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Customer Evaluation Procedure
Description:  

Customer evaluation captures the views and opinions of customers on the products and services provided in order to improve the system and implement total quality into the business processes and procedures.  The Customer Satisfaction Assessment Report (CSAR) is the mechanism for capturing this feedback.  There are two separate and distinct CSARs.  Customers who provide guidance and funding submit the “Management” CSAR.  Customers who use our products and services on a regular basis submit the “End User” CSAR.
Entry Criteria:
Complete the following before beginning this procedure:
· System released to field
Procedure Steps:   (These steps are not necessarily sequential.)  
1.   Programs and Requirements Function:  Request customer feedback.  

The Programs and Requirements Function will request customers complete the online CSAR semi-annually and will forward responses to the Project Manager of the system being evaluated.
2.  Customer:  Submit CSAR forms.

The customer locates the forms at the Air Force Center for Electronic Distribution of Systems (AFCEDS) web site.  Use the list under “Links: Select a Site” to select Customer Surveys.  Then on the left side of the page select the Management CSAR if the customer provides funding and guidance, or the End User CSAR if the customer is an end user of the system.  Fill out and submit the form.  
3.  Project Manager:  Analyze feedback.

The Project Manager will analyze the results of the CSARs to improve the performance of the system and the support effort.  If appropriate, the Project Manager may utilize the Lessons Learned Procedure to provide input to improve the process.
4.   Project Manager:  Perform follow-up.

The Project Manager coordinates with each System Program Office to determine what level (Project Manager, Team Lead, Senior Manager, etc.) of follow-up is appropriate.  Only authorized personnel will follow-up, to prevent the customer from being contacted multiple times.  
5.   Project Manager:  Report to responsible organization.       
After consolidating and analyzing the feedback, the Program Manager will provide semi-annual reports of CSAR analysis and related actions to the responsible organization.  
Exit Criteria: 
The following work products are a result of completing this procedure:
· Analyzed customer feedback 

· Reported results to responsible organization 
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