STATEMENT OF WORK


FAA Logistic Center survey objective statement:

The below stated objectives are a minimum but are not limited to this scope, the consultant is expected to utilize their expertise in the design and formulation of five (5) surveys to ensure optimum results.  The survey instruments shall provide measurements to enable an analysis, which translates to the degree possible scientific rather than subjective feedback data.  The survey instruments shall be inclusive of all the relevant products and services the FAA Logistic Center (FAALC) provides now and in the future.

Objectives:  

a) Establish a new baseline survey that will measure the level of satisfaction of products and services currently provided by the FAALC.

b) Establish a core set of questions that address current and future needs.

c) Address CPV. (Customer Perceived Value) attributes.  Examples: revenue, cost, time, price & processes.

d) Establish a tool where our Call Center can periodically measure customer satisfaction and current or future processes. 

e) Improve the current Results office survey by assessing the questions and scales that are currently being used.

f) Assess the level of customer satisfaction of Service Agreements.

Target completion date September 1, 2002

Resources to be provided by the FAA Logistics Center:

a) Previous customer satisfaction surveys, analysis, Executive summary reports.

b) Access to related documentation available.

c) Access to FAALC personnel.

Contractor shall:

a) Provide technical expertise and guidance in achieving the survey objectives.

b) Provide valid and acceptable research.

c) Provide survey design to yield specific actions that will lead to improved customer value and satisfaction.

d) Consult with FAALC staff while developing surveys.

e) Review and provide suggestions for improvement of Results Office survey.

f) Provide interpretation and analysis of survey results.

g) Provide survey analysis that will help the FAALC to improve our overall business methods.

h) The contractor shall provide design support to assist FAALC staff with development of a survey that will measure the satisfaction level of products and services the FAALC provides now and in the future.

i) The contractor shall consult with FAALC staff before designing and administering a CPV (Customer Perceived Value) survey.

j) The contractor shall provide design support to assist FAALC staff with development of a survey for the Customer Care Center.

a) The contractor shall provide design support to assist FAALC staff with development of a survey that measures the customer satisfaction of the service agreements.

k) The contractor shall review and evaluate the current FAALC Results team survey and provide recommendation as to the technical soundness.

l) The contractor shall evaluate survey distribution options and provide a recommendation.

m) The contractor shall conduct on site interviews for development of surveys.

n) The Contractor shall coordinate with the FAA Logistics Center designated representative on all reports, letters, memoranda, project documentation, minutes of meetings, weekly reports, telephone conversation reports, trip reports and other written material.  All documents shall coordinate through the COTR or designee prior to distribution.  Further, all documents that will be distributed outside the FAA shall be reviewed by the COTR or designee for sensitive information prior to any distribution of draft or final versions of those documents.
Deliverables:

a) Provide weekly progress reports.
b) Provide a draft of the surveys for review within forty five (45) days after contract award.
c) Provide copies of the final report.  The final report shall contain at a minimum: an analysis/description of the results, recommendation and a methodology for regularly collecting feedback from customers.

d) Provide survey raw data on diskette or CD format with procedures for utilization.
e) Provide the survey software package (include software training) that will be used to administer the surveys and also collects returned data for analysis.  (For future use after baseline surveys are administered)
f) Contractor presentation of final survey results to FAALC management and staff.

