NSTS-S19
Customer Survey
SHLS

NSTS-S19
Customer Survey
SHLS


Swaziland National Health Laboratory Services

Standard Operating Procedure 

Title:
Customer Survey
Document Number:
NSTS-S19
Version: 


1
Effective Date: 

June 2017
Written by: 


Adian Thring

Checked by:


Lab Systems Analyst
Approved by:


Chief Laboratory Technologist
	Date of next review
	Date reviewed
	Reviewed by 
	Action

	June 2018
	June 2017
	Lab Systems Analyst
	

	
	
	
	

	
	
	
	

	
	
	
	

	Record of Amendment (if applicable)

	Version No.
	Date of Amendment
	Description of Amendment

	
	
	

	
	
	

	
	
	

	
	
	

	Distribution 

	Location:
	Copy Number:
	Responsible person

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Customer Survey Procedure
1.0. 2Application


2.0. 2Objective


3.0. 2Definitions


4.0. 2References


5.0. 2Responsibilities


6.0. 3Procedure


6.1. 3Methodology


6.2. 3Initiation and completion of a customer survey


6.2.31. Questionnaire design and collection of data


6.2.42. Timeline for survey


6.2.43. Scoring


6.2.44. Data management


6.2.55. Results


7.0. 5Related documents




1.0 Purpose

This SOP explains how to assess the satisfaction of the laboratory’s primary customers. It ensures the appropriate design, data collection and analysis of a customer satisfaction survey.
2.0. Objective
This procedure explains how to assess the satisfaction of the laboratory’s primary external customers: patients, clinicians and public health authorities.
3.0. Definitions
Correction: Action to eliminate a detected nonconformity.

Customer: Organization or person that receives a product or service from a supplier organization.

Customer satisfaction: Customer's perception of the degree to which the customer's requirements have been fulfilled. 

4.0. Responsibilities
The NSTS Manager: 
· Initiates and oversees the customer survey.
· Is responsible for the design, implementation and analysis of customer surveys, noting that these tasks can be delegated but retained under his/her supervision;

· Designates a coordinator;

· Maintains the documentation.

The National Laboratory Monitoring and Evaluation Office: 

· Validates the questionnaires for the survey and reviews report;
· Coordinates with the NSTS Logistics Manager in overseeing the customer survey.
NSTS Staff:
· Help conduct the customer survey.
5.0. Procedure
5.1. Methodology
1. In order to assess the satisfaction of the customers, one types of questionnaire is developed for the clinicians or health facility representatives.
2. Questionnaires are submitted to the customers and the results are collected for analysis and generation of report. Analysis of the replies will give the NSTS indications for improvement.

5.2. Initiation and completion of a customer survey

1. Questionnaire design and collection of data

a) The NSTS Manager will develop a questionnaire specific to the targeted customers and a cover letter introducing and explaining the survey.

b) Each questionnaire can be split into two parts:

· general demographic data on the customer (e.g. age, living or practicing distance from the laboratory, first time to the laboratory or number of visits, medical specialty if practitioner);
· Satisfaction questions.
c) There should be an initial meeting with the Quality Committee to distribute the first version of the questionnaire for discussion and review.

d) Once the questionnaire is finalized and validated, sufficient questionnaires should be printed to accommodate the expected number of customers to be surveyed.
e) Distribute the questionnaires:
· Questionnaires will be transported to selected or all health facilities by the NSTS Phlebotomy Drivers.

· The NSTS Phlebotomy Drivers should only explain the meaning of questions, if the customer asks, and not try to influence responses to the questionnaire. 
2. Timeline for survey
a) For clinicians or health facility representatives:

During a specific time range selected by the NSTS Manager, all the laboratory results that are provided to the requesting clinician or customer will be sent with the questionnaire and a cover letter introducing and explaining the survey. There should also be included a stamped, self-addressed envelope to send the completed questionnaire back.
3. Scoring

The satisfaction part of the survey will be assessed through closed questions, with four possible choices: Very unsatisfied, Unsatisfied, Satisfied and Very satisfied. Responding persons will therefore have to choose between a “good” group (Satisfied, Very satisfied), and a “bad” group (Unsatisfied, Very unsatisfied).

4. Data management

Data should be managed as appropriate, using a paper based system if necessary, but preferably using data management software. 

Free survey software are available that can be used for development of the questionnaire, data analysis and reporting. 

5. Results

General results will be available in a report.  

Corrections will be taken out following SOP Corrective Actions to correct the weak points determined by the analysis of the results. 
Related documents
SOP Corrective Actions 
Confidentially Controlled Document
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