Customer Satisfaction Surveys: Giving Service Members a Voice
         21 May 04
Beginning in June 2004, Service Members and DoD civilians who move will be given the opportunity to complete web-based customer satisfaction surveys to measure the performance of their movers.  The survey also will measure services provided by origin and destination personal property shipping offices (PPSO). 

The Surface Deployment and Distribution Command (SDDC) is currently developing a new personal property program called “Families First” that is a customer-focused, streamlined program that continually assesses customer satisfaction.   When DoD’s “Families First” program is fully rolled out in October 2005, shipments will no longer be awarded to lowest cost carriers.  A Best Value Score, based primarily on the results of the customer satisfaction surveys, will be the factor that determines which carriers move the property of our Service Members and their families.  This provides Service Members with the unique opportunity to influence the quality of future moves, both for themselves and for other Service Members and their families.

The survey, which begins this June, will be conducted on all Domestic and International Household Goods shipments as well as all International Unaccompanied Baggage shipments.  In the near future, the surveys will be expanded to also collect satisfaction data on Direct Procurement Method shipments, Non-Temporary Storage  shipments, and Local Moves.  Results of the surveys will be provided to the carriers for their quality control efforts.  Although ”Families First” will not begin until October 2005, it is expected that quality of service will increase almost immediately as carriers strive to improve their score in preparation for the new program.  

The customer survey process is simple.  During their counseling session at the PPSO, an account will be established in the Customer Satisfaction Survey (CSS) application. At the completion of their move, customers may proactively access and complete their survey via the SDDC website (www.sddc.army.mil) using the user ID and password established during their initial counseling session, or wait to receive an e-mail with survey instructions as well as a link to the survey web page.  To ensure that a sufficient number of surveys are completed, up to 3 email reminders may be sent to customers.  Customers who do not complete their surveys on-line may be contacted by telephone by SDDC’s Customer Services Representative (CSR). If the call is accepted, the CSR will walk customers through the questions contained on the survey and record the customer’s responses. Telephone surveys will only be conducted in the cases where specific carriers do not have a statistically valid number of survey responses. 

SDDC encourages all Service Members and DoD civilians to take full advantage of the customer surveys.  With good participation, bad moves should be a thing of the past.  The customer satisfaction survey questions are as follows:

	Section I: The Origin Personal Property Office (i.e. PPPO or PPSO)



	1. Evaluate the service provided by the Government's origin Personal Property Office that assisted you with making the arrangements for your personal property shipment (i.e. initial contact, ease in contact, appointment availability, customer service, counseling, answering questions, etc.).
	· Excellent  (60 pts)

· Good  (45 pts)

· Satisfactory  (30 pts)

· Poor  (15 pts)

· Unsatisfactory  (0 pts)



	2. Evaluate how well the personal property shipment pick-up date arranged by the Government's origin Personal Property Office met your requirements. 
	· Excellent  (20 pts)

· Good  (15 pts)

· Satisfactory  (10 pts)

· Poor  (5 pts)

· Unsatisfactory  (0 pts)



	3. Evaluate how well the personal property shipment delivery date arranged by the Government's origin Personal Property Office met your requirements.
	· Excellent  (20 pts)

· Good  (15 pts)

· Satisfactory  (10 pts)

· Poor  (5 pts)

· Unsatisfactory  (0 pts)



	Section II: The Transportation Provider (i.e. the movers)



	4. Evaluate services provided at origin such as the quality of packing, labeling, and organizing of the packing crew:
	· Excellent  (12 pts)

· Good  (9 pts)

· Satisfactory  (6 pts)

· Poor  (3 pts)

· Unsatisfactory  (0 pts)



	5. Evaluate services provided at origin such as the care, courtesy, and attitude of the loading crew:
	· Excellent  (12 pts)

· Good  (9 pts)

· Satisfactory  (6 pts)

· Poor  (3 pts)

· Unsatisfactory  (0 pts)



	6. Evaluate how satisfied you were with the timeliness of the pickup of your personal property by the Transportation Provider (mover).
	· Excellent  (12 pts)

· Good  (9 pts)

· Satisfactory  (6 pts)

· Poor  (3 pts)

· Unsatisfactory  (0 pts)



	7. Evaluate services provided at destination such as the care, courtesy, attitude of the crew, unloading, and unpacking.
	· Excellent  (12 pts)

· Good  (9 pts)

· Satisfactory  (6 pts)

· Poor  (3 pts)

· Unsatisfactory  (0 pts)

	8. Evaluate how satisfied you were with the timeliness of the delivery of your personal property by the Transportation Provider (mover).
	· Excellent  (12 pts)

· Good  (9 pts)

· Satisfactory  (6 pts)

· Poor  (3 pts)

· Unsatisfactory  (0 pts)



	9. Evaluate your overall satisfaction with the moving company's timeliness, courtesy, professionalism, and responsiveness in all phases of your move from first contact through delivery, including any follow-up
	· Excellent  (40 pts)

· Good  (30 pts)

· Satisfactory  (20 pts)

· Poor  (10 pts)

· Unsatisfactory  (0 pts)



	Section III: The Destination Personal Property Office (i.e. PPPO or PPSO)



	10. Evaluate how satisfied you were with the destination Personal Property Office that may have assisted you in arranging the delivery of your household goods (i.e. initial contact, ease in contact, customer service, answering questions, etc.). If you were not in contact with, or did not use the destination Personal Property Office, please answer “Not Applicable”
	· Excellent  (100 pts)

· Good  (75 pts)

· Satisfactory  (50 pts)

· Poor  (25 pts)

· Unsatisfactory  (0 pts)

· Not Applicable



	Section IV: Quality of Life



	11. Did your command allow you enough time at origin and destination to schedule and coordinate your move?
	· Yes

· No



	12. Do you plan to file a claim for loss or damage?
	· Yes

· No
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