
© 2007 - Proprietary and Confidential Information of Amdocs.
Security Level Classification - Sensitive

Collecting Feedback is a Start

–Now Do Something With It!

Collecting Feedback is a Start

–Now Do Something With It!

Vito Wasniewski, Sr. Principal
February 5, 2008



2 © 2008 – Amdocs, Inc.

AgendaAgenda

> Introduction

> Background
> Survey
> Improvement Process
> Benefits

> Process Details
> Organization
> Flow

> Summary



3 © 2008 – Amdocs, Inc.

IntroductionIntroduction

> Amdocs
> Amdocs is a growing, profitable public company (NYSE: DOX)
> with revenue of $2.84 billion in fiscal year 2007 
> workforce of more than 16,000 professionals in more than 50 

countries. 
> 100% market share of Telecom Advertising & Publishing

> AT&T Advertising & Publishing
> one of the most powerful brands in the world
> Print directories are used by consumers over 4.6 billion times per year
> Publishing over 1200 directories in 22 states
> The most used online internet Yellow Pages network, 

Yellowpages.com – with 1.8 billion searches per year
> Over 50% of the population use the Yellow Pages at least once a 

week.
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BackgroundBackground

> AT&T Advertising & Publishing outsourced all IT 
functions to Amdocs
> March 2003
> Required an Annual Satisfaction Survey 

> of all AT&T Advertising & Publishing users

> Contract required an average score of 7.0, 
> Target increasing by .1 each year

> Joint Buy-in to this goal
> by working with our client on improvement plans

> Contract calls this the: Action Plan Process
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BackgroundBackground

> Improvement Process
> 15 step process
> Administered by Amdocs
> Each step is Reviewed & Approved by client
> Full visibility of actions and completed activities
> Takes survey details, results are analyzed, leveraging:

> Attributes, Quadrants, Segment, and Comments

> Root Cause Analysis performed on each problem area
> Solution and Action Plan is identified by Amdocs
> Client reviews and recommends updates to the Action 

plan
> Survey retests impact on each area
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BackgroundBackground

> Customer Relationship Benefits are realized 
using a simple Action Plan process
> Increased customer satisfaction
> Increased awareness of customer issues
> Buy in to improvement plans with client
> Joint buy-in of survey results
> Recognition by client 

– that some issues rest with their processes 
– not necessarily with the systems

> CustomerSat application a great tool to investigate the 
“root cause” of issues
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Process DetailsProcess Details

> Organization
> Joint Management Committee (15 members)

> All account areas – both AT&T and Amdocs members

> Survey Action Plan (SAP) Approval Team (2 Directors)
> AT&T Governance oversight and approval of Action Plans

> Survey Committee (2 to 4 Managers)
> AT&T and Amdocs represented – work with Action Item owner to 

ensure deadlines are met, and expectations are understood

> Survey Action Plan Owner (Amdocs Director)
> Owns the improvement area and improving the score

> Survey Action Plan Lead (Amdocs Manager)
> Assigned by owner, ensures plan is sound and delivered on-time
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Process DetailsProcess Details
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Process:  Survey Action Plan needed?Process:  Survey Action Plan needed?

> Who: Survey Results

> Review score in each survey category

> Is the minimum score achieved?
Yes – Survey Action Plan is NOT required
No – Survey Action Plan is required

> Review Yearly Minimum Score
2003: 7.00
2004: 7.10
2005: 7.20
2006: 7.30
2007: 7.40
2008: 7.50

SAP 
Needed?



10 © 2008 – Amdocs, Inc.

Process: Create Survey Action Plan (SAP)Process: Create Survey Action Plan (SAP)

> Who: Survey Committee

1. Assign SAP

2. Initiate SAP form

3. Pull Data from Survey database

4. Initiate Tracking – tracking sheet

5. Deliver SAP to SAP Owner

Create SAP
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Process: Sample Survey Action Plan – page 1Process: Sample Survey Action Plan – page 1
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Process: Define Survey Action PlanProcess: Define Survey Action Plan

> Who: SAP Owner/Lead

1. Owner Assigns Survey Action Plan to Lead

2. Lead completes Survey Action Plan
Review Comments and Quadrants
Root Cause Analysis
Develop Action Plan
Review with Survey Action Plan Owner

3. SAP Owner Approves Survey Action Plan
Review Plan and Actions
Ensure Plan solves problems
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Process: Sample Survey Action Plan Completed – page 1Process: Sample Survey Action Plan Completed – page 1
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Process: Sample Survey Action Plan Completed – page 2Process: Sample Survey Action Plan Completed – page 2
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Process: Approve Survey Action PlanProcess: Approve Survey Action Plan

> Who: SAP Approval Team

1. Survey Committee Reviews for completeness

2. Approval Team
Review Comments, Quadrants & RCA
Review Action Plan
May identify additional actions

3. SAP Approval Team Approves SAP?
Yes – Forward to Owner for Implementation
No – Review additions with Owner
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Process: Implement Survey Action PlanProcess: Implement Survey Action Plan

> Who: Survey Committee

1. Survey Committee initiates tracking

2. Owner Implements Action Plans/monitors
Survey Committee also monitors with Owners and 
Leads

3. SAP Complete?
Yes – Forward Artifacts to Survey Committee for 
closure
No – Survey Committee Develops Contingency Plan 
with Survey Action Plan owner 
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Process: Survey Action Plan ClosureProcess: Survey Action Plan Closure

> Who: Survey Committee

1. Survey Committee 
> Reviews artifacts for completeness

presents SAP to Joint Management Committee
Closes out SAP Tracking

2. Prepare for next years survey
> Update Questions

Add “drill-down” questions

Close
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Review 
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Prep for 
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Summary - Process DetailsSummary - Process Details
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ConclusionConclusion

> Action Plan Process
> Is simple, sound, and requires joint involvement

> Survey provides customer relationship benefits:
> Increased customer satisfaction
> Increased awareness of customer issues
> Buy-in to improvement plans with client
> Joint buy-in of survey results
> Recognition by client 

– that some issues rest with their processes 
– not with the systems

> CustomerSat application a great tool to investigate 
“root cause” of issues
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