03-PRA-031

Customer Satisfaction Survey Team
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In order to gauge customer satisfaction with the services GSA provides, PBS teamed with the International Facilities Management Association and the Gallup Organization to create and implement a Customer Satisfaction Survey.  The survey, instituted in 1993 and refined over the years, provided PBS with a wealth of information directly from customers.

The challenge became deciding what to do with the information.  It was clear that the survey results pointed out areas of strengths and weaknesses.  However, consistently strategizing and addressing these areas remained an issue.  In 2001, a Customer Satisfaction Survey team was formed to devise an action plan to discuss and perform a multitude of duties.  The team consisted of representatives from each Property Management Service Center in the Rocky Mountain Region as well as the regional marketing team.  The team has met weekly since 2001 to address issues including:

· Improving customer satisfaction

· Distributing customer satisfaction surveys and encouraging customers to Complete and return the survey to the Gallup Organization for analysis

· Forming action plans based on the results of the survey

· Improving communications with customers

· Streamlining the process

Weekly meetings produced efforts towards this end, which include the development and on-going refinement and implementation of pre- and post-survey communications tools that are distributed to customers, a website with reference tools for property managers administering the survey, and the utilization of the GSA Ambassador team to assist in the distribution of the surveys.

The Customer Satisfaction Survey team has helped property managers overcome obstacles and ultimately increase the overall customer satisfaction scores over the last two years.  In 2002, the Rocky Mountain Region became the first PBS region to achieve an overall customer satisfaction rating of 90 percent.  Not only was this the highest score in the nation but a significant increase over the previous year’s score of 82 percent.

For more information, contact Ms. Ann Marie Hausler at 303-236-7174 ext. 562 via e-mail at annmarie.hausler@gsa.gov.
