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1.0
INTRODUCTION


1.1
The purpose of this standard procedure is to outline the definitions for Quality

Improvement and Customer Satisfaction.


1.2
The TL 9000 program identifies Quality Improvement as the measure for customer 

satisfaction, Quality and Reliability of the Company’s Products, and other processes / installation materials / and services provided to the telecommunications customer. 

2.0
REFERENCES 


TL 9000;  Section 4.21

3.0
Quality Improvement


3.1
This aspect of the TL 9000 Program is a Company wide endeavor and can be motivated 

by job performance rewards, Company recognized incentives for over achieved planned 

profits, and / or other incentive participation awards. 

3.2 A materials supplier performance data report (Form TL700-01) has been documented and

            approved.


3.3
The Company’s management has expressed its commitment through its participation in

the TL 9000 Program development.  In addition, an annual management meeting will 

incorporate TL 9000 elements for management focus.


3.4
Additional employee field performance measures, supplied by the customer, have been 

included as part of the overall employee performance.


3.5
An annual supplier award is being developed by the purchasing department.

4.0
Customer Satisfaction


4.1
A measure of a minimum score of 9.8 / 10 is the Company’s acceptable customer 

satisfaction score.

4.2      The area supervisor will send out a Customer Satisfaction Survey form (TL396-01) with

the Completion and Acceptance Form (TL396-02) .  All customers billed at a project cost      of $10,000 or more and at least 10% of all customers billed at a project cost of less than $10,000 will receive a Customer Satisfaction Survey.  The Customer Satisfaction Survey will be sent to the Customer Project Manager with the invoice, IF the Project Manager approves the invoice.  If the invoice is sent to an accounting department then the Customer Satisfaction Survey will be sent separately to the Customer Project Manager.

4.2.1 When the customer provides a completion and acceptance report, the Area Supervisor will send the Customer Satisfaction Survey when he completes the customer provided report.

4.2.2
When the customer does not provide a Completion and Acceptance form, the Area Supervisor will send Aztec’s Completion and Acceptance form (TL396-02) along with the Customer Satisfaction Survey (TL396-01), to the customer.

4.3       Once the Customer Satisfaction Survey form has been sent back to Aztec, the Account 

  Manager and Quality Systems Manager will review it.  The Customer Satisfaction Survey

  form will then be filed in the completed project folder and a copy with the Quality Systems 

  Manager.  A copy of the Customer Satisfaction Survey form will be returned to the  

  customer that completed the survey.


4.4
Scores will be tabulated on a monthly basis, quarterly basis, and an annual score.


4.5
Each division will be scored separately as well as an overall Company score.


4.6
A large enough sample of different customers will be surveyed to eliminate as 

many survey biases as possible.

            4.7        A sample of each customer category will be contacted by phone to verify customer 

                         satisfaction scores.


4.8
The target customer satisfaction score for Aztec Communications, Inc. is 9.0 or better.

5.0
SUMMARY


5.1
Any organization scoring below 85% will be required to develop and install a corrective 

action plan (4.14 TL305), in order to reach and maintain the Company’s acceptable 8.5

score. 


5.2
A reconciliation of the Company’s scoring level and the independent surveyors score will 

be led by the Company’s Quality Systems Manager.
5.3       A completed copy of the Customer Satisfaction Survey will be sent to the originator, by

            Quality Systems Management.

5.4
The purpose for this procedure is to ensure all ACI’s customers are treated in a   professional and competent manner, that projects are completed in a cost effective and timely manner, and the Company’s customers continue to reorder telecommunications installation services from ACI.  

