» HOW THE DIFFERENT SECTORS FARED

The first national survey of customer satisfaction
was conducted from May to June last year,
polling over 12,000 respondents here. About 17
per cent were tourists.

Participants were asked a variety of questions,
ranging from how their complaints were handled
to personal expectations of customer experience.
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South Korea, Colombia, Mexico and Turkey
also use similar models; Britain, Japan and China
will join them soon.

Here's how Singapore fared in eight key
economic sectors:

The survey is modelled on the American
Customer Satisfaction Index developed by the
National Quality Research Centre at the University
of Michigan. It has been used as the standard
indicator of customer-service levels in the United
States since 1994.
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NOTE: The sector scores are weighted averages
of their respective sub-sector scores.
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For more details, visit www.smu.edu.sg/centres/ises
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