
   

STRIVING TO PROVIDE CONSISTENT WORLD CLASS SERVICE

OUR CUSTOMER  
SATISFACTION SURVEY

We scored

86.3%
This rates us amongst 
the top business service 
delivery companies

Our overall score 
has increased by

3.1
since 2012

Our response 
to service 
complaints has 
improved by 
0.4 since 2014
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HOW WE SCORED
We believe 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.

Clarity and accuracy of your invoicing
The cleanliness of goods delivered for use

Completeness and accuracy of delivery
Response to service complaints

5

9.0

8.7

8.4

8.2

6.9

6 7 8 9 10

9.2

Satisfaction with delivery call times and frequency
Professionalism and courteousness of service office staff

Our most recent customer satisfaction 
survey gave us a Leadership Factor 
rating of 86.3 out of 100. This places 
us in the top quartile 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.

- The Leadership Factor Survey, 2015
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“Stalbridge have been a great support 
to our business, they have been very 
helpful as our laundry supplier and our 
Account Manager has been second to 
none.”

“We find Stalbridge reliable and we like 
their products, we can get hold of them 
easily if we have a problem and they 
are always helpful when we ring.”



OUR IMPROVEMENT AREAS

OUR SCORES COMPARED TO 2014

RESPONSE TO SERVICE COMPLAINTS 
SCORE OF 6.9
Whilst any complaint is a concern to us, we need to ensure that 
when problems occur, our customers have the confidence that we 
will rectify them. This is our number one priority in 2016.

COMPLETENESS & ACCURACY OF DELIVERY
SCORE OF 8.2
When we analyse customer complaints, the number one issue is 
always about accuracy of delivery. A constant focus is placed within 
our factory locations and improved processes are being employed.

THE CLEANLINESS OF GOODS DELIVERED FOR USE
SCORE OF 8.4
£1.5 million is the amount we are investing in 2016 in new machinery 
and £4 million in new linen and uniforms. Ultimately quality is driven 
by our operating staff, and we have reviewed the standards set in 
each factory location.
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Ease of contacting 
your Area Service 

Manager increased 
by 0.3

Professionalism and 
courteousness of 
driver increased

by 0.3

Response to 
service complaints 
increased by 0.4

Clarity of paperwork 
provided with 

delivery decreased 
by 0.3

Professionalism and 
courteousness of 
service office staff 
increased by 0.3

During the first 
quarter of 2016 
we will be rolling 
out clearer 
paperwork that 
accompanies our 
deliveries.



THE CUSTOMER SURVEY RESULTS ARE VERY IMPORTANT 
TO US AND YOUR FEEDBACK IS VERY VALUABLE. 
Great service isn’t complicated - It’s about how you make your customer feel about 
the service you’re providing and by delivering it consistently year after year.

We measure how successful we are through the results of our annual customer 
survey carried out by The Leadership Factor. Our overall score in 2015 was 86.3, an 
improvement of 0.5 over 2014, a score that places us very high in Leadership Factor’s 
own league table of business service companies.

We aim to be the industry leader in service delivery and product quality, but we also 
need to be the best when it comes to responding to your service and quality issues. It 
really is an opportunity for us to demonstrate how we value and understand the needs 
of your business – That’s why “Response to Service Complaints” features so highly on 
our list of areas to improve every year.

If you were one of the customers who gave up their time to speak to the Leadership 
Factor, I’d like to take this opportunity to thank you for providing the feedback which 
will make a real difference to our service in the future.

Donald Smith 
Managing Director

t. 0800 093 9933
e. info@stalbridge-linen.com

Head Office - Shaftesbury
23 Wincombe Business Park,
Shaftesbury, Dorset, SP7 9QJ
01747 851 585

Stalbridge are like a 
breath of fresh air in 
comparison to our 
previous supplier.

The women in the 
office are so friendly 
and lovely, they are 
always willing to 
help if there have 
been any mistakes.

I would recommend 
Johnsons Stalbridge 
because of their good 
service, professionalism, 
good customer service, 
good quality of goods 
provided and good
value for money.

- The Leadership Factor Survey, 2015


