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Survey method Online survey on www.service-excellence-cockpit.org 

Duration of the survey January 2018 to middle of May 2018 

Participants 200 service center in Europe 

Calculation of averages For some of the questions, the average values are shown in 

addition to the relative information. For the calculation the 

answers opportunities were assigned to scoring values 

from 1 to 7. (e.g. "Very dissatisfied" = 1 to "very satisfied" = 

7). For the calculation of the averages, the scores were 

weighted based on the number of entries. 
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