OUR CUSTOMER
SATISFACTION SURVEY
Striving to provide consistent world class service
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our score rates us amongst
the top business service
delivery companies

INTRODUCTION
We aim to be the industry leader at delivering service and product quality.
This is why we employ TLF Research to survey 400 of our customers each
year, to discover what improvements need to be made to achieve world class
customer service on a consistent basis.
Thank you to all of our customers who took the time to complete the survey
with TLF Research, your feedback is greatly appreciated.

HOW WE SCORED
We believe that customer feedback is invaluable in allowing us to continually
improve. We welcome it throughout all areas of our business.
The following chart shows our scoring out of 10 for the key factors that you
told us were most important.
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Our most recent customer satisfaction survey
gave us a TLF rating of 84.4 out of 100. This places
us in the top 26% of business service delivery
companies. The feedback we receive is used to
target those areas that really make a difference to
our customers – and shape the service you receive.

85% of our customers are satisfied or very satisfied with our performance.

WHAT WE DO WELL AT
These are the areas where you score us best.
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DOING BEST WHAT MATTERS MOST
These are the areas that you told us were most important to you, that we
will continue to improve on.

Completion & accuracy of deliveries made
We will review our standards to improve our processes
to deliver accurately every time.

Response to your Service Complaints
Our number one priority in 2022. We will focus on
delivering our promises and resolving any problems
quickly and effectively.

The Cleanliness of the Goods Delivered
We will continue to invest in new improved-technology
machinery, new linen and uniforms to ensure that we
supply quality products.

2021 was a difficult year for our customers and the laundry
industry alike. We have suffered shortages of employees
and resources in some of our factories and acknowledge
that in some geographical locations our service levels were
below our usual high standards, especially at the height
of the summer when the marketplace took off again after
re-opening.
Our overall score this time is 84.4, below the 87.4 we
recorded in 2019 (there was no survey in 2020). Across our
laundry locations the scores ranged between 77 and 90, in
the main reflecting the local employment availability. We
are focussing very strongly on recruitment and capacity,
aiming to ensure “normal service levels” are delivered consistently throughout 2022.
We supply customers without long term contracts, so our future success depends
entirely on our ability to satisfy customers consistently, and our response to service
issues when they arise. That is why our survey results are so important and eagerly
awaited within our business.
We appreciate your feedback and thank those who gave their valuable time to TLF
Research on our behalf. We’re looking forward to a dynamic and successful 2022 and
wish you the same.

Donald Smith, Managing Director

They have got very
good drivers. They are
friendly and helpful.
They are good and do
their best for customers.
If there is anything we
aren’t happy with they
sort the problems out.

The team on a whole
work well. If I didn’t
get laundry delivered, I
wouldn’t be doing bed
and breakfasts. So there
would be no business
without them.

They are doing a very
good service to small
businesses like mine.

They have done very well
through the pandemic in
continuing their service.

TLF Research
Survey, 2021
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