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M O N T H LY  P R O G R E S S  Q U E S T I O N N A I R E  ·  W H I L E  T H E  W O R KS  A R E  R U N N I N G

O U R  R E F E R E N C E

To help us improve our service to you, we would be grateful if you could fill in this short questionnaire. Every
question is optional, so answer as many as you wish.

YO U R  N A M E O R GA N I S AT I O N T E L E P H O N E  O R  E M A I L

P R OJ E C T  O R  P R O P E RTY A D D R E S S M O N T H  COV E R E D

About the service before the work started S C O R E D  1  T O  1 0

How satisfied were you with the service provided by our representative who dealt with you before the work started?

1 2 3 4 5 6 7 8 9 10

TOTAL LY D ISSAT IS F I E D N E I T H E R  SAT IS F I E D  N O R  D ISSAT IS F I E D TOTAL LY SAT IS F I E D

About the works Y E S  O R  N O ,  T H E N  A  S C O R E

Was the programme of works discussed and arranged with you?
If no, skip the next question.

Yes No

If yes, are we keeping to the programme and the arrangements? Yes No

Is our workforce polite and courteous? Yes No

Are the works being completed on programme? Yes No

Do our operatives tidy up after the work to your satisfaction? Yes No

How satisfied are you with the standard of the works to date?

1 2 3 4 5 6 7 8 9 10

TOTAL LY D ISSAT IS F I E D N E I T H E R  SAT IS F I E D  N O R  D ISSAT IS F I E D TOTAL LY SAT IS F I E D

P R OJ E C T  O R  P R O P E RTY D O C U M E N T
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About the work overall A  S C O R E ,  T H E N  YO U R  C O M M E N T S

How satisfied are you with the overall service we have provided so far?

1 2 3 4 5 6 7 8 9 10

TOTAL LY D ISSAT IS F I E D N E I T H E R  SAT IS F I E D  N O R  D ISSAT IS F I E D TOTAL LY SAT IS F I E D

Do you have any other comments about the work carried out so far and the service you have received?
We are especially interested in suggestions of how we could improve our service to you.

May we contact you about your answers? Yes No

May we quote your comments to other customers?

Yes, with my name Yes, without my name No

CO M P L ET E D  BY O N  B E H A L F  O F S I G N AT U R E D AT E

Return this form to

Need it in another format or language, or help to fill it in? Ask us and we will arrange it.

Unhappy with our service? This questionnaire is not a complaint. To make a complaint, contact:

For office use C O M P L E T E D  B Y  U S

D AT E  R E C E I V E D R E C E I V E D  BY LOW E ST  S CO R E F O L LOW- U P  BY

W H AT  WAS  D O N E ,  A N D  W H E N

P R OJ E C T  O R  P R O P E RTY D O C U M E N T

Customer feedback
O U R  R E F E R E N C E M O N T H PAG E

2 of 3

U N I B U I L D Free editable template. unibuild.co.uk/downloads/customer-feedback-form-template Every question is optional. Change them to suit your work.

https://unibuild.co.uk/downloads/customer-feedback-form-template/


Customer feedback form M O N T H LY  P R O G R E S S  Q U E S T I O N N A I R E  ·  W O R KS  I N  P R O G R E S S

G U I D A N C E

Using this form
For the firm sending it. Send pages one and two, and keep this page.

When to send it Each month while the works are running, near the same date. A problem raised in the second month can
still be put right on this job. At handover, send the customer satisfaction survey instead, which asks about
the whole job.

Who sends it The office, not the person who ran the job. A customer will tell a form things they will not say to the
supervisor standing in front of them.

Every question optional A customer who answers three questions still leaves you three answers. A form that demands everything
is abandoned halfway.

Act on it the same week Ring the customer about any No, any score of 4 or below, or any complaint in the comments. Record
what was done in the office box on page two.

Keep it with the job File each response against the project with its date. Trends, audit evidence and the answer to a tender
question then come from a filter, not a search through mailboxes.

ISO 9001 A certified firm must monitor how far customers feel their needs and expectations were met, and decide
how it obtains and reviews that information. The standard gives customer surveys as an example. ISO
9001:2026 keeps the requirement.
I S O  9 0 0 1 : 2 0 1 5 ,  C L A U S E  9.1 . 2

Social housing Tenant satisfaction measures come from the landlord’s own perception survey, never from a survey sent
after a repair. Where feedback is asked for, residents must be told how to complain, so fill in the
complaints line on page two.
TS M  D I R E C T I O N  PA RAG RA P H  3 5  ·  CO M P L A I N T  H A N D L I N G  CO D E  1 . 6

Every customer can answer Offer the form in other formats and languages, and help to fill it in, so responses reflect everyone you
work for, not only those who find a form easy.

Quoting comments Quote a comment only where the customer has agreed, as page two asks. Fake reviews, and reviews
published in a misleading way, are banned where the customers are consumers.
D M CC  AC T  2 0 2 4,  S C H E D U L E  2 0  PA RAG RA P H  1 3

Personal data A name and contact details are personal data. Tell customers why you collect them and how long you
keep them.
U K G D P R  A RT I C L E  1 3

P R OJ E C T  O R  P R O P E RTY D O C U M E N T
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