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Customer-Focused Support



PROCESS REVIEW AND MEASUREMENT


PERFORMANCE MEASURES FOR


CUSTOMER-FOCUSED SUPPORT

The PR&MS performance measurements for PR&MS Modules are guidelines to help you get started on creating your activity's unique PR&MS Modules.  Once you have decided what issues at your activity need to comply to performance review and measurements and what your goals and objectives are regarding these issues, you can use the PR&MS Performance Measurements to build PR&MS modules around these identified issues, goals and objectives.
EVALUATION CRITERIA

A.
Process Review and Measurement for the Customer-Focused Support Process Module


The PR&MS Performance Measurements for the Customer-Focused Support Process Module evaluates the process of providing SOH support, services, and guidance that meet the needs of their customers.   The focus of this module is to determine whether service providers have developed processes to evaluate the needs of the customers and are methods identified to correct customer concerns.


The measurements for this module consist of:

· Formal Process (20%)

· Customer Needs Determination (20%)

· Customer Needs Surveyed (20%)

· Initiative Development (20%)

· Advisement/Involvement/Feedback (20%)
1. Has the command established a formal process for determining customer needs? 

	D
	There is a formal process in writing to identify customers (outside of the command) who are to receive SOH services e.g. SOP, instruction, command safety manual, etc.

	D
	A formal (written) process has been promulgated by the servicing command for determining SOH needs for each customer. 

	D
	The process assigns responsibility for determining customer needs and the frequency of the assessments


D – Documentation, I – Interview, V – Validate (field visit)
2. Has the command determined customer needs (as perceived by the servicing command) and evaluated current services?

	How
	a.  How does the process ensure all customers are identified?

b.  How are the customers identified?

· Commands receiving service

· Students

· Patients

· ISSA’s/MOU’s/MOA’s

· Managers within commands

· Workers/Employees

· Laboratories

· Contractors

· Your boss

c. How are the customer needs identified?

1.  Direct requirements (mandated programs) specified by ISA/MOA/MOU, needs assessments, etc.

2. Indirect requirements

· Non-disruptive service

· Schedule and frequency

· Reports and documentation

· Usefulness and reliability of products/services

· Cost vs. value

· Consultation with command management

· Responsiveness

· Policy/Guidance

· Anticipation of unexpressed customer needs

· Communication of available services

d.How are resources determined to provide products and/or services?

· People

· Funding

· Time

· Consumables

· Facilities

· Contractors

· Support organizations

· Procedures and policies

· Training and education

· Communication and Information Technology

· Equipment

e.  How are services prioritized?


	D, I, V
	The servicing command's customer focused support process identifies all customers (internal & external).

	D, I
	The servicing command reviews all ISSAs or MOUs currently in place between them and the customer.

	D, I, V
	The servicing command assesses customers for needs that may not have been included in the ISSAs or MOUs.

	D, I, V
	The servicing command has identified resources, made schedules to provide services, and assigned responsibilities for ensuring services are provided in a timely manner.

	I, V
	The servicing command has established a process to obtain input from representatives of each customer or population base.

	D, I, V
	A process has been established to periodically consult with each customer regarding current services and changing customer needs.


D – Documentation, I – Interview, V – Validate (field visit)
3. Are customer needs surveyed periodically by written surveys and/or meetings and/or workshops? 

	D, I, V
	a. Develop customer survey.

· Assess knowledge level of people being surveyed

· Tailor questions accordingly

· Develop questions around the following:

· What do you need from me?

· What do you do with what I give you?

· Do gaps exist between what I give you and what I need?

b. Develop survey implementation plan.

· Determine frequency of distributing survey

· Determine survey format and delivery method

· Identify forms and checklists

· Develop schedules

· Train surveyors/conduct dry run

· Refine survey

c. Conduct survey. 

d. Analyze surveys, document the results of the survey, and formalize survey results.

e. Incorporate customer feedback.

f. Provide feedback to the customer.

	D, I, V
	Servicing command periodically surveys* customers regarding the services it provides.

	D, I, V
	The servicing command, in coordination with its customers, has determined the necessary periodicity of customer needs surveys.

	D, I, V
	Survey frequency is dependent upon the extent of services provided, the needs of the customer and feedback from customers.

	D, I, V
	Customer surveys include an analysis/determination for each customer, with negative rationales if applicable.

	D, I, V
	Customers are satisfied that their needs are solicited in a timely manner or frequency.

	D, I, V
	Customer surveys can be verified via:

· Copies of previous surveys

· Minutes of meetings and /or work shops

· Phone logs

· Interviews and /or focus group meetings between inspector and customers


D – Documentation, I – Interview, V – Validate (field visit)
4. Do customer surveys/workshops/etc. result in the development of initiatives to improve the products or services being delivered? 

	D, I, V
	The servicing command reviews the results of each customer's surveys or workshops to identify potential gaps between services provided and customer needs, or perception of needs.

	D, I, V
	Upon review of results of customer surveys/workshops, results are used to improve services provided, or to address perceived findings. Are the customers satisfied with the way and degree they are kept informed. If not, have they discussed this dissatisfaction with the provider? 

	D, I
	Improvement initiatives are developed, where needed, through processes such as:

· Meetings (PATs, TATs)

· Correspondence

· Phone Conversations

· Emails

· Focus groups, etc.

	D
	Individual responsibility for completion of improvement initiatives has been assigned.

	D
	Continuous improvement efforts between service provider and customer are documented.


D – Documentation, I – Interview, V – Validate (field visit)
5. Are customers involved in the development of improvement initiatives?
	D, I, V
	The servicing command and the customer both play an active role in developing improvement initiatives together via processes such as:

· Meetings (PATs, TATs)

· Correspondence

· Phone Conversations

· Emails

· Focus Groups, etc.

	D, I
	The servicing command has examples of how this process works.

	D, I
	Upon review, if customer survey results indicate a gap in the service provided, a discussion occurs to develop any future changes.


D – Documentation, I – Interview, V – Validate (field visit)
6. Are customers advised of survey results and improvement initiatives planned/ undertaken in response to surveys? 

	D, I
	Survey results and information regarding initiatives, either in the planning stages or in progress, are distributed to each customer via processes such as:

· Meetings (PATs, TATs)

· Correspondence

· Phone Conversations

· Emails

· Focus Groups, etc.

	D, I, V
	The servicing command and the customer discuss the potential benefits of implementation of planned initiatives (where applicable), as well as the progress of initiatives currently underway.


D – Documentation, I – Interview, V – Validate (field visit)
7. Are improvement initiatives tracked and making progress toward implementation?

	D
	Metrics or another mechanism is in place to assess effectiveness/implementation of initiatives.

	D, I
	Responsibility for the tracking of improvement initiatives by the service provider has been assigned.

	D, I
	Communication between the service provider and customer regarding improvements is maintained via processes such as:

· Meetings (PATs, TATs)

· Correspondence

· Phone Conversations

· Emails

· Focus Groups

	D, I
	The servicing command and the customer can provide examples of improvement initiatives that resulted in positive change.  Similarly, they should be able to provide documented examples of how initiatives failed and what action was taken to correct the problem.


D – Documentation, I – Interview, V – Validate (field visit)
8.  Is customer feedback solicited concerning the effectiveness of changes implemented in response to customer surveys?

	D, I
	Once changes have been implemented, the service provider surveys customer to determine if improvement initiatives are effective.

	D
	The servicing command can provide documented examples of follow-up surveys.


D – Documentation, I – Interview, V – Validate (field visit)
	90-100% - FULLY COMPLIANT. Program reflects best business practices; goes beyond mere regulatory compliance and adopts PR&MS philosophy.  Almost all of the performance indicators were met, with NO significant findings, and the process is effectively implemented.  Evidence of success is based upon measurable results, sustained over time.

	75-89% - PARTIAL COMPLIANCE.  There is good evidence of implementing PR&MS philosophy as evidenced by business practices, and not stopping at a regulatory compliance-based SOH Program.  Almost all of the performance indicators were met, with ONE OR TWO significant findings, but some processes are not effectively implemented.  The program is becoming integrated into the organization’s business planning, processes and metrics; beginning the journey toward excellence.

	51-74% - MINIMAL COMPLIANCE.  Some evidence of implementing PR&MS philosophy using best business practices, but focus of the program is more on regulatory compliance. Minimum standards are basically met, with THREE TO SIX significant findings or process not effectively implemented.  The program could be significantly improved by moving beyond compliance to best business practices.

	0-50% - NON-COMPLIANT.  This program is in trouble.  At this level, sustaining compliance is questionable.  Most of the performance indicators were not met, with SEVEN OR MORE significant findings or process not effectively implemented. 


1.  Establishment of formal process (20%) (Question 1)
=  _____________ +

2.  Customer needs determination (20%) (Question 2)
   ______________ +

3.  Customers surveyed periodically (20%) (Questions 3-4) = ______________ +

4.  Development of initiatives to improve products,

     including customer involvement (20%) (Questions 4-5)
=  _____________ +

5.  Improvement initiatives tracked, customers notified of

     results, and feedback solicited (20%) (Questions 6-8)
= _____________ +

Total Customer Focused Support Process Score

= ______________

Adjust final scoring to reflect red (unsatisfactory), yellow (marginal), green (satisfactory)

SATISFACTORY –      75-100%


MARGINAL –              51 -74%


UNSATISFACTORY – 50% OR BELOW

1
1

