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OBTAIN CUSTOMER FEEDBACK


1. PURPOSE
To establish a process for Obtaining Customer Feedback in order to understand community expectations, identify areas that need improvement and gain strategic insights for better decision making that leads to organizational growth. 

2. PROCESS TRIGGER
Obtaining Customer Feedback is an ongoing process (yearly process)

3. SCOPE AND APPLICATION
This process applies to all the existing customers of VBHC

4. PROCESS OWNER
Management Representative

5. PREDECESSOR AND SUCCESSOR PROCESSES
Predecessor Process: 
Successor Process:  

6. RESPONSIBILITY AND AUTHORITY
Analysis of Customer Feedback Form – MR 
Responsibility of Implementation and follow up of Action plan - MR
7. DEFINITIONS & ABBREVIATIONS
1.  MR			: Management Representative

8. PROCESS FLOW CHART
[image: ]

9. PROCESS DESCRIPTION
9.1. Questionnaire is prepared by MR to carry out  Customer Feedback survey 
9.2. Questionnaire is floated to the existing  customers and feedback is received by MR 
9.3. Results are analysed by MR 
9.4. Analysis of Customer Feedback is presented in Management Review Meeting by MR
9.5. Action plan is designed by MR ensuring that any changes/implementations done does not affect any of the company policies 
9.6. Implementation and follow up of Action plan is done by MR 

10. EFFECIENCY MEASURES AND EFFECTIVENESS MEASURES
Efficiency Measures:  Timely implementations of any changes required by the customer  
Effectiveness Measures:

11. RISK ASSOCIATED WITH THE PROCESS

12. FORMATS FOR MAINTAINING RECORDS GENERATED IN THE PROCESS
Customer Feedback Form
13. RECORDS
 Record of Customer Feedback Survey – Minimum Retention Period – 3Yrs















ANNEXURE I
	Name of Format
	Code

	Customer Feedback Form 
	VBHC/QMS/F/10
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