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Project Feedback Procedure
Description: 

Provide periodic input to the project office for future corrections on problem types and causes.  Provide input to the BES Process Integrated Process Team (BPD IPT) and project offices for overall lessons learned.  System Program Offices (SPOs) and project offices provide feedback to the Help Desk on the accuracy of responses or fixes provided to the customer.

Entry Criteria:
Complete the following before beginning this procedure:

· Customer Satisfaction Assessment Reports (CSARs)

Procedure Steps:  (These steps are not necessarily sequential.) 
1.   Customer Support Agent:  Provide feedback to the project offices.

The Help Desk’s database contains results of problem calls or questions.  System Program Offices (SPO) or project offices can create reports using the reports component of the Help Desk’s Problem Management System.  The data is then available for future corrections on problem types and causes.  Additionally, Customer Support Agents provide input to the BES Process IPT, SPOs, and project offices for overall lessons learned from such activities as Program Management Reviews, Team Chief AIS visits, etc.  Lessons Learned forms are on the BPD Home Page for electronic submission.
2.   Project Manager:  Provide feedback to the Help Desk.

The SPOs or project offices provide feedback to the Help Desk on the accuracy of responses and fixes it provides to the customer.  This includes working closely with the Case Based Reasoning Manager to ensure accuracy and validity of resolutions in the Help Desk Function’s Problem Management System.  It also involves offering recurring training in areas that will enhance the effectiveness of Customer Support Agents.  Additionally, the Personnel, Manpower, and Professional Development Function forwards the Help Desk-related data to the Help Desk for analysis.

3.   Customer Support Analyst:  Analyze Customer Satisfaction Assessment Reports (optional).
Customer Support Analysts (assigned to the Analysis and Programs Function) may periodically survey customers on performance.  They will collect, tally, and analyze the results of Customer Satisfaction Assessment Reports (CSARs) and provide this feedback to the affected offices.  

Exit Criteria: 

The following work products are a result of completing this procedure:

· Feedback to project offices   

· Feedback to the Help Desk 
· Analyzed CSARs 
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