ACQUISITIONS AND CONTRACT PERFORMANCE

PERFORMANCED BASED

KEY PROCESSES


SUBJECT: Customer Satisfaction Survey

NUMBER: 02-013

DATE: April 8, 2002

I. PURPOSE: 

This process will enable the Acquisitions & Contract Performance (A&CP) office to survey their customers to ascertain the relative excellence of A&CP’s support.  This process defines the method by which data is extracted from the surveys and summarized for comparison to prior data.

II. RESPONSIBILITIES:

This process is the responsibility of the A&CP Contract Evaluation group.



III. DISCUSSION:

This process is limited to this office’s survey of its customers, such as Schools, Students, CIO, etc.



IV. PROCEDURES:

Process

1. Preparation

a. The survey schedule is approximately every six months, October and April

b. The survey shall be sent to the General Manager and Chief of Staff from following channels for distribution:

i. Schools

ii. Students

iii. CFO

iv. CIO

v. Others

1. HR

2. SFA University

3. Financial Partners

c. The survey should be submitted as shown in Attachment A

d. The survey shall be sent via email, see Attachment B for text of the transmittal email

2. Surveys Received

a. Two methods of returning the filled-out survey are available

i. Hard copy by fax

ii. Soft copy by email

b. Make sure the surveys are filled out and each one has a channel designation

c. Send a thank you note to each individual returned survey if his/her name was included

3. Data Analysis

a. Launch the Survey Data Analysis spreadsheet

b. In the Spreadsheet, find the tab for the appropriate time period for the new survey

c. Extract the data from the new surveys and place it in the appropriate columns in the table on the left side

d. Once all the data is in the table on left, take note of the summary data on the right

e. From the summary sheet, check to see how the data for the current survey compares to the data from prior surveys

f. Make note of any positive and negative changes

g. Prepare short summary for dissemination to Director of A&CP

Attachment A.

Acquisitions & Contract Performance Customer Survey

Satisfaction with A&CP Support

A&CP Support = the persons with whom you have direct contact at A&CP

Please use the following scale to answer the six questions below:

5 Very Satisfied

4 Satisfied

3 Okay- neither satisfied nor dissatisfied

2 Dissatisfied

1 Very Dissatisfied

1.  ____________
How satisfied are you with the frequency of communication with your A&CP support?

2.  ____________
When you initiate communication with your A&CP support, how satisfied are you with their responsiveness?

3.  ____________
How satisfied are you with the quality of the information received from your A&CP support?

4.  ____________
How satisfied are you with the knowledge your A&CP support has about your channel/enterprise office?

5.  ____________
How satisfied are you with the ability of your A&CP support to respond to your channel/enterprise office’s acquisition and Contract Performance needs?

6.  ____________
How satisfied are you with the overall service provided by A&CP?

For any question you rated a 1 or 2, please give an example or additional details.
Attachment B.

Transmittal Email Text

FROM: A&CP

TO: Channel Member

SUBJECT: Customer Satisfaction Survey of Acquisitions & Contract Performance Support

In October 2001 Acquisitions & Contract Performance (A&CP) surveyed our ‘customers’ to determine the level of satisfaction with A&CP support.  The results were factored into the development and implementation of an A&CP performance plan.

In an effort to measure our progress/improvement, we will be resurveying (same questions) our customers periodically.  Please take a few moments for you and your staff to respond to the attached survey questions, by May 3, 2002.

Participants may complete the survey in the email attachment and forward via return email. Or, they may print the attachment, complete the survey and fax the results to A&CP at (202) 275-0907.  

We appreciate your willingness to help us.  Your opinions are very important to us as we strive to improve our organizational performance.  The goal is to provide effective and innovative solutions for all our customers.

If you have any questions, please don’t hesitate to contact me @ 202-377-3658 or Scottie Banks @ 202-377-3603. 

Thank you for the effort and we look forward to receiving your response(s).

