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1.0 Purpose

The procedure describes the process for soliciting and receiving customer feedback to determine the degree of customer satisfaction with the design and construction services delivered.  Customer feedback is used to determine areas where ORF can improve its services.

2.0 Applicability

This procedure applies to all projects managed by ORF Project Officers.

3.0 Responsibilities

The PO is responsible for identifying customers, summarizing their expectations, and determining project milestones for the various customer surveys.  The PO is responsible for notifying DPPA Coordinator (Coordinator) to initiate an end of project survey.

The coordinator is responsible for entering all new projects into the ORF survey system. Coordinator shall enter the appropriate information needed to submit a survey to the IC.  The coordinator is responsible for informing the Management Representative (MR) when to issue an "in progress customer survey". The coordinator is also responsible for initiating the end of project customer survey.  

The MR is responsible for initiating a representative sampling of in progress surveys to the IC’s.  The number of surveys sent out is determined by the information received from the coordinator. These surveys are then forwarded to the Management Representative (MR).  The MR is responsible for receiving survey information and issuing summary reports to the steering committee.  The MR has the responsibility to forward customer surveys with unsatisfactory ratings to the PO.

The PO is responsible for investigating any customer surveys with unsatisfactory ratings, completing a root cause analysis, and determining if a CAR is required to correct or improve a process.

The senior leaders are responsible for reviewing the survey information annually while developing strategic goals for ORF and the QSM.
4.0 Procedure

4.1       In Progress Customer Surveys

4.1.1   When the coordinator notifies the MR that a project has reached a survey milestone, the MR sends a customer survey to the Customer.  (Survey milestones are defined as midpoints of design or construction)

4.1.2 The MR e-mails the customer survey to the contact point that was entered into the ORF Survey System by the team coordinator.  The survey is returned to the MR when completed by the customer.

4.1.3 MR compiles and analyzes the returned survey data and issues a summary report. The report provides: comments, raw scores, average scores and other statistical analysis.

4.1.4 The MR forwards surveys with an unsatisfactory grade on any question to the PO for follow-up action.

4.1.5 The PO reviews customer surveys forwarded by the MR. The PO investigates all negative survey information and completes a root cause analysis. The PO submits a CAR when the root cause analysis indicates a requirement for a CAR and processes the complaint per D-400. 

4.1.5.1    The PO forwards a summary of information discovery and/or resolutions, for all negative ratings, back to the MR for tracking and use when a Project Review is conducted per D-600.

4.2    End of Project Survey

4.2.1    After the final inspection is completed, the PO notifies the coordinator to initiate the end of project customer survey.

4.2.2 The coordinator emails the customer survey to the customer as identified by the PO, with a request to return the survey to the MR.

         4.2.3    Follow steps as appropriate, steps 4.1.3 through 4.1.5.1

      4.3       Annual Report

4.3.1 The MR issues an annual report, which summarizes the customer survey data and comments for the previous 12 months. This summary is an item of discussion for the Management Review meeting per A.200.

5.0 Related Procedures

D-400, Nonconforming Products, Corrective and Preventative Actions

A-200, Quality Management Overview and Management Responsibility

D-600, Project Evaluation and Customer Satisfaction
6.0 Relevant Documents

Not applicable.

7.0 Records

Customer Survey summary reports – maintained by the MR.



