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1.0 Purpose:
The purpose of the AAQ Customer Satisfaction Surveys is to solicit and receive feedback regarding the services AAQ provides with respect to the award and administration of contracts. Data provided through this survey process will be used to ensure customer requirements are being met with the aim of enhancing customer satisfaction. The survey process will also promote communication with customers in relation to customer feedback.
These surveys will not be used to assess employee performance, nor will they be used in performance discussions or as a basis for formal awards, monetary or time-off. However, management may continue to informally recognize positive comments either verbally or in writing.
2.0 Scope:  The AAQ Customer Satisfaction Surveys will be administered for all contracting divisions within the AAQ directorate.  An Award Survey will be generated following contract awards and an Administration Survey will be generated at designated points during the life of a contract.  Section 7, Step 1 of this document provides specific information about the population of contract actions for which surveys will be conducted. 
3.0 Personnel:
3.1 Contracting Officers and Specialists (CO/S) shall address customer requirements in a timely, accurate, responsive, and cost effective manner and maintain open communication throughout the acquisition process.
3.2 AAQ Managers will receive and review all survey responses for their work units.  If a score of 2 or less is received on any factor, or there are negative comments, the first level manager will discuss the survey results with the appropriate CO/S to obtain facts surrounding the issue and will follow-up with the survey respondent.
3.3 AAQ senior leadership will receive a report of cumulative survey data (current and trend data) on a monthly basis.  Summary data may also be reported in ACQ’s business plan and other metrics reporting. Summary level data will not contain any individual-identifying information. 

3.4 The AAQ Survey Point of Contact (Survey POC) will manage survey administration and reporting.
                     4.0 Training:  No training is required to implement this process.
5.0 Equipment:  No special equipment is required to implement this process.
6.0  Safety:  There are no safety issues relating to implementation of this process.
7.0 Process:
	Step
	Who Does It?
	Action
	When

	1
	Survey POC
	Identify contract actions for which surveys shall be issued.  Pull reports from PRISM:
a. For the Award survey:

· All awards issued during the preceding week as codes “A”, “C”, “D”, “T”, and “G” regardless of dollar value
· All Purchase Order (“P”) awards issued during the preceding week above $10,000
b. For the Administration survey:
· All Task and Delivery Orders (code “F”) issued during the preceding week above $150,000
· All contracts expiring or due for option exercise in the coming month
	Weekly

	2
	Survey POC
	Send Survey

a. Upload the contract action report files to the AAQ Customer Satisfaction Survey web tool.  
b. This action generates an email to the individuals listed as CORs/Technical Representatives for the contract actions inviting them to complete the survey.
	Weekly

	3
	AAQ Section/ Branch/ Division Managers
	Review Survey Data

a. When a customer completes and submits a survey, the data populate the survey tool and the tool generates an email to the AAQ managers who have cognizance over the particular contract.
b. AAQ managers review the survey results.  

c. If a score of 2 or less is received on any factor, the first-level manager will:

i. Talk with the CO/S to obtain facts, 

ii. Follow-up with survey respondent to discuss the feedback, and
iii. Provide information regarding follow-up actions to the appropriate CO/S and the Survey POC 
	

	4
	Survey POC
	Prepare Summary and Trend Report

Compile a monthly report of cumulative survey data (current and trend data) and submit it to AAQ-1.
	Monthly

	5
	AAQ Senior Leadership Team
	Review Summary and Trend Data

Review summary-level survey results (current and trend data) at the AAQ Senior Leadership Meeting to identify systemic issues for organizational focus. 
	Monthly


A= Blanket Purchase Agreement (BPA); C= Contract; D= Indefinite Delivery, Indefinite Quantity (IDIQ); T= Other Transaction Agreement (OTA); G= Blanket Ordering Agreement (BOA); P= Purchase Order; F= Delivery or Task Order.

8.0 Survey Questions:
8.1 Contract Award Survey Questions: 


Q1. How satisfied are you that the contracting officer/contract specialist met established milestones in a timely manner?

Q2. How satisfied are you that the solicitation/award accurately reflects your requirements?
Q3. How satisfied are you that the contracting officer/contract specialist was responsive to your needs?
Q4. Given the nature of this purchase, how satisfied are you that the contracting officer/contract specialist communicated effectively during the acquisition process?
Q5. How satisfied are you that this purchase was cost effective?
Q6. Overall, how satisfied are you with the performance of the acquisition organization concerning this purchase? 


8.2 Contract Administration Survey Questions:
Q1. How satisfied are you that the contracting officer/contract specialist provided timely support throughout the past contract period?

Q2. How satisfied are you that orders/modifications accurately reflect your requirements?

Q3. How satisfied are you that the contracting officer/contract specialist was responsive to your needs?

Q4. Given the nature of this contract, how satisfied are you that the contracting officer/contract specialist communicated effectively during the past contract period?

Q5. How satisfied are you that this contract is cost effective? 

Q6. Overall, how satisfied are you with the performance of the acquisition organization concerning this contract?
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