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1.0 Introduction

This procedure is aligned to the FAA William J. Hughes Technical Center (ACT) corporate strategic objective to continually obtain feedback from its internal and external customers.  It describes how ACT organizations will obtain feedback from its customers, giving the roles and responsibilities, methods, timing, and a process flow.  Once implemented, this procedure will assist ACT organizations in understanding the customers’ perception of whether their requirements and expectations are met, and to continually assess their satisfaction.


1.1
Purpose

The purpose of this procedure is to describe how ACT organizations initiate, receive and process feedback from its customers.


1.2
Scope

This procedure applies to all ACT organizations at the FAA William J. Hughes Technical Center.

2.0
References

2.1 Referenced Procedures and Other Documents:

2.1.1 Strategic Corporate Objectives

The customer feedback process must support the measurement of several strategic objectives.  Specifically, these objectives include:

· Provide high customer value (optimizing cost, quality, and schedule).

· Provide easy access to service.

· Implement effective internal and external communications. 

· Deliver integrated aviation solutions.

· Manage projects to successful completion.

· Continually obtain customer feedback.

2.1.2 FAA WJHTC Communications Plan

When developed, the Technical Center Communications Plan will have goals related to internal and external communications.  The customer feedback process will be one source to measure the effectiveness of external communications.

2.2 Forms

Customer Feedback Questionnaire (sample survey instrument – Appendix B).

2.3 Definitions and Acronyms:
Customer.  A person or organization that receives a product or service and sets the conditions of satisfaction.

Customer Feedback.  Customer and/or Service Provider initiated communication regarding a product or service.

Internal Customers.  All organizations under the purview of the Federal Aviation Administration (FAA).

External Customers.  Organizations not under the FAA.  Examples include other agencies in the Department of Transportation such as US Coast Guard, other government agencies, industry and academic institutions.

ACT Organizations:  ACT organizations include the Office of Innovations & Solutions, ACB; Office of Operations, Technology and Acquisitions, ACX; Office of Enterprise Performance, ACF; Office of Human Capital Strategies, ACH; Office of Knowledge Management, ACK; and their subordinate organizations.

3.0 
Roles and Responsibilities:

The Managing Director of Innovations and Solutions and Managing Director of Operations, Technology, and Acquisition are ultimately responsible for the implementation of this procedure.  However, as a general practice, it is recommended that an organization not participating in the product or service delivery be designated to obtain feedback from customers.  The organization seeking feedback will do so by applying one of the methods listed in Section 4.0, with mailed surveys being the least preferred.  Feedback gathered will be forwarded to the responsible domain director or business account manager for acknowledgement, response, analysis, and domain-level consolidation and reporting.  The Office of Enterprise Performance will also use this data for corporate-level consolidation, analysis, and reporting across all organizations. 

4.0 
Methodologies:

One or more of the following methods may be used to obtain customer feedback:

1. focus groups  

2. face-to-face meetings

3. surveys

4. web-based customer feedback system

5. telephone discussions.

5.0      Generic Process Flow
The process steps will be used to obtain customer feedback include: 
5.1 Plan Survey 

5.2
Administer Survey 

5.2 Analyze Data

5.3 Report Data

            These steps are further defined in the following process flow.
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6.0       Timing

This process will be implemented at least annually for a particular customer base.  However, organizations and individual project managers are encouraged to obtain customer feedback at more frequent intervals, particularly upon completion of major project milestones.  Corporate measurement reporting will be at management review meetings.  In order to facilitate the development of a corporate plan, domain directors and business account managers will determine a time frame for collecting customer feedback for each program or project and submit this information to the Office of Enterprise Performance at the beginning of each fiscal year. 

After feedback is obtained, the appropriate person (e.g. domain director, business account manager, customer interviewer, etc.) will acknowledge the customer within 24-48 hours.  When issues are noted in the feedback, the domain director or business account manager will follow up with the customer within a 30-60 day interval, and resolve issues when such issues are within the scope of the Technical Center to resolve.

7.0    Process Verification/Monitoring:

The Office of Enterprise Performance will monitor the customer feedback process at designated intervals.      

8.0   Information Infrastructure

An information infrastructure will be developed to support this procedure.  This   infrastructure may include, but not be limited to, a web-based feedback tool, organizational shared drives, and databases.

9.0   Training

The scope of training will be solely on this procedure.  The Office of Enterprise Performance is accountable for conducting training. All managers and employees designated as users of the procedure will be trained.

10.0  Measurements

          TBD

11.0  Records

All records related to this procedure will be maintained in a records retention system that provides for their identification and maintenance.   
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	Record Description
	Doc # (if applicable)
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Appendix B:  Sample Survey Questionnaire

FAA WILLIAM J. HUGHES TECHNICAL CENTER

CUSTOMER SURVEY

INSTRUCTIONS (for telephone or face-to-face interviews)

Thank you for agreeing to speak with me today regarding the services provided to you by name of organization.  I would like to ask you some questions about our support in the area of fill in particular service.  

Purpose of Survey

This survey provides us with the opportunity to learn how we can provide you better service and build our relationship with you.  Your ratings and comments will help us identify how we can better serve you both now and into the future.  I will not be responding with resolutions at this time, but I will listen and record your responses.  I will distribute your responses to those responsible for making improvements.  If there are any specific problems that need to be addressed more fully, either your service provider or I will schedule another meeting at a time convenient for you.
How To Complete This Survey

I will begin by asking some general questions, and then I will ask you about specific services that we have provided to you.  For each rated item, you will indicate your response using a scale of one to ten.  A rating of one will indicate a very low rating, and a rating of ten will indicate a very high rating.  Feel free to make any additional comments concerning the rated items.  In addition to the rated items, I will ask you some questions that require responses that are more detailed.  Please let me know if an item does not apply to you.

Anonymity

You have the option of providing your responses anonymously.  If you should choose to have your name included with the survey we will be able to respond more effectively to your specific concerns.  However, if you choose anonymity, I will not record any information that will identify you.  Your name will not be associated with your responses.  To ensure that individuals cannot be identified because of a unique set of responses, the data will be aggregated in summary form.  Therefore, I encourage you to give complete, open, and candid responses.

Do you have any questions before we begin?

FAA WILLIAM J. HUGHES TECHNICAL CENTER

CUSTOMER SURVEY

INSTRUCTIONS (for web-based or mailed surveys)

Thank you for agreeing to complete the enclosed questionnaire regarding the services provided to you by name of organization.
Purpose of Survey

This survey provides the Technical Center with the opportunity to learn how we can provide you with better service and build our relationship with you.  Your ratings and comments will help us identify how we can better serve you both now and into the future.  Your responses will be provided to those responsible for making improvements.  If there are any specific problems that need to be addressed more fully, please contact name, organization, and phone number to schedule another meeting at a time convenient to you.
How To Complete This Survey

For each rated item, indicate your response using the scales provided.  Feel free to make any additional comments in the space provided.  For items that require detailed responses, please write your response.  In responding to all items, you may add extra pages or write on the back of this form if necessary.  If any item does not apply to you, please write “N/A” so we know you did not accidentally skip an item.

Anonymity

You have the option of providing your responses anonymously.  If you choose to include your name with the survey we will be able to respond more effectively to your specific concerns.  To ensure that individuals who choose anonymity cannot be identified because of a unique set of responses, the data will be aggregated in summary form.  Therefore, you are encouraged to give complete, open, and candid responses.

If you have any questions about the survey, please call name, organization, and phone number.

Thank you for your help.

GLOBAL FEEDBACK ITEMS

Please provide a rating for the following items:

1. Our responsiveness to your needs
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2. Our professionalism in conducting business
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3. Your satisfaction with the assistance we provided in defining the requirements of your most recent project
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4. Our ability to deliver what was agreed upon
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5. The depth of technical expertise we provided in the specific area you required
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6. In reference to your ease of access to our services:

a. Do you know where to start to get to what you need?
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b. Do you know who your “contact” person is?
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c. Is our website “user friendly”?
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d. How do you rate your overall ease of access to our services?
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7. How can we improve your ease of access to our services?

8. Please rate our overall timeliness.
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9. How do you rate the overall quality of the product or service we delivered?
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a. Did you get a good value for the dollar?
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b. How well did we meet your expectations?
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c. Did we keep you informed of status and progress throughout the project?
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d. Did we clearly communicate with you throughout the project?
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e. How was the quality of our written and oral communications?
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f. How well did we anticipate your needs?
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g. How well do we understand your goals and objectives?
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Please provide responses to the following items:

10. What single thing would you improve about our relationship?
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11. Did you have to work with more than one group at the Technical Center to get your requirements    met?  

12. If so, how clear and understandable were the working arrangements?
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13. How easy was it for you had to interact with the multiple groups?
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14. How many different points of contact did you have to make?          

       How many would you prefer to make?

15. What would you recommend we do to make your interaction with us more seamless?

16. Please list other services that you believe we could be providing that we are not providing at this time.

17. How would you describe our products and services to another organization?


FOR ACB CUSTOMERS 

18. Who else do you consider a viable provider of support in the areas of:

a. Testing and deployment of a NAS improvement? 

b. Human factors?

c. Simulations?

d. Systems engineering?

e. Program management?

f. Research and development?


FOR ACX CUSTOMERS 
19. Who else do you consider a viable provider of support in the areas of:

a. Enterprise security?

b. Information technology services?

c. Contract services?

d. Travel and meeting management?

e. Accounting services?

f. Advanced imaging?

g. Facility services?

20. Overall, how would you rate your satisfaction with your relationship with us?
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21. How likely are you to use our services again?
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�PAGE \# "'Page: '#'�'"  ��I recommend eliminating as many open ended responses as possible.  These types of questions are difficult to record in interviews, and even more difficult to score for data analysis.  Typically, someone would read over a large portion of the responses to create a taxonomy of possible responses.  Then multiple raters (at least two, but the more the better) would use the taxonomy to independently categorize the responses.  An Interrater reliability score is then calculated to determine the degree to which the raters agreed on how an open-ended response should be scored.  The open-ended questions will require additional time and resources, beyond what is required for simple ratings, to collect, analyze, and report the data.  I make this point though for consideration on additional items and future survey development.


�PAGE \# "'Page: '#'�'"  ��This item could be place at the very end of the questionnaire so it does not bias the subsequent resonses.
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