Analysis of Warehouse Customer Questionnaire 

 July 2011


	Q1: How did you hear about the warehouse?
	A:

Friend/Relative:  13

Regular Visitor:  5

Returning donations to Fundraising:  1

Website:  1

Local newspaper article:  1

The Lodge-rehousing accommodation:  1

FNHC Shops:  3

Volunteer:  1

No comment:  1



	Q2:  Have you been to the Warehouse before?
	A:

Yes:  27………………………100%

No:  0



	Using a rating scale of 1-5 (1=poor and 5=excellent)

	Q3:  How did you find the welcome when you arrived?
	A:

1 2 ……………………7%                               

2 0

3 2..………………….. 7%

4 6   …………………22%

5 17………………….64%



	Q4:  How would you rate the friendliness of the staff?
	A:

1 2 ………………..7%

2 0

3 2 ………….…….7%

4 1 ………………..4%

5 22…………….. 82%



	Q5:  How would you rate the prices?
	A:

1 0

2 2…………………7%

3 5 ……………….18%

4 7………………..26%

5 13………………49%



	Q6:  How would you rate the quality?
	A:

1 1...………………4%

2 0

3 3………………..12%

4 12………………46%

5 10………………38%

1 No comment

	Q7:  Do you have any special needs?
	A:

Yes
1.…………………………4%

No
25……………………….96%

1 No comment

	Q8:  Do you feel that you were treated fairly?
	A:

Yes
25………………………..96%

No
1…………………………..4%

1 No comment



	If not could you please tell us why
	A:

27 No comment



	Q9:  Would you visit us again?
	A:

Yes 
27……………………….100%



	Comments:

We like to give as much support as poss and tell all our family to come often.

Very nice and clean.

We like the new layout.  The articles are easier to view.  Very clean and tidy.

You are all doing a fantastic job.

Good luck (need more stock).

I like to pop in whenever I can and I’ve bought a number of items over time.  Staff are always very friendly and helpful and happy to be asked about  items..

Excellent way to raise money for the cause.

More new stuff please.

I bring all my friends and family.

Always helpful.  Good value furniture.  Good delivery.  Excellent.  Am always recommending to others.

Liked it better as it was.

Love the banter!!


Summarised Results

For one week in July 2011, customers using the Furniture Warehouse were asked to complete a questionnaire following their visit. Overall the response was very positive and the comments at the end of the questionnaire (44%) indicated that they were highly in favour of the concept

27 people completed the questionnaire.

The results indicated that:

· All customers surveyed were repeat customers 

· 63% of customers found the welcome on arrival to be excellent, 22% found it good and 7% i.e. 2 people found it poor.

· Staff were found to be friendly but again 2 people found this poor.

· Pricing received a more widespread response but overall the majority of people found it to be excellent.

· Quality was good rather than excellent.

· The majority of our customers do not have special needs.

· Only one person felt they had not been treated fairly but did not comment as to the reason for this.

· Despite the odd negative response, 100% of those surveyed said they would visit us again.

Actions from the results of the Questionnaire

· Quicker turnover of stock with more frequent tip runs.

· Staff training on checking customer satisfaction at end of visit.

· Pricing is determined by our competitors at BHF and Aylesbury Clearance. This will continue to be regularly monitored.

· Quality to be improved by more regular cherry-picking but overall dependant on donations.

· Opportunities to be sourced for “new” furniture.

The next Questionnaire will take place in 6 months (January 2012)

These results are being published on our website www.fnhospice.org.uk and in the Furniture Warehouse.


