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Preface:
For this assignment the theory used was from two books which are Robson and Veal which are mention in the bibliography section.  

Introduction:

Qatar Telecom (Qtel) is the telecommunications service provider licensed by the Supreme Council of Information and Communication Technology (ictQATAR) to provide both fixed and mobile telecommunications services in the state of Qatar. Qtel is the only telecommunication organization in Doha-Qatar. Qtel provides local and international fixed telephones, mobiles, internet, data and cable television services. Qtel is currently the only service provider of telecommunications in Qatar. 
Qtel is a winner of the 2005 Gulf Excellence Award and the 2006 GCC Economic Award. The company is listed on the Doha Securities Market, Abu Dhabi Securities Market, Bahrain Stock Exchange and has a GDR listing at the London Stock Exchange. In 2006 Qtel was the prestige partner of, and official telecommunications provider to, the 15th Asian Games Doha. It was here that we implemented the most advanced technology in the region, including a wide range of local and international telephone services, Internet and data services, and complete support for the television and radio broadcasting required to support the Games and transmit it to over 3 billion people around the world.
Qtels vision is to be among the top 20 telecommunications companies in the world by the year 2020

For this assignment a questionnaire will be produced which may be used for market research for the Qtel. The questionnaire will focus on the service which the Qtel provides and customer satisfaction with the service and how the service could be improved in order to increase customer satisfaction in order to be competitive when our service providers enter the market.
Questionnaire Specifics:


A survey will be produce in order to help us improve our image of the organization and quality, prices, products and services offered. Customer’s opinions are valuable for our company in order to more successful for our future as soon there will be other companies that will be entering the market and competing with us. By producing a survey we will be gathering data about consumer’s attitudes and behaviors. We feel that by gathering information now from our customer, we will be prepared for the future when other competitors arise. Also there have been rumors which have spread about our company, its services and products offered, and we believe that a large portion of our customers are dissatisfied with our services and are only using the services as we, Qtel are the only company offering telecommunication services at the moment in Qatar. By producing this survey we hope to gain information on customer satisfaction and ways we could improve our services. 
Our importance of customer satisfaction is to satisfy and provide our customers with what they want, so that we won’t lose many of our customers to other competitive companies in the future. Our target market for this specific survey it is based on the services and products available to customers. So for this reason it is important for our company to maintain good customer focus, or in other words to know what the customer wants, needs and when does he needed.

Our survey will clear and easy to follow with a structure. The survey will be short and specific questions will be asked about the products, services, quality and price. The survey will take about five minuets to complete.

In order to produce an effective questionnaire, the steps in designing the questionnaire will be followed: (Veal, 2007, p229)
1. Development of research questions, study design and initial draft of questionnaire.

What are the objectives of research?

The objective of research is in order to improve customer satisfaction and service.

2. Informal testing of draft questionnaire.
Test the questionnaire on employees of the company.

3. Revise draft questionnaire

Start with something general.

Use simple and direct language.

4. Pre test revised draft using interviews.

Telephone, postal, web and face to face.

5. Revise questionnaire again.

Keep the questionnaire short.

6. Carry out main data collection interviews

7. Code data and prepare data files.
8. Analyse data and write report.

Customer satisfaction survey:

Management Recommendations:

A survey was conducted, in order to improve the customer service and satisfaction of Qtel. Qtels main priority is to thrive on providing customer satisfaction and service. The survey has questions about services offered, staff services, grading Qtel services and the choice of changing the service provider.
This survey will be handed out to every customer that come at the end of the moth to pay there Qtel bill at the different outlets located in Doha. In order to motivate customer and get all the customers to fill this survey, the customer will have be told that if there take a few minutes to fill the survey now at the outlet they will be rewarded with a special discount for the next three months. The will be a service desk just to collect give the survey. When handing the filled survey back to the employee, the customer will receive a gift package which will include details of how the customer could activate there discount period which will be for three months. Also include in the package will be a pen, badge and a calendar etc.  

Qtel needs to improve its services in order to keep customer loyalty in the future. Management could also before the questionnaire is given to customers that come to pay there bill at the end of the month inform them. Inform them by an advertisement with a statement such as Qatar telecom, an ongoing improvement in the quality of telecommunications for life, something that will let the customers now that Qtel is trying to improve and become better and not take advantage of the customer in setting high prices etc as they are the only telecom provider available in Qatar now.

Conclusion:

For this assignment a questionnaire was produced for market research. The questionnaire focuses on the service Qtel provides and customer satisfaction with the service and how the service could be improved to increase customer satisfaction in order to be competitive when other service providers enter the market. By analyzing the information from this survey Qtel can greatly improve its services and increase customer satisfaction.
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