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	PURPOSE
	To define the methodology to obtain the information about customers satisfaction with the aim of enhancing their expectations. 

	INPUTS
	· Customer questionnaire answered (F-012).

	ACTIVITIES

	Quality Manager 
	Medical Director
	Customer

	
	
	

	OUTPUTS
	· CUSTOMER SATISFACTION REPORT (F-013)

	DESCRIPTION PROCEDURE

	1.  Annually, the Quality Committee has a meeting to develop a questionnaire to be answered by NMD customers, CUSTOMER SATISFACTION QUESTIONNAIRE (F-012). The questionnaire (F-012) permits the customer to assess their satisfaction in relation to NMD services. Besides, the NMD could obtain information about customer’s satisfaction using another kind of information, such as customer’s complaints, CORRECTIVE/PREVENTIVE ACTIONS REQUESTS (F-016), etc. 
2.   Medical Director with Quality Committee decides which method is the best to obtain an objective and real results about the NMD service.  

3.   The NMD customers answer the questionnaire (F-012).

4.   Quality Manager develops a report (CUSTOMER SATISFACTION REPORT (F-013)) using the data results of the completed questionnaires. 

5.   Quality Committee studies the data results (CUSTOMER SATISFACTION REPORT (F-013)) to develop the appropriate actions to improve the NMD service.  


ASSOCIATED DOCUMENTS:

RECORDS:

	Title
	Code
	File Localization
	Record Custodian
	Retention Period

	Customer satisfaction questionnaire
	F-012
	Quality
	Quality Manager 
	3 years

	Customer satisfaction report
	F-013
	Quality
	Quality Manager 
	3 years


INDICATORS

	Indicator
	Formula 
	Data
	Frequency
	Owner

	Customer satisfaction
	( questionnaires
	F-012
	Yearly
	Quality Manager
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NO





2. Reviews it�(� HYPERLINK "../1.4.%20Forms/F-012%20A%20-%20Customer%20satisfaction%20questionnaire.doc" ��F-012�)





1. Customer satisfaction questionnaire (� HYPERLINK "../1.4.%20Forms/F-012%20A%20-%20Customer%20satisfaction%20questionnaire.doc" ��F-012�)





6. Study the results  

















5. Customer satisfaction report  (� HYPERLINK "../1.4.%20Forms/F-013%20A%20-%20Customer%20satisfaction%20report.doc" ��F-013�)





3. Answer the questionnaire (� HYPERLINK "../1.4.%20Forms/F-012%20A%20-%20Customer%20satisfaction%20questionnaire.doc" ��F-012�)








