
 08E6 Customer Satisfaction (FAA) 
 Default  (Last Value) 

 Description 
 Maintain the annual average of FAA surveys on the American Customer Satisfaction Index at or above the 
 average Federal Regulatory Agency score. 

 FY 2008 Target:  60 

 Commentary (06/2008) 
 The ACSI for commercial pilots decreased in 2007 from 2006, the first year-over-year decrease since 1999. 
 Currently, this survey is the only ACSI survey whose results are included in the determination of OSI payouts, 
 although FAA has multiple ACSI surveys in practice.  AEP has worked with us and other SO's and LOB's to rewrite 
 this target for FY 2008 to include a broader measure of both our customer base and our customer service by 
 including the results of other FAA ACSI surveys.  In addition, AVS is working to improve the score on the ACSI 
 survey on commercial pilots by, for example, underscoring the use of plain, easy to understand language 
 throughout AVS regulations and reducing the burden on survey respondents by migrating to a web-based survey 
 from the current phone based survey. 

 Period Table 

 Actual  Target (Line)  Target (Line) - 
 Index 

 Target (Line) - 
 Index Range 

 10/2007  --  --  --  Unknown 
 11/2007  --  --  --  Unknown 
 12/2007  --  --  --  Unknown 
 01/2008  --  --  --  Unknown 
 02/2008  --  --  --  Unknown 
 03/2008  --  --  --  Unknown 
 04/2008  --  --  --  Unknown 
 05/2008  --  --  --  Unknown 
 06/2008  --  --  --  Unknown 
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