billing.  The contractor’s ability to present correct and properly

documented invoices.






1   2   3   4   5   6   7   8   9   10

If you would like a copy of the summary results of this survey, please enter your name, e-mail address, and fax number below:

_________________________________________________
_____________________________________________

(Name) 






(E-mail address)
_________________________________________________

(Fax number)
Thank you for your prompt assistance.  As part of your quality improvement process, you may wish to discuss the results of your survey with your contractor.

If you would like to talk to us:
[Your Name and Contact Information]
Please return the completed survey by fax to: (xxx) xxx-xxxx
