Customer Benchmark Follow-up

The customer benchmark team (original report available) made the following recommendations.  What actions have been taken follow each recommendation.
 

1.  The PM-Advocate should arrange appointments with the Business Units to go back to brief them on the PEO/PM Customer Satisfaction Process and the results that came out of their input, and thank them for their contributions.  (This has been partially done through the letters of appreciation to the PMs (customers) thanking them for their comments on the questionnaire and their time and subsequent comments concerning the interviews.)   The PM-Advocate has agreed to this and preparations to brief are underway.

Results:  The PM Advocate became the ARDEC Advocate in October 1998.  The perspective of this role broadens to further than local PM’s.  On a regular basis since this time, the Customer Advocate briefs the Business Unit Managers on a recurring basis, holds ‘virtual’ meetings via email, has expanded the quarterly customer reports to the Business Unit level and provides statistics in the quarterly SMR by Business Unit.  The Customer Advocate meets with our major customers by visits and phone calls on a recurring basis.  In November 2000, our first Customer Recognition Ceremony was held.  All of our major customers who participate in our survey were invited.  Along with a written thank-you via a One Star note from BG Lenears, customers were thanked in person at this ceremony.  This ceremony will become an annual event.

 

2.  The PM-Advocate needs to share (as a recipient of the PAQ award, we are required to ‘share’) the results with any other potential organization desiring those results. 

Results:  The Customer Office provides sharing information on a recurring basis to all who ask for it.  In addition, the Customer Office has hosted numerous visits to share in depth knowledge.  The benefit is, we continuously learn from the organizations we share with!

 

3.  The PM-Advocate, in his expanded role, needs to establish QMB for Customer Satisfaction.  The PM-Advocate has agreed, and has initiated a draft charter for the QMB.

Results: The Customer QMB has been in existence since the benchmark report.  This QMB is quite active, has instituted many improvements, chartered multiple PATs and continues its efforts!  Many beneficial actions have come out of this group.

 

4.  The expanded role of the PM-Advocate dictates the critical needs for an automated database system with which to track current support results as well as identify trends, analyze the structure, and identify weaknesses.  Partner with DOIM in this effort to make it happen.  This will be an action for the newly established QMB.

Results:  In FY00, the customer survey was automated to the web.   Customers were polled for their suggestions on the automation.  ARDEC mission organizations, who rate ARDEC support organizations, were the first to be added to the automation.  External customers were phased in through the year and new customers added.  First year results of this effort include:

a) Number of numerical ratings and comments has doubled.

b) Reports to the suppliers are generated and sent to the suppliers within one day of receiving the last survey input.  Previously, it took 4 to 6 weeks to generate all the reports!

c) Customer data is no online and will be kept as an ongoing historical basis for additional analysis, etc.

d) Increased customer emphasis – with the survey being the heart of it – has helped increase customer ratings from a yearly average of 3.38 in FY99 to 3.49 in FY00 – the largest annual increase since the beginning of the survey.

e) Having the data quicker, has allowed expanded analysis of the data and the use of the data in a multi dimensional fashion in the business areas with cost, schedule and performance data.

In FY01, the option of rating to the team/product level has been added and the number of customers using the survey is expected to at least double!

5.   The PM-Advocate has been asked by Mr. Geza Pap to accept an invitation to serve as a member of the Advisory and Review Board of The First World Customer Service Congress.  Since this is a precedent-setting event (participants from 39 nations), every effort should be made by TACOM-ARDEC to provide any support required on this venture.

 

The PM Advocate became a charter Advisory and Review Board member to the World Customer Congress and has continued to be a member for the four years this group has been having sessions.  In 2000, the ARDEC Customer Advocate submitted an abstract for consideration.  This abstract was accepted.  The title of the abstract was “Using Customer Data to Improve Performance”.  This became a chapter in the Congress’ published book ‘Customer Satisfaction Management Frontiers – IV’ and was the topic of a session presented by ARDEC’s Customer Advocate in October 2000.  The networking from this participation has proven valuable especially for exposure to world’s best practices.

6.   TACOM-ARDEC needs to project into the future and budget resources to improve the Customer Satisfaction Process. Customer relationship management needs to be improved.  This can be accomplished by establishing a systematic approach to ensure issue resolution, and by providing the PM-Advocate with resources … people and money.

 

In FY99, the entire customer process was examined and streamlined.  In FY00, the Customer Advocate’s position was combined with the TQM Officer position.  This combination led to the formation of a TQM/Customer Team that also included the Reinvention and Ideas program initiatives.  Two additional people joined the team besides the Customer Advocate.  The automation of the web based customer survey was fully funded which allowed enhanced data collection and reporting with a reduced level of staff.  In addition, Business Units have been generous in helping fund the quarterly employee customer awards.    All of this has help strengthen the customer program.

7. TACOM-ARDEC needs to  "lean forward" (go the extra step).

The combination of the TQM and Customer duties has led to continuing insights from a Baldrige basis for the customer program.  The Customer Advocate/TQM Officer served as a DA level Army Communities of Excellence Examiner in November 2000.  This experience allowed for the exposure to other Army customer best practices.  In addition, to lighten the combined job workload, the FSAC Commander, COL Lindsay, was designated to be the Baldrige Customer Champion for ARDEC.   This has brought fresh insights to the customer program in FY2000.  The Customer QMB, Customer Champion and Customer Advocate/TQM Officer are dedicated to continuing to enhance our ARDEC customer program through a variety of continuing and expanding approaches.

Benchmark Update Provided by Donelle Denery, Customer Advocate/TQM Officer.
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