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User Guide:  Customer Satisfaction Feedback

Procedure:

· Customer Feedback calls are performed on domestic orders shipped.  

· Previous week’s shipments are uploaded from the BSD into the CSF Access database. Customers that were called within the previous 12 months are not called. Dissatisfied customers are followed up within 6 months. (Ref. QAM 10)

· Throughout the month, selected Sales personnel pull up the oldest open feedback in the CSF Access database and perform feedback calls.  The CSR’s may take this opportunity to promote various added values such as:

· No minimum order requirements

· In-house manufacturing capabilities

· Ability to provide additional spare accessories/hardware when quoting

· 24-hour hot line

· Application assistance

· Unconditional warranty

· We allow customers to tell us their perception of the quality of PCB’s products and services.  Judging customer tone and feedback, the person performing the feedback call shall rate each of the below areas using a ranking of 1 through 4 (1 - very satisfied, 2 – satisfied, 3 – dissatisfied, and 4 - not applicable):

· Delivery, 
· Packaging, 
· Product Performance (includes Calibration Service),
· Tech Support, 
· Attitude Towards PCB.

· At this time the customer may recognize a PCB employee(s) for their outstanding service. Additional comments and actions are noted in the comment section of the feedback form in Access. If customer is not available, a message is left and no further action is needed unless the customer returns the call.

· When a customer voices dissatisfaction with the performance of our product, the call is forwarded to a technical person to troubleshoot the customer application.  If the complaint is determined to be a Quality, and/or Calibration Service issue, a Quality Concern (Ref SM012) shall be generated (Ref. QAM 10). A Quality Concern is noted in the comment section of the feedback and the feedback is closed out in the Access Database.  Information is also referenced in the Customer Relationship Management database (C2) and a copy sent to the applicable Field Application Engineer.
· On a returned Feedback call, the above process is followed.

· Monthly, the Director of Customer Relations (DCR):

· Prints out the feedback reports and forwards to the outside PCB sales force.

· Monthly, the DCR: (Monthly CSF Packet)

· Generates a Customer Satisfaction Feedback (CSF) Summary.

· Tabulates employees recognized for month (Raving Fan Report).

· Generates Dissatisfied Customer Report. (Customer Complaints)
· Generates Prod Group Reports, CSF Summary, YTD CSF totals, Dissatisfied Customer Report, Raving Fan Report & distributes to Division Mgrs.

· Sends, via e-mail, the CSF Packet, CSF Summary, Raving Fan Report & Dissatisfied Customer Report to PCB Management, Sales & Marketing, Field Sales Team, Production and Quality.
· Post CSF Summary, YTD CSF totals and Raving Fan Report in Quality Hall.
· Year to Date Totals are provided in the last month of the year Summary/Reports.
· Monthly, the Administrative Assistant re-enters previous Domestic Quality Concerns provided by Quality from 6 months ago into Access Database for feedbacks to  be performed. (Ref. QAM 10)
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