The OneAFN Conference Exit Survey

This is an optional, informational survey. Our goal is to learn more about CRM efforts across AFN so we can share best practices across the functional areas. We thank you, in advance, for helping with this survey!
------------------------------------------------------------------------------------------------------
1. Does your organization use a formal Customer Relationship Management (CRM) tool to employ any of AFN’s CRM Principles of Practice?
[image: image1.wmf]Yes 
[image: image2.wmf]No – please skip to Section B
2. Which principles of CRM does your organization employ? (select all that apply)
[image: image3.wmf]Customer Account Management
[image: image4.wmf]Communications Strategy
[image: image5.wmf]Customer Data Management
[image: image6.wmf]Performance Measurement & Reporting
[image: image7.wmf]Customer Agreements
3. Which CRM tool do you use?
[image: image8.wmf]Salesforce.com
[image: image9.wmf]Microsoft Dynamics
[image: image10.wmf]Microsoft Business Contact Manager
[image: image11.wmf]Oracle
[image: image12.wmf]Other/Our own system (please specify)

[image: image13.wmf]


4. Overall how easy was it to introduce the CRM tool to your organization?
[image: image14.wmf]Very difficult
[image: image15.wmf]Difficult
[image: image16.wmf]Straight forward
[image: image17.wmf]Easy
[image: image18.wmf]Very easy
5. Did you experience any obstacles when implementing the CRM tool? Please specify.
[image: image19.wmf]




6. Overall, how satisfied are you with your CRM tool?
[image: image20.wmf]




7. If you could change your CRM tool in any way you wish, how would you improve it?
[image: image21.wmf]




8. What advice would you offer to someone interested in introducing a CRM tool to their organization?
[image: image22.wmf]




9. Do you have any questions or comments you’d like to share with the CRM Consortium?
[image: image23.wmf]




10.  Thank you for supporting this project, if you would like to stay informed (monthly) on the AFN-wide CRM initiative, please send an email to AFN-Infolink@faa.gov.
Section B – Complete if you answered “no” to question 1:

1. Why do you think your organization does not use a formal CRM tool? List any previous attempts, and any obstacles that stood in your way.
[image: image24.wmf]




2. Does your organization employ any of AFN’s CRM Principles of Practice? (select all that apply)
[image: image25.wmf]Customer Account Management
[image: image26.wmf]Communications Strategy
[image: image27.wmf]Customer Data Management
[image: image28.wmf]Performance Measurement & Reporting
[image: image29.wmf]Customer Agreements
3. If you don’t use CRM Principles, what is your organization’s preferred strategy for building customer relationships?
[image: image30.wmf]




4. Do you have any questions or comments you’d like to share with the CRM Consortium?
[image: image31.wmf]




5. Thank you for supporting this project, if you would like to stay informed (monthly) on the AFN-wide CRM initiative, please send an email to AFN-Infolink@faa.gov.
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