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Customer Satisfaction

1.0
PURPOSE
To provide a system and instructions, and to assign responsibilities for measuring customer satisfaction and key indicators of customer dissatisfaction.

2.0
SCOPE
Applies to the process for determining customer satisfaction, monitoring trends, and taking appropriate corrective action.

3.0
DEFINITIONS
None.

4.0
Procedure
4.1
Customers may provide negative and positive comments through the use of the FVM website.  The comments are automatically forwarded to each Manager.  Customer complaints are handled in accordance with QP4.11.1, Corrective Action.

4.2
Each year, the President reviews and summarizes the customer comments from the FVM Website and any other documents to show Customer Feedback.

4.3
Trends in key indicators are tracked based upon customer supplied reports, analysis of company data such as shipping performance, customer complaints, returns, and the customer comments from the website.

4.4
A report of customer satisfaction/dissatisfaction trends is compiled by the Management Representative and reported to all employees involved.  The report is reviewed by the Executive Management at the Management Review Meeting.  As necessary, corrective action is taken as described in QP4.11.2, Corrective Action, or a continual improvement project is initiated in accordance with QP4.10.1, Continual Improvement.

4.5
Web based customer satisfaction data, and other supplied customer satisfaction data, are maintained in accordance with QP4.13.1, Control of Quality Records.    
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