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If any process in this document conflicts with any document in NODIS, this document shall be superseded by the NODIS document. Any reference document external to NODIS shall be monitored by the Process Owner for current versioning.
1.0 Purpose

The purpose of this system level procedure (SLP) is to establish a consistent method for requesting assistance with and/or implementing NASA IV&V Program customer surveys.
2.0 Scope

This SLP applies to all NASA civil service and contract employees across all functional organizations.
3.0 Definitions and Acronyms

Official NASA IV&V roles and terms are defined in the Quality Manual.  Specialized definitions identified in this SLP are defined below.

3.1 Customer Survey

A customer survey refers to a method for acquiring targeted feedback from a specified set of recipients.

3.2 Customer Survey Initiator (Initiator)
The customer survey initiator refers to the NASA IV&V Program representative that initiates the request for surveying a group of customers. This individual will most often be an office or group lead. 

3.3 External Customer

An external customer is one who receives NASA IV&V Program products and/or services who is external to the NASA IV&V Program
3.4 Internal Customer

An internal customer is one who receives NASA IV&V Program products and/or services who is internal to the NASA IV&V Program or employees.
3.5 Knowledge Management Customer Survey Team (Customer Survey Team)
The Knowledge Management Customer Survey Team refers to an individual or group of individuals within the Knowledge Management Group who assists with all stages of the customer survey process.

3.6 Customer Survey Respondent (Respondent)
A respondent is either an external or internal customer to the NASA IV&V Program who receives a customer survey request. 

3.7 Acronyms

IMS

NASA IV&V Management System

NPR

NASA Procedural Requirement

QM

Quality Manual

SLP

System Level Procedure

4.0 Process Flow Diagram

The following diagram depicts processes described in this document, and the responsibilities and actions that shall be performed by process participants or their designees.  Any information supplemental to the depicted process will appear after the diagram.


[image: image1.emf]Recognizes need for 

survey

INITIATOR CUSTOMER SURVEY TEAM RESPONDENTS

Creates/modifies survey 

materials

Identifies: purpose of 

survey, customer(s), and 

due dates

Forwards survey 

materials for approval

Sends to customers

Yes

Receives announcement 

email, followed by 

survey

Completes survey

Receives feedback and 

compiles results

Receives results from 

survey

Approves 

survey? 

No


Upon the recognition of a needed customer survey, the Initiator shall communicate this need, along with: a clear purpose of the survey, customer(s), and estimated due dates to the Customer Survey Team.  If this is a recurring survey the Initiator will also provide the frequency.  
The Customer Survey Team works with the Initiator to firm up and approve a survey, any additional correspondence, and a timeline.  The Initiator and Customer Survey Team shall discuss the method for developing the items to be included in the survey. If the Initiator does not choose to prepare survey items, then documentation clearly indicating agreements between the NASA IV&V Program’s functional organization and the customer must be supplied to the Customer Survey Team. The Customer Survey Team will use received documentation as the basis of survey items. 
In addition to the development of survey items, the Initiator and Customer Survey Team shall agree upon a survey timeline. The survey timeline shall include details such as the date of completion for the survey draft, if being developed by the Customer Survey Team; the date for which the announcement e-mail will be sent and/or the survey deployed; the period of time the survey will remain open; frequency of reminder e-mails; the closing of the survey date and time; and approximate date on which compiled results shall be forwarded to the Initiator.  

When completed, the drafted survey materials shall be delivered to the Initiator for comments and/or approval. If revisions are necessary, changes will be made appropriately and sent back to Initiator. Materials shall not be sent to customers without the final approval of the Initiator. When approval is received from the Initiator, the Customer Survey Team will follow the agreed to plan. If the Initiator chooses to send an announcement e-mail prior to the deployment of the survey, the e-mail will be sent first, followed by the survey and reminder e-mails. 

After the survey closes, the Customer Survey Team shall compile and report the results to the Initiator. The time required for compilation of survey results will vary according to the number of respondents, nature of survey, and other tasks being completed by the Customer Survey Team members. Turnaround time for results will be discussed early in the process between the Initiator and Customer Survey Team.
5.0 Metrics

Any metrics associated with this SLP are established and tracked within the NASA IV&V Metrics Program.

6.0 Records
The following records will be generated or updated and filed in accordance with this SLP and IVV 16, Control of Records, and in reference to NPR 1441.1, NASA Records Retention Schedules.
	Record Name
	Original
	Vital
	Responsible Person
	Retention Requirement
	Location

	Survey draft
	Y
	N
	Customer Survey Team
	Destroy when 7 years old. (1/26.5)
	ECM

	Survey results
	N
	N
	Customer Survey Team
	Destroy when 7 years old. (1/26.5)
	ECM
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