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1. Objective

This procedure is to ensure that review on customer’s satisfaction and quality objectives are carried out for continual improvement to the implementation of the quality management system. 

2. Scope

This procedure is applicable to the NREB Headquarters only.

3. Definition

RELEVANT OFFICER is an officer who is responsible for the activities stated in the quality objectives.
4. Abbreviation
i. AO
-
Administrative Officer 

ii. CEQ
-
Controller of Environmental Quality

iii. ECO
-
Environmental Control Officer

iv. MRM
-
Management Review Meeting

v. SAO

-
Senior Administrative Officer


vi. SMM

-
Senior Management Meeting
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5. Details of Procedure

A.
Review on Customer’s Satisfaction

	No.
	Action

	Responsibility

	a.
	Issuance of Customer Survey Form:

· Request the walked in customers to fill the Customer Survey Form. Refer to Appendix IIA; and
· Issue the structured Customer Survey Form according to the types of customer as per Appendix II (b until f) to the Customers by fax at least once a year as follows:
i. Board of Directors - (Appendix IIB)
ii. Governments Department/Agencies - (Appendix IIC)

iii. Environmental Consultants & Project Proponents - (Appendix IID)
iv. Suppliers/ Contractors - (Appendix IIE)

v. Schools - (Appendix IIF)


	Relevant Staff

AO

	b.
	Prepare yearly analysis on the feedback received from the Customer’s Satisfaction Survey as per Appendix III (A until F) and forward to SAO for follow up action.

	AO

	c.
	Prepare report for discussion in the MRM.

 
	SAO

	d.
	Discuss the report in MRM/SMM and make decision. Refer to PK-NREB-004 (MA) if there is any corrective actions to be undertaken.

	Section Heads
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B.
Review on Quality Objectives

	No.
	Action

	Responsibility

	a.
	Prepare report for all quality objectives twice a year by using the form as per Appendix IV and submit to Section Head for checking.


	Relevant Officer

	b.
	Check and finalize the report. Provide recommendation for discussion in SMM/MRM. 


	Section Head

	c.
	Discuss the report and its recommendations. Refer to PK-NREB-004 (MA) if there is any corrective action to be undertaken.

	Section Head 



6.
Quality Record
	No.
	Action
	Retention Time


	Location

	a.

b.

c.

d.

e.

f.

	Completed Customer Survey Form

Summary Report on Customer Survey Form

Report on Customer  Survey

Completed “Review of Quality Objective” Form
Minutes of MRM

Minutes of SMM
	5 years


	20th Floor (Administration and Finance Section)
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7.
Appendices

i Appendix IA
-
Flow Chart on Review of Customer’s Satisfaction

ii Appendix IB
-
Flow Chart on Review of Quality Objectives

iii Appendix IIA
-
Customer Survey Form - Walk in Customers
iv Appendix IIB
-
Customer Survey Form - Board of Directors
v Appendix IIC
-
Customer Survey Form – Government Departments/Agencies
vi Appendix IID
-
Customer Survey Form - Environmental Consultants/Project Proponents
vii Appendix IIE
-
Customer Survey Form - Suppliers and Contractors
viii Appendix IIF
-
Customer Survey Form - Schools
ix Appendix IIIA 
-
Analysis on Customer Survey Form for Walk in Customers
x Appendix IIIB
-
Analysis on Customer Survey Form for Board of Directors
xi Appendix IIIC
-
Analysis on Customer Survey Form for Government Departments/Agencies
xii Appendix IIID
-
Analysis on Customer Survey Form for Environmental Consultants/Project Proponents
xiii Appendix IIIE
-
Analysis on Customer Survey Form for Suppliers and Contractors
xiv Appendix IIIF
-
Analysis on Customer Survey Form for Schools
xv Appendix IV
-
Review of Quality Objectives
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