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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.

Our most recent customer satisfaction survey gave us a TLF 
rating of 88.4 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.

HOW DO WE COMPARE?
We performed better than average against all touchpoints, but we have the 

highest scores on TLF’s database for the following:

Clarity of invoicing

The cleanliness of the goods delivered

Completion and accuracy of deliveries made

Response to service complaints
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DOING BEST WHAT MATTERS MOST
These are the areas most important to you that we will continue to improve on.

Response to service complaints: 7.7
This continues to be a number one priority for us in 2018. We 
understand that the loyalty of our customer is dependent on us 
delivering on our promises and fixing any problems that may arise 
quickly and effectively.

Completion & accuracy of deliveries made: 8.5
The accuracy of a delivery is driven by our operating staff, and we 
continue to review the standards set in each factory location to ensure 
in 2018 we improve our processes to deliver accurately on time, every 
time.

Clarity of invoicing: 8.6
We have an online portal called My Stalbridge which allows our 
customers to view their details, copy invoices, linen usage, delivery 
details and much more. We will continue to promote this to our 
customers in 2018.

The cleanliness of the goods delivered: 8.5
Every year we invest substantial amounts in new machinery and new 
linen and uniforms, with this investment and ongoing commitment 
from our staff we endeavour to supply quality linen.

OUR SCORES COMPARED TO 2016

The cleanliness of 
goods delivered
increased by 0.5

Your area
service manager
decreased by 0.1

Response to service 
complaints

increased by 0.6

Completion and accuracy 
of deliveries made
increased by 0.4

The press quality of 
the goods delivered

increased by 0.5
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They have served 
us for six years and 
never let us down.

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

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

They are reliable. I’ve 
only ever had one or 
two issues with them 
and they have always 
rectified any mistake 

quickly.

They are well 
organised and 

delivery is reliable. 
We have no problems 
with them, the service 

is perfect.

THE CUSTOMER SURVEY RESULTS ARE VERY IMPORTANT 
TO US AND YOUR FEEDBACK IS VERY VALUABLE. 
Our survey results in 2017 reflect the dedication, time and 
effort that our staff are employing to improve customer 
satisfaction. Supplying customers without the comfort blanket 
of a long term contract means that our success depends 
entirely on our reputation, and our ability, to provide a quality 
service day after day, week after week. That is why we take 
customer feedback so seriously, and why our survey results 
are so important. Our result in 2017 was a terrific endorsement 
of that, but maintaining and improving our score remains as 
important as ever.

Donald Smith, Managing Director

TLF Research
Survey, 2017


