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	Process: Customer Survey
	Phase: Global

	Process Owner:  SSC San Diego Systems Engineering Process Office (SEPO) 

	Description:  Twice a year, SEPO solicits feedback to ensure that the needs of its customers are being met.  This process describes how customer feedback is requested and processed.

	Entry Criteria/Inputs: 

· SEPO or SPI Agents are providing service to an individual or project/team

· It is one month prior to mid-year and end-of-year performance reviews
	Exit Criteria/Outputs: 

· Survey responses received 

· Surveys analyzed

· Issues resolved

· SEPO and SPI Agent Performance Review files updated

	Roles:  

· SEPO Director: Emails out survey and analyzes survey responses

· SPI Project Managers and SPI Leads: Respond to customer survey

	Assets/References: 

a. Current listing of SPI Project Managers and SPI Leads

b. SEPO Survey (attached as Appendix A)

	Tasks: 

1. Email surveys to SPI Project Managers and SPI Leads

2. Review and analyze survey responses

3. Resolve any issues discussed in the survey

4. Personally contact ~25% of survey population

5. Update SEPO and SPI Agent Performance Review files

	Measures:

· Number of surveys returned vs. number sent out

· Number of positive vs. negative survey responses

· Effort expended executing this process


PROCEDURE STEPS

1. Email surveys to SPI Project Managers and SPI Leads.

SEPO Director emails SEPO surveys to all SPI Project Managers and SPI Leads at least one month prior to mid-year and end-of-year performance reviews.  See Appendix A for a sample email to the survey recipients.

2.
Review and analyze survey responses.

SEPO Director reviews and analyzes returned surveys, looking for issues requiring resolution.

3.
Resolve any issues discussed in the survey.

SEPO Director works with survey respondents to resolve any issues that are identified in the survey.

4.
Personally contact ~25% of survey population.

SEPO Director will personally contact a subset of the survey population as a direct feedback mechanism.

5.
Update SEPO and SPI Agent Performance Review files. 
SEPO and SPI Agents performance review files are updated based on the survey results.

Appendix A: Sample email to survey recipients

SPI Project Managers and SPI Leads, 

We are approaching the end of another performance rating period.  SEPO is continuously working to improve the software and systems engineering capability of SSC San Diego projects.  We would like to get candid feedback from you, our customers, on the support you are receiving from SEPO and your SPI Agents.  All responses will be held in strict confidence.  If you feel uncomfortable providing feedback directly to me, you may provide your comments to my supervisor.  SPI Agents and the SEPO POCs should be having regular contact with members of your project team.  A brief survey is provided below.  Please provide responses by COB 5 June 2003.

Thanks, in advance, for your valuable input, 

___________________, SEPO Director

Listing of SPI Agents and SEPO Point of Contact (POC): 

230: [List Code 230 SPI Agents and SEPO POC] 

240: [List Code 240 SPI Agents and SEPO POC]

260: [List Code 260 SPI Agents and SEPO POC]

270: [List Code 270 SPI Agents and SEPO POC]

280: [List Code 280 SPI Agents and SEPO POC]

SEPO SURVEY 

1.
How would you rate the quality of service you received from SEPO? 


_____Excellent
_____Satisfactory
_____Fair
_____Poor 

Comments: 

2. How would you rate the quality of service you received from your SPI Agents? 


_____Excellent
_____Satisfactory
_____Fair
_____Poor 

Comments: 

3.
What were the strengths of our service? 

4.
What areas of our service could we improve? 

5.
What other services would you like SEPO to provide? 

6.
Do you use the SSC San Diego Process Asset Library (SEPO’s Web page) at http://sepo.spawar.navy.mil? 

1

