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1.0 Objective

This procedure demonstrates the steps to be followed to
measure the customer’s perception of our company, our
products, services and employees in order to achieve and
maintain customer satisfaction.

2.0 Scope of Implementation

All processes which are part of the Company's Quality
management system, involving the client/customer, either
directly or indirectly.

3.0 Definitions

3.1 Customer Satisfaction: The degree to which work is
completed to meet customer requirements in
accordance with contractual terms and conditions set
out with him.

3.2 Service Providers: All departments, directly or
indirectly, interacting with customers i.e. Projects,
Procurement, Quality Assurance, Health & Safety,
Finance, Tendering etc.

4.0 Cross References

QSP7.2.3-01 - Customer Complaints, Feedback and
Analysis

5.0 Responsibility of Action

5.1 The QAD is responsible for ensuring that Customer
Feedback Surveys are conducted annually in an
objective, impartial and methodical manner.

5.2 The Projects personnel may be involved where
relevant information may be required from the
customer.

6.0 PROCESS

6.1 Customer Feedback & Satisfaction

6.1.1 Customer Feedback and Satisfaction Surveys shall be
conducted on an annual basis, generally at the
beginning of the year, to gauge customer’'s
perception of our company’s products and services
provided to them in the previous year.

6.1.2 QAD shall arrange to send a Customer Feedback-
Satisfaction Survey Form - QF8.2.1-01-01, to all
existing customers with whom our company has
dealt with in the past year.
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6.1.3 Although the preferred method of sending the form

6.2
6.2.1

6.2.2

6.2.3

6.2.4

6.3
6.3.1

is via email due to the applicability of the form, the
following methods may be used to send it, if
absolutely required:

a. Letter (hard copy)

b. Fax

c. Personal Meeting

Criteria & Score
It is preferable that the form be filed by a
representative of the customer who has directly
interacted with our company in the past year.
(General Manager, Projects Manager, Owner,
Consultant, etc).

The form shall be filled with objectivity and shall be
unbiased towards our company (or Project (S)
Managers), in order to present the most realistic
outcome and focus on the areas of improvement.

The feedback is based on certain set criteria
accumulated to provide the most optimum and
methodical score set on a scale of 1 — 10, as given
below:

Score Description ASI
1-3 Poor 10-30%
3.1-6 Fair 31-60%
6.1-8 Good 61-80%
8.1-10 Very Good 81-100%

The criteria are set keeping in mind the following
major attributes:

Quality & HSE

Compliance to Product/Service Requirements
Actual/Planned Schedule (CPM)

Project Implementation

Customer Complaints Handling
Communication

Quality of work

Company Facilities

Semooo o

Customer Satisfaction Index

Once scores are allotted to each criteria, the average
score is calculated by dividing the total of all scores
by the total number of criteria.
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6.3.2 Average Customer Satisfaction Index is a percentage
of the average score to the maximum possible score.

Average CSI = Average Score x 100
Maximum Score

A percentage above 61% is a good indicator of a
highly satisfied customer.
7.0 Records Retention
Records necessary to implement this procedure shall be
kept with the department manager for a period not less
than 3 years.
8.0 Document Filing
The original version of this procedure along with the rest of
the procedures shall be maintained with the Management

Representative and the procedure shall have a reference
number: QSP8.2.1-01.

9.0 Forms

QF8.2.1-01-01 — Customer Feedback-Satisfaction Survey
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