Sample Monitoring Report, based on CBLD template policy

Monitoring Report, June 16, 2010
Policy: B5 – Treatment of Consumers, Last revised: June 4, 2009
I report compliance with all parts of this policy except the global policy.

Unless indicated otherwise is accurate as of May 31, 2010.
I certify that the information contained in this report and attachments is true.

Signed______________________________________, General Manager

Attachment: None
The General Manager will not be unresponsive to customer needs. 
Interpretation:

As a retail grocery, the co-op exists to meet customer needs. In the sub-policies below, the board specifies particular ways the co-op should meet customer needs. The overall result of all activities designed to meet customer needs should be a growing number of customers, and a growing percentage of those customers that express satisfaction with their co-op experience.
This is the first time that we have used a pure version of “The Ultimate Question” in our surveys. In April, 2009, we distributed a survey at the registers asking the question: “How likely is it that you would recommend the Co-op to a friend or colleague? Use the scale below and circle your response. Scale: 10= totally, 5= neutral, 0= not at all.” The net promoter score comes from the book “The Ultimate Question” by Fred Reichheld. “The net promoter score is the % of Promoters minus the % of Detractors. Promoters are customers who are so enthusiastic about a firm or brand that they not only increase their own purchases, but also refer their colleagues or friends.” Promoters are customers who rate you 9 or 10 on the question “Would you recommend us to a friend or colleague?” “Detractors are customers who feel so badly treated that they cut back on purchases, switch to the competition and warn others to stay away.” (from www.netpromoter.com) Detractors are customers who rate you a 6 or below. According to The Ultimate Question, the top service providers fall into the 50 to 80 range. The key is to get the score to go up over time.” (From “The Educated Retailers Guide,” Specialty Food Magazine 6/07 by Ari Weinzweig.) At the Co-op, we look for a net promoter score that is over 50% and is trending upward.

Operational Definitions:

· Customer count will grow from year to year.
· Net promoter score will be greater than 50%.
· Net promoter score will trend upward.
Data:
· Customer count

[image: image1]
· Net Promoter Score 
	Survey Date
	Net Promoter Score

	3/10/10
	75%


· No Data.

Explanation and Plan: Net Promoter trend information is not available because this is the first year using this metric. This data will be included in next year’s report and in subsequent reports.
The GM will not:

1. Operate without a system for soliciting and considering customer opinion regarding preferences, product requests, complaints and suggestions.
Interpretation:

A customer comment system is an integral part of monitoring customer opinion to be positioned to provide value to customers. Businesses and communities morph over time and it’s important to keep up with product requests and service issues. Continuous improvement over time is dependent on our ability to listen to and act on customer input.
Operational Definitions:

· The co-op will have a system in which customers can offer requests, suggestions or other comments. Receipt of customer comments is evidence that the system is effective.
· The co-op will track all comments, distinguishing between product requests, positive and negative comments, and general suggestions.
· All customer comments will be reviewed by the GM and the Customer Service Coordinator, then distributed to the appropriate manager. Our goal is to respond to every comment containing contact information. Comments will be recorded in a spreadsheet and response compliance monitored by the Customer Service Coordinator.
Data:
· For the actual number of comments received, see the “Total” row in the table below.
· Customer comments for 12 month period ending 5/31:
	Comment Type
	2007
	2008
	2009
	2010

	Product requests
	
	
	
	

	Positive Customer Comments
	
	
	
	

	Negative Customer Comments
	
	
	
	

	General Suggestions
	
	
	
	

	Total
	
	
	
	


· All comments were reviewed, distributed and recorded. The spreadsheet is available upon request.
2. Allow an unsafe shopping experience for our customers.

Interpretation:

Customers should expect to be reasonably safe while on our premises and while using products or eating food purchased from our co-op.
Operational Definitions:

· The co-op will pass all health inspections.
· We will have fewer customer accidents than the industry average for a store our size. According to our liability insurance provider, that number is x accidents/year.

· No customer will incur injury or illness as a result of purchasing any recalled product from the co-op. 

Data:
· On [date], the State Health Inspector gave our store a score of xx, well above the passing score (yy).
· Accidents/Injuries (Note that compliance is based only on this reporting period. Previous years’ data is shown FYI.)
	12 month period ending
	# of customer accidents 

	5/31/10
	

	5/31/09
	

	5/31/08
	


· Recalls (Note that compliance is based only on this reporting period. Previous years’ data is shown FYI.)

	12 month period ending
	# of product recalls 
	# of reported injuries/illnesses due to recalled product

	5/31/10
	
	

	5/31/09
	
	

	5/31/08
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