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IT SUPPLIER REFERENCES QUESTIONNAIRE

Preamble
Our company is considering buying a new computer system from XYZ Ltd.  We have been given your company's name as a reference site and your name as a contact that we might talk to about XYZ Ltd and your systems.

I would be grateful if you could spare me some time just now to talk about some questions I have drawn up.  If this is not convenient just now, can we arrange some other time when I can talk to you?

Although, I have a list of questions I want to discuss with you, I am not recording this call nor will I quote anything you say to anyone else.  I'm hoping that we can talk candidly about the systems and the service you have experienced over the past months and years.
GENERAL IMPRESSIONS
Do you feel that you have had value for your money from the IT supplier?

How long have you used the IT Supplier's systems?

Do you feel that the IT Supplier understands your business?

How well did the IT Supplier help you during the system implementation?

Have there been any problems since you bought your system?  If so, what were they and how were they resolved?

Are there any aspects of the IT Supplier's hardware, software or services that you feel could, or should, be improved?

Do you feel that the IT Supplier is prepared to bend over backwards to help you?

Have you ever had any occasion to wonder about the financial viability of the IT Supplier?   Or its commitment to the equipment or software it previously supplied to you?

When you bought your systems from the IT Supplier, did they manage to get it fully implemented within the agreed timescales?  If not, why?

Do you feel that your supplier has helped you create a secure computer environment and that you can recover the system if any of the key parts should fail?

HARDWARE
Did the supplier provide a computer that was big enough for your needs?

Have you had to buy more memory or hardware since you bought the machine?

If so, why?

Has the equipment proved to be reliable?

Which machine or peripheral device has been the most reliable?   And which the least reliable?

Has the supplier been able to integrate the various computer technologies properly, on time and to budget?  Did it all work? or have you been a “guinea pig” for the supplier to learn on?

SOFTWARE
Has the software had any faults?  If so, what were they and how were they fixed?

How many people in the supplier's business understand the software and can properly support you?

Who is the best software support person at the supplier?

Have you had to buy any more software than originally intended?  If so, why?

Is the user documentation good enough for you?

Does the supplier listen to you for ideas to include in future upgrades?

TRAINING
Did the IT Supplier provide enough training?

Was the training delivered in an acceptable way?

Was the training staff on-site, or at the end of a telephone line, in the early days to help you set up the systems?

MAINTENANCE
When you call the IT help line, do you get a prompt response?

If engineers have to come to your premises, do they arrive within the agreed timescales?

Is the IT supplier good at identifying faults or diagnosing problems?

Has the IT supplier ever failed to fix problems (hardware or software) within the contracted maintenance timescales?  If so, why?

Have you ever felt that a fault has not been dealt with because of arguments between software and hardware support staff?

CONCLUSIONS
Is there anything else that you feel might be helpful for us to know?
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