CG ISC PORTS INST 5220.1

13 October 2000


CG ISC PORTS INST 5220.1


13 October 2000




	Commanding Officer
United States Coast Guard

Integrated Support Command

	4000 Coast Guard Blvd.
Portsmouth VA 23703-2199
Staff Symbol: c
Phone: (757) 483-8590




CG ISC Ports INST 5220.1



13 October 2000

INTEGRATED SUPPORT COMMAND PORTSMOUTH INSTRUCTION 5220.1

	Subj:
	CUSTOMER FEEDBACK AND SATISFACTION MEASUREMENT SYSTEM


1. PURPOSE.  This Instruction establishes a systematic approach to gather customer feedback, measure customer satisfaction and act on that information.

2. ACTION. 

a. Each Integrated Support Command (ISC) member shall become familiar with the process identified below and will take prompt action on customer comment cards received.

b. The Command Comment Card Coordinator will track the customer satisfaction data.

c. The Quality Management Board (QMB) will analyze the data, identify trends and discuss initiatives to improve the ICS’s service and performance.

3. DIRECTIVE AFFECTED.  None.

4. DISCUSSION.  

a. The need to develop a standard ISC customer comment card and satisfaction measure was identified at the combined MLC Atlantic and Pacific ISC Strategic Workshop held at Alameda on 24 – 26 August 1999.  That meeting established an objective to develop a uniform system.  A workgroup was tasked with developing a customer comment card with the following features:

(1) be easy to complete and submit 

(2) be universal and able to be used to evaluate all ISC services

(3) capture feedback and measure qualities desired by the customer, and

(4) allows easy roll-up of measures into a balanced scorecard.

b. This system is not all-inclusive.  The feedback and measurement system is a tool to capture important customer information.  Other means to collect information include: focus groups, panel discussions, town hall meetings, individual interviews, unit visits, attendance at customer staff meetings and conferences, and toll-free numbers. 

c. The system was developed from several sources.  It included the best practices, opinions and recommendations from ISCs; concepts from Mark Graham Brown’s Keeping Score; input from the Commandant’s Quality Award Guidebook, and ideas from a chartered focus team consisting of representatives from ISC St. Louis, ISC New Orleans, ISC Ketchikan and ISC Alameda.

d. The focus group identified the following five performance qualities desired by the ISC customers: timeliness, quality (accuracy of information, well made, etc.), responsiveness (flexibility), reliability, and value (cost).  The team designed these criteria and the following features into the feedback form (see enclosure (1)):

(1) concise format (a single 5 x7 card),

(2) provides for customer segmenting (unit and service),

(3) simple index (5-level scale of satisfaction),

(4) space for customer’s written comments, and 

(5) easy to submit using permit mail.

e. This system captures the customers’ perception of ISC performance, provides timely feedback and provides a systematic means of reviewing and responding to customers.  It also allows senior leadership to compare ISC performance during different periods of time and is linked directly to the ISC Business and Strategic Plan goals.

5. DEPLOYMENT.   The customer comment card is designed to be used by walk in customers to provide feedback on ISC services and to offer ideas to improve service.  In addition supervisors may use the card to get customer feedback through the following means:

· mailing to customers

· providing to customers during unit visits, and

· attaching to work orders.

6. PROCESS. 

a. Division Officers shall provide sufficient quantities of the ISC Customer Comment Cards (enclosure (1)) to each customer service desk or service area.  

b. Division Officers shall encourage customers to submit comment cards.

c. The Comment Card Coordinator shall receive all incoming customer comment cards, log into the tracking database and route to the Division and Branch Chiefs for action.  

d. Division Officers and Branch Chiefs shall:

(1) act on surveys ranked “(1) Very Poor, (2) Needs Improvement” or on negative written remarks by calling the customer identified on the card to resolve the concern,

(2) record on the card the action take to resolve the customer concern,

(3) review feedback to improve service processes,

(4) present findings at the QMB and annual strategic planning meetings  to make necessary improvements and refocus initiatives to develop best-in-class strategies, and

(5) route completed comment cards  to the Comment Card Coordinator.

e. The Comment Card Coordinator will file completed customer comment cards. 


//S//

R. R. HOUCK

	Encl:
	(1) 
Customer Comment Card
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