D-600 

Project Evaluation and

Customer Satisfaction



1.0 
Purpose  
This process describes the general steps, requirements, roles, and responsibilities for monitoring information relating to customer expectations by utilizing a Project Review (PR) system.
2.0 
Applicability

This procedure is applicable to a selected number of projects, as required by senior management, as managed by the Office of Research Facilities for Design, Construction and Alterations for NIH.  

3.0 
Responsibilities 

· The Management Representative is responsible for overall management, tracking and monitoring PRs.  
· The Project Officer (PO) is responsible for scheduling formal PR in their Project Management Plan (PMP), timed to coincide with the end of significant phases of the project (for example, at the end of the design phase, and at the end of the construction phase.). 
· The PR facilitator, who has been assigned by the Project Officer as appropriate ensures the goals of the PR are met.  The facilitator remains unbiased throughout the process, and seeks to draw out comments from all participants.  The facilitator ensures all voices are heard; that the PR remains a professional discussion focused on continuous improvement; and that issues are discussed in sufficient detail to uncover the pertinent details. The facilitator acts as both a leader, and a trainer in this regard.
4.0 Procedures 

4.1
The purpose of the Project Review (PR) is the identification of what happened, why it happened, and how to sustain strengths and improve weaknesses. The PR is a professional discussion of an event or a project, focused on performance standards.  Performance standards will vary. The performance standards for projects are schedule; budget/ cost; quality; customer satisfaction; and safety.  Feedback generated during the PR process compares actual output of a process with the expected outcome.
4.2 Formal versus Informal PRs: The PO decides when to conduct a formal or informal PR.  In large measure, the distinction is a matter of preparation.   Characteristics of the two types of PRs follow:

	Formal PRs:

· Have an unbiased facilitator

· Take more time

· Are scheduled beforehand

· Are conducted where best supported


	Informal PRs:

· Conducted by anyone

· Take less time

· Are conducted when needed

· Are held at/near the event


4.3 Suggested Agenda for an PR: 
An PR can follow any agenda; however, the key focus is on what happened, why it happened, and how to sustain strengths and improve weaknesses.  The key goal is continuous improvement.  The following agenda for PRs is time tested and works:
	Suggested PR Agenda

· Introduction and rules

· Review of event/project

· Review of event/project expected outcomes (for projects, this is budget/cost; quality; customer satisfaction; and safety)

· Relevant policy, guidance, codes, etc

· Summary of events (what happened)

· Discussion of key issues (why it happened and how to improve)

· Closing comments/summary



4.6
PR Planning and Execution Sequence: Leaders and others conducting formal PRs schedule them as close to the completion of the event as possible.   Project Managers schedule formal PRs in their Project Management Plan (PMP), timed to coincide with the end of significant phases of the project (for example, at the end of the design phase, and at the end of the construction phase.).  In all cases, we schedule formal PRs as soon as possible, while the details surrounding the event are still fresh in everyone’s mind.   The amount of planning and preparation that an PR requires will vary based on the type of PR conducted; however, the process for both informal and formal PRs has four steps:
	PR Planning/Execution Process

Planning:

· Schedule the PR

· Select an unbiased facilitator as appropriate

· Notify participants

· Select PR site

· Assemble PR materials (designs; codes; etc)

· Establish the PR Agenda 

	Preparation:

· Review the expected outcomes for the project or event

· Identify key processes 

· Prepare the PR site

· Rehearse as required

	Conduct:

· Seek maximum participation

· Maintain focus on PR objectives

· Constantly review key points learned

· Record the PR (using the issue/ discussion/ recommendation/actions taken model)

	Follow up:

· Publish and distribute the PR to all participants

· Coordinate with IM to post the PR to the QMS PR Intranet site

· Fix the problem (revise SOPs; develop a new process; etc using the D.400 process)


4.8 Budgeting for the PR:  
Project Officers include the time required to prepare and conduct PRs in their PMP budget, for both themselves and members of their Project Delivery Team.   While contractor attendance at PRs is desirable, their participation should be considered voluntary and without cost to the Government.  An PR shall be conducted soon after the following events:  Completion of design, completion of construction, and as directed by District leadership.

4.9 Feedback to Customer: Following each PR, the PO will provide a copy of the PR Report to their customer, with a cover memorandum that summarizes the significant items for correction and the and items which exceeded the customer’s requirements.

5.0 Related Procedures


D-400, Nonconforming Products, Corrective and Preventive Actions


D-500, Continual Improvement

6.0 Relevant Documents


Not Applicable

7.0 Records 

Electronic copy of Report of Project Review

















































