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Why Measure Customer Satisfaction?
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➢ Measuring customer satisfaction is valuable for several reasons:

▪ It’s critical to understand how well you are satisfying your current customers … not only to keep 
them, but to make sure they are advocating for you

▪ Relying on anecdotal feedback can be misleading because you don’t tend to hear from all types of 
customers, but instead tend to hear from the extremes (usually the very happy or the very unhappy 
customers)

▪ Some unhappy customers are reluctant, or just don’t care enough to speak up … some research 
shows that for every customer who complains, there are 20 more who feel the same way, but don’t 
speak up

▪ Relying on dealers / distributors / or other 3rd parties to convey the concerns of the customers can 
be misleading … since they too hear selectively from customers and they may have their own 
agendas which can bias their feedback

➢ In addition, customers appreciate being asked to give input, so the effort can serve a PR function … as 
long as the survey is short and well done

➢ Vulnerable customers can also be identified, and once flagged their specific concerns can then be 
addressed



Methodology 
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➢ Methodology was a web-based survey

➢ An email was sent, from the computer of Formrite’s CEO, to 137 Formrite customers

➢ Each email had a “link to the survey”

➢ Respondents “clicked on the link” and completed the survey in an average time of 5 
minutes

➢ The study was in the field from April 4, 2018 to April 13, 2018

➢ A total of 43 surveys were completed!

➢ This yields a margin of error of +/- 11 percent, which means the data is statistically 
reliable and valid

➢ In May of 2018, Formrite was certified to the new ISO 9001:2015 standard.  During this 
process, the auditor referred to Formrite’s customer satisfaction study as “best 
practice”



Main Reasons Customers Choose Formrite
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➢ “Overall Quality” was mentioned most often as the main reason for choosing Formrite

➢ “On-time Delivery” was mentioned second most often



Most Important Factor When Working With A 

Tube Fabricator
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➢ “Quality” was identified as the most important factor when working with a 
tube fabricator by 54 percent of the customers surveyed



Second Most Important Factor When Working 

With A Tube Fabricator
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➢ “On-time Delivery” was identified as the second most important factor when 
working with a tube fabricator by 43 percent of the customers surveyed



Formrite’s Mean Satisfaction Ratings
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➢ Formrite’s mean satisfaction rating of 6.15 for “Quality” was significantly better 
than all other attributes studied (at a 95 percent confidence level)

➢ This means that “Quality” should be considered a core strength for Formrite



Willingness to Recommend is a Key Measure
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➢ A 2003 article in the Harvard Business Review illustrated the importance of 
“willingness to recommend” as a key measure

✓ “The One Number You Need to Grow”, by Fred Reichheld … was published in 
the December, 2003 edition of the Harvard Business Review

✓ The article showed that there was a direct relationship between “willingness 
to recommend” and loyalty / profitability

✓ Many studies have been done since that support this assertion

➢ The article argued for the use of a measure called the “Net Promoter Score” (NPS)

✓ NPS has since been adopted by many companies across a wide range of 
industries

➢ The next few slides illustrate the measure



Explanation of Net Promoter Score

• CUSTOMER SATISFACTION SURVEY – NET PROMOTER SCORE

• BENEFITS:

• SIMPLE, EASY TO USE METRIC – CULTURE FRIENDLY

• ALLOWS FOR COMPARISONS ACROSS INDUSTRY SEGMENTS

• IS CONSIDERED A KEY LOYALTY METRIC IN MANY INDUSTRIES

• BENCHMARKS:

• NET PROMOTER SCORES IN THE 60-80 RANGE ARE CONSIDERED “STAR

PERFORMERS”, AND THOSE IN THE 80+ RANGE HAVE “WORLD CLASS LOYALTY.”

How likely are you to recommend  ______ to another business?

% Promoters

% Detractors

= Net Promoter Score
Not at all 

likely

Neutral Extremely 

likely

1 42 653 7 98 100

Detractors Passives Promoters
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Formrite’s Net Promoter Score 
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➢ Likelihood to Recommend Formrite:

✓ Formrite’s Net Promoter Score is 65 

✓ Formrite’s NPS of 65 is considered to be among the “Star Performers” (those 
scoring in the 60 to 80 range)

✓ This Net Promoter Score places Formrite among some of the top rated 
companies for which published data are available:

▪ Costco = 77, 

▪ Apple = 72,

▪ Manitowoc Ice = 72, 

▪ Amazon = 70



Formrite Pricing Compared to the Competition
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➢ 85 percent felt that Formrite’s pricing was “about the same” as the competition

➢ While only 9 percent felt that Formrite was “priced higher” than the competition



How important is it that tube fabricators do their 

own PAINTING “in house”?
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➢ Formrite’s customers were indifferent as to whether or not its important that we 
do our own PAINTING “in house”.  For example, 52 percent felt it was important 
(rated 5, 6 or 7) … 33 percent felt it wasn’t important (rated 3, 2 or 1) and 13 
percent were undecided (rated 4)



How important is it that tube fabricators do their 

own PLATING “in house”?
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➢ Formrite’s customers were indifferent as to whether or not its important that we 
do our own PLATING “in house”.  For example, 50 percent felt it was important 
(rated 5, 6 or 7) … 35 percent felt it wasn’t important (rated 3, 2 or 1) and 15 
percent were undecided (rated 4)



Do you have any feedback for the management 

team at Formrite? … [Positive Comments]
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❑ “In a challenging year, for many suppliers, Formrite has continued to perform at a very high 
level”

❑ “Overall a very good supplier.  Formrite is well thought of within our organization and is 
responsive to our requirements”

❑ “The planners who place orders with Formrite all have good things to say about Formrite’s
performance for delivery and responsiveness to their concerns”

❑ “Formrite has been a partner for many years.  There has never been any delivery or quality 
issues and we rarely hear anything at all regarding problems”

❑ “Formrite has always been very engaged in issues.  I would like to see Formrite at the plant a 
little more often”

❑ “Formrite is a great supplier”



Customer’s Type of Business
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❑ Construction Equipment Industry = 47%

❑ Agricultural Equipment Industry = 7%

❑ Lawn & Garden / Turf Care Industry = 7%

❑ Furniture Industry = 7%

❑ Metal Fabricator = 7%

❑ Medical Equipment Industry = 2%

❑ Other = 23% (Logistics, Material Handling, Industrial Distribution, 
Foodservice Equipment Industry, Mining and Motorcycle Manufacturer)



Key Findings 
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➢ Key metric for the 2018 Customer Satisfaction study is Formrite’s Net Promoter Score of 65. 
A score between 60 and 80 puts Formrite in the category of “Star Performers” according to 
Fred Reichheld / Harvard Business Review.  Other companies in this category are Amazon 
(70) and Apple (72)

➢ “Overall Quality” and “On-time Delivery” were identified as the two main reasons 
customers choose Formrite

➢ “Quality” was identified as Formrite’s core strength … as the mean satisfaction rating of 6.15 
(on a 7 point scale) for “Quality” was significantly better than the other attributes studied


