
 

  CARBONATED SOFT DRINK SERVICE QUESTIONNAIRE 
 

 

 
NAME OF OUTLET  __________________________________           LOCATION  ________________________________ 

 

CATEGORY  _____________________________________________ 

                      ( Retailer / Service Station / Wholesaler / Restaurant / Other ) 

 

INSTRUCTIONS: 

  

The following statements relate to your feelings about companies which supply Carbonated Soft Drinks to your outlet. For each 

statement, please show the extent to which you believe company A, B or C   has the feature described by the statement using 

the scale shown below. Strongly Agree (5) means that  the company possess that feature while Strongly Disagree (1) means it 

does not. If your feelings are neither agree nor disagree  the middle number (3) will be used. There are no right or wrong answers 

– all we are interested in is a number that truly reflects your feelings regarding companies that would deliver excellent quality of 

service. 

   

SCALE : 

1 - Strongly Disagree, 2 - Disagree, 3 - Uncertain, 4 - Agree, 5 - Strongly Agree.  

    

                                                    COMPANY A      COMPANY B       COMPANY C                                 
      
                                                     __________        __________        _____________ 

                                                    
 

      
1. Excellent   CSD Suppliers   have             1     2     3     4     5             1     2     3      4    5             1     2     3     4     5     

Modern-looking  equipment. 
  
2. The physical facilities at excellent CSD         1     2     3     4     5            1     2     3     4      5             1     2     3     4     5          
      companies will be visually appealing. 
 
3.  Employees of excellent CSD Supplier          1     2     3     4     5            1     2     3      4     5             1      2     3    4     5 

companies are neat appearing. 
 
4. Materials associated with the service (such   1     2     3     4     5            1     2     3     4     5             1      2     3     4     5 
   as pamphlets or statements) are visually  
   appealing in an excellent  company. 
 
5. When excellent CSD companies promise       1     2     3     4     5            1     2     3     4     5             1     2     3      4     5      

to do something by a certain time, they do so. 
 
6. When a customer has a problem, excellent       1     2     3     4     5           1     2     3     4     5              1     2     3      4     5 

CSD companies will show a sincere 
Interest  in solving it. 
 

7. Excellent CSD   companies will perform        1     2     3     4     5            1     2     3     4     5             1     2      3     4      5 
 the service right the first time. 
                                                                                 
8. Excellent CSD companies will provide           1     2     3     4     5            1     2     3     4     5             1     2     3     4       5           
         their  services at the time they promise  
         to do so. 

 
9. Excellent  CSD companies will insist on       1     2     3     4     5              1     2     3     4     5            1      2      3      4      5                      

 error-free invoices. 
 
 

 



10. Employees in excellent  CSD companies             1     2     3     4     5            1     2     3     4     5             1      2      3      4      5 
will tell customers exactly when services will be 
Performed 
 

11. Employees in excellent  CSD companies             1     2     3     4     5            1     2     3     4     5             1      2      3      4      5 
Will  give prompt service to customers. 
 

12. Employees in excellent CSD companies              1     2     3     4     5            1     2     3     4     5             1      2      3      4      5 
Will always be willing to help customers. 
 

13. Employees in excellent  CSD companies            1     2     3     4     5             1     2     3     4     5             1      2      3      4      5 
Will never be too busy to respond to customers’ 
Requests. 
 

14. The behaviour of employees in excellent         1     2     3     4     5             1     2     3     4     5           1      2      3      4      5 
CSD companies will instil confidence 
in customers. 
 
 

15. Customers of excellent CSD companies               1     2     3     4     5            1      2     3     4     5            1      2      3      4      5       
Will feel safe in their transaction 

  
16. Employees in excellent CSD companies               1     2     3     4     5            1     2     3     4     5            1      2      3       4      5 

Will be consistently courteous with customers. 
 

17. Employees in excellent  CSD companies         1     2     3     4     5            1     2     3     4     5           1      2      3      4      5      
Will have knowledge to answer customers’  
Questions. 
 

18. Excellent CSD companies will give               1     2     3     4     5             1     2     3     4     5          1      2      3      4      5        
customers individual attention. 
 

19. Excellent  CSD  companies will have            1     2     3     4     5             1     2     3     4     5          1      2       3      4     5 
Operating hours convenient to their to all their 
customers.  
 

20. Excellent  CSD companies will have              1     2     3     4     5             1     2     3     4     5         1      2       3      4     5 
Employees who give customers personal 
attention. 
 

21. Excellent _CSD companies will have           1     2     3     4     5             1     2     3     4     5         1      2      3      4     5       
the customer’s best interests at heart. 
 

22. Employees of excellent  CSD companies          1     2     3     4     5            1     2     3     4     5         1      2      3      4     5 
Will understand the specific needs of their 
customers.. 

 
 
 

Instructions 
Listed below are five features pertaining to Carbonated Soft Drink   companies and the services they offer.  We would like to 
know how important each of these features is to you when you evaluate a  company’s quality of service.  Please allocate a total 
of 100 points among the five features according to how important each feature is to you – the more important a feature is to you, 
the more points you should allocate to it.  Please ensure that that the points you allocate to the five features add up to 100. 
 
1.  The appearance of the  CSD  company’s physical facilities, equipment, personnel and communication materials. 

___________   points 
 

2. The CSD company’s ability to perform the promised service dependably and accurately. 
___________  points 
 

  
3. The CSD  company’s willingness to help customers and provide prompt service. 

___________   points 
 

 
4. The knowledge and courtesy of the CSD   company’s employees and their ability to convey trust and confidence. 

__________ _  points 
 

 
5. The caring, individualized attention the CSD  company provides its customers. 

___________   points 
 

 
Total points allocated                       100 points 



RESPONDENT’S  PROFILE 
 
 
 
 
 

 
 
Gender of Respondent            Male                              
     
                                             Female 
 
 
Age of Respondent                                                 Below 20 years                                                  
 
                      20-30 years                 
 
                      31-40 years                                                         
 
                                                                                 41-50 years                                                         
 
                                                                                 Above 50                                                           
 
 
 
 
Race of Respondent                                               Black                                                                                                               
 
                                                                                  White                                                                 
 
                                                                                  Indian 
                                                                                                                                           
 
 
 
 
 
 
Job Title / Position                                          ---------------------------------------------------------------------------- 
                                                                                     (  Manager / Buyer / Owner / Other ) 
 
 
 
 
 
 
 Language of Respondent                                       -------------------------------------------------------------------------- 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 



CONFIDENTIALITY LETTER 
 

 
 
Ref: Mrs Elsabe Broodryk 
Tel: + 27 11 6520352 
e-mail: broodje@unisa.ac.za 

               Web: www.sblunisa.ac.za 

 
  
2008-05-13 
 

TO WHOM IT MAY CONCERN 
 
NON-DISCLOSURE LETTER 

 
This confirms that Mr A. Matanga a registered  3rd year student is at the 
Graduate School of Business Leadership. He is doing the Research Report as 
part of the requirements of obtaining the MBL postgraduate degree. His 
topic: An Investigation of the impact of Customer Service Quality on 
Customer Satisfaction: A reference to the Carbonated Soft Drink 
Industry in South Africa. 
 
Please be of assistance with the collecting of research material by simply 
responding to the questions on his questionnaire. 
 
On behalf of the Business School and Mr A. Matanga we would like  thank 
you for your cooperation. 
 
Yours sincerely 
 

 
 
MS C STRASHEIM  
MANAGER: MBL 3 
CStrasheim@sbleds.ac.za 
Office: +27 11 652 0238 
Fax: +27 11 6520299 

 

 

 

 
 



 8.3.1. The Gaps on Reliability. 

  

 

RELIABILITY ATTRIBUTE 

 ST5: Doing 

something at 

promised 

Time 

ST6: Sincere 

interest in 

solving 

problem 

ST7: Doing 

everything 

right the first 

time 

ST8: 

Provision of 

service at the 

prom time 

ST9: Error – free 

Invoices 

ABI -0.35 -1.17 -1.27 -1.0 -0.78 

PEPSI -0.38 -1.27 -1.04 -2.37 -0.46 

QUAL BEV -0.21 -1.14 -1.14 -1.21 -0.53 

20 -30 Yrs -1.75 -1.68 -1.46 -1.71 -0.68 

31 -40 Yrs -1.37 -2.27 -2.0 -2.44 0.71 

41 – 50 Yrs -1.43 -1.29 -1.21 -1.21 -0.14 

+ 50 Yrs -1.65 -1.24 -1.24 -1.59 -0.65 

White -2.21 -1.91 -1.83 -2.22 -0.74 

Indian -1.53 -0.67 -1.40 -1.53 -0.80 

Coloured -2.0 -2.0 -2.0 -2.0 -2.0 

Black -1.70 -1.67 -1.34 -1.71 -0.39 

Owner -2..10 -2.10 -2.0 -2.1 -1.1 

Manager -1.72 -1.72 -1.55 -1.8 -0.59 

Buyer -2.44 -2.0 -1.67 -2.78 -0.56 

 

 
 
 
 
 
 
 
 
 
 
 

 

 

 

 



 

8.3.2. The Gaps on Responsiveness  

  

 

RESPONSIVENESS  ATTRIBUTE 

 ST 10 : 

Communication 

on when 

service delivery 

ST 11 : 

 Prompt  Service 

ST 12 :  

Willingness to help 

customers. 

ST 13 : 

Staff never too 

busy to help 

customers. 

ABI -1.55 -2.03 -1.87 -1.36 

PEPSI -1.23 -1.27 -1.15 -1.0 

QUAL BEV -1.64 -1.64 -1.65 -1.9 

20 -30 Yrs -1.14 -1.57 -1.54 -1.54 

31 -40 Yrs -2.20 -2.1 -1.90 -1.04 

41 – 50 Yrs -0.79 -1.71 -1.57 -1.71 

+ 50 Yrs -1.29 -1.35 -1.29 -1.18 

White -1.64 -1.89 -1.72 -1.43 

Indian -1.4 -1.48 -1.33 -1.40 

Coloured -2.0 -2.0 -2.0 -2.0 

Black -1.5 -1.72 -1.69 -1.71 

Owner -1.709 -1.70 -1.40 -1.60 

Manager -1.44 -1.51 -1.69 -1.59 

Buyer -2.33 -2.11 -1.78 -1.56 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 



8.3.3. The Gaps on Assurance. 

  

 

ASSURANCE ATTRIBUTE 

 ST 14 : Staff 

instil 

confidence 

ST 15 :  

Feel safe during 

Transaction. 

ST 16 : 

 Consistent 

courtesy 

ST 17 : Knowledge 

to answer 

questions. 

ABI -1.55 -1.27 -0.82 -1.03 

PEPSI -0.65 -0.66 -0.35 -0.54 

QUAL BEV -0.79 -0.93 -0.58 -0.79 

20 -30 Yrs -1.39 -1.33 -0.93 -1.25 

31 -40 Yrs -1.49 -1.17 -0.71 -0.77 

41 – 50 Yrs -1.0 -0.79 -0.41 -0.57 

+ 50 Yrs -0.71 -0.88 -0.51 -0.71 

White -1.17 -1.07 -0.68 -0.73 

Indian -1.7 -1.4 -0.8 -0.93 

Coloured -2.0 -2.0 -2.0 -2.0 

Black -1.27 -0.94 -0.58 -0.81 

Owner -0.71 -0.88 -0.51 -0.71 

Manager -2.37 -1.15 -0.79 -0.8 

Buyer -0.56 -0.50 -0.46 -0.67 

 

 

 

 

 

 

 

 

 

 



8.3.4. Gaps on Empathy : 

 

 

EMPATHY  ATTRIBUTE 

 ST 18 : 

Supplier gives 

individual 

attention 

ST 19 :  

Supplier has 

convenient 

operating hours. 

ST 20 :  

Staff gives  

personal 

attention 

  ST 21 :  

Co has 

customer 

interest               

ST 22 :  

Specific 

needs 

known 

ABI -1.88 -1.92 -2.18 -1.93 -1.90 

PEPSI -0.73 -1.22 -1.22 -1.08 -1.0 

QUAL BEV -1.29 -1.36 -1.57 -1.36 -1.36 

20 -30 Yrs -1.50 -1.39 -1.71 -1.46 -2.20 

31 -40 Yrs -1.68 -1.85 -1.12 -1.8 -1.8 

41 – 50 Yrs -1.43 -2.0 -1.93 -1.71 -1.50 

+ 50 Yrs -1.29 -1.29 -1.53 -1.41 1.35 

White -1.55 -1.62 -1.71 -1.55 -1.54 

Indian -1.1 -1.40 -1.74 -1.30 -1.47 

Coloured -2.0 -2.0 -2.0 -2.0 -2.0 

Black -1.73 -1.67 -1.15 -1.29 -1.40 

Owner 0.89 -1.50 -1.5 -1.40 -1.50 

Manager -1.67 -1.62 -1.96 -1.64 -1.60 

Buyer -0.89 -1.89 -1.56 -1.78 -1.56 

 


