Aircraft Certification Service

Customer Service Initiative
Customer Guide

INTRODUCTION 
The FAA Flight Plan is the Federal Aviation Administration (FAA)’s current strategic and business plan.  Each FAA line of business mirrors the Flight Plan through performance initiatives surrounding four main goals—Increased Safety, Greater Capacity, International Leadership, and Organizational Excellence.  
One way the Associate Administrator for Aviation Safety - Administration (AVS) intends to accomplish its initiatives involving Organization Excellence is through customer service principles outlined in this document.  
AVS’s commitment to customer service predates the most recent FAA strategic plan.  In February 2003, AVS announced its Customer Service Initiative (CSI), intended to both assure our customers of our commitment to improving our relationships with them and to emphasize to our employees exactly what we expect in their interactions with customers and the public.
Our customers have the right to ask for review on any FAA aviation safety decision without fear of retribution.  We will display information on how to initiate a CSI prominently on the Internet. 

The goals of the AVS CSI are as follows:

· Promote early resolution of disagreements, 

· Promote consistency and fairness in applying FAA regulations and policies,

· Encourage customer feedback, including complaints, and 

· Enhance customer satisfaction. 
Through this emphasis on professionalism and customer service, the Aircraft Certification Service’s (AIR) promise is that our customers receive timely service in partnership with our employees.
This AIR CSI Customer Guide is the corollary to a process approved and established in our Quality Management System (QMS).  AVS’ commitment to quality management has resulted in its registration under the requirements of ISO 9001, meaning we focus on standardization, customer service, and continuous improvement.  In all of AVS, we state our commitment to quality as follows:
   “AVS is committed to providing the world's safest aerospace system.  AVS achieves this goal by meeting the requirements of the AVS quality management system, responding to our customers, valuing the contributions of each employee, and continuously improving our processes.”
The Aircraft Certification Service Customer Service Initiative Process, AIR-001-013, is the associated QMS process to this customer guide.  AIR employees at all levels—field, division, directorate, and service,—have access to this process through our AIR QMS intranet site.  AIR employees will provide you a copy of AIR-001-013 at the appropriate point in the process.  You may also request a copy of this process at any time, even when you have no disagreement with an AIR office.

The ultimate success of this process requires commitment not only from our employees, but from our customers as well.  It will only be successful when both sides work in partnership.  
John J. Hickey
Director, Aircraft Certification Service 

 Customer Guide

PURPOSE
This document explains the customer side of the QMS process—your role and responsibilities, what the Aircraft Certification Service (AIR) expects from you in terms of documentation.

AIR CUSTOMER SERVICE PRINCIPLES.  
As our customer, you can expect from us:

· Service that promotes a safe, secure, and efficient aviation system.

· Considerate, respectful, and professional service.

· A clear explanation of the requirements, alternatives, and possible outcomes associated with your inquiry or request.

· A timely and complete response to your inquiry or request.

· A clear explanation of our decisions.

· An environment without fear of retribution if you challenge our decisions.

· Fair and careful consideration of your issue.

· Clear guidance on how you can elevate your concerns to the next higher level of authority.

AIR’s EXPECTATIONS OF CUSTOMERS

Understand that FAA’s first priority is safety.  Safety will be the basis of any FAA decision.  There will be occasions when regulations or safety will not allow us to accede to your position on an issue.  The FAA will evaluate and consider all aspects of a customer appeal while upholding its responsibility to the regulatory requirements. 

Display toward AIR employees the same level of professionalism with which you wish to be treated.  Too often differences over regulatory issues devolve into clashes of personalities.  While both sides of an issue may have merit, it is essential to maintain professional relations in order to benefit from discussions during the appeal evaluation. 

Provide all pertinent information in a timely manner.  A good, working relationship between a customer and employees within an AIR office is key to any future discussion of issues.  For example, the certification process itself, if managed properly by both sides, can result in collegial interactions when AIR conducts safety oversight and certificate management activities.  
Use our “chain-of-command” to elevate your concerns.  This guide outlines a way for you to start your appeal at the office level, specifically with the office from which you received the FAA’s position.  A customer may be tempted, particularly when you consider an issue significant or important, to start your appeal with a Division/Directorate office, FAA Service Level office, or even the FAA Administrator.  In the end, this could extend the time for a final decision.  The local office is most familiar with your procedures and the issues at hand.  In addition, raising the issue at a higher level initially will only result in the issue being returned to the local office. 

Customer Service as a Shared Responsibility.  We share the responsibility to work together with mutual respect and integrity, and to continue to make the U.S. aviation system the safest in the world.  Provided in this guide, Appendix 2, you will find a feedback tool.  This tool is made available to provide voluntary feedback to assist us in process improvement(s).

PROCESS OVERVIEW
This document describes the process external customers may follow to appeal a decision of an AIR office.  This guide is applicable to all AIR external customers.

Levels of Review.  AIR has set up the AIR CSI process to allow for multiple levels of review.  Even within each level, the review will progress through increasingly higher levels of management.  
Field Level.  You start the informal stage with an inspector or engineer, usually an aviation safety inspector (ASI) or aviation safety engineer (ASE).  If you appeal the ASI’s/ASE’s decision, their manager is the next person to review that decision.  You may have face-to-face meetings, telephone conversations, Net Meetings, or even e-mail exchanges to attempt to resolve your issue with the ASI/ASE or with a manager.  If you are still not satisfied with the FAA’s proposed resolution you may start the CSI process with the field office manager.  All CSI appeals start at the office level.  If you attempt to initiate a CSI at the division or directorate level, you will be referred to the appropriate field office.
You must support your position in the appeal with specific documentation using a tool included in this guide.  For example, if an AIR office requires you to include something in a manual the regulation does not provide for, you must cite the regulation.  You should lay out your justification in a logical manner, citing references, not merely opinion.
If you disagree with a specific regulatory requirement, using the AIR CSI process cannot change the need for you to comply with the regulations.  However, discussing your issue with the regulation at the lowest possible level could result in AIR employees suggesting you obtain regulatory relief through application for an exemption or otherwise suggesting an alternate means of compliance.
Division/Directorate Level.  If you do not accept the proposed resolution at the field level you may request that the field level office forward the appeal to the responsible division/directorate.  The responsible manager in the division/directorate must review the customer’s appeal file to adjudicate the case and make a decision.  The division/ directorate personnel and manager may meet directly with the customer to discuss appeal documentation and negotiate a decision.  The division/directorate manager is the final authority at this level and the decision must be communicated to the customer.  If the customer is satisfied, the appeal case may be closed.  If the customer is not satisfied, the appeal may be addressed to the third process level, which is service level.
Service Level.  If you do not accept the proposed resolution at the division/directorate level you may request that the division/directorate manager forward the appeal to the service level.  The service director examines the customer’s documentation, the field office’s resolution, and any additional information added during the division/directorate review and determines if there is any new and/or mitigating information that can help identify alternate paths for resolution.  The director may task another office (e.g. legal) or party to provide a recommendation for action.  When completed, the director’s decision is communicated to the customer and the related offices.  
AVS-1 Level Review.  Although the service director’s decision is considered a final technical determination, within a specified time period the customer has the prerogative of appeal to the Associate Administrator for Aviation Safety (AVS-1) for review.  Upon review, should AVS-1 concur with the service director’s decision, the appellant may not re-submit the same CSI.  If AVS-1 disagrees with the service director’s decision, he or she could direct the resolution of the issue at any previous level of review.
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Figure 1 - Process Flow for CSI Initiation at Field Level
CUSTOMER / FIELD LEVEL PROCESS  
There are many types of decisions a customer can appeal through the AIR CSI process.  This process is meant to address disagreements concerning issues such as interpretation of regulations or policies.  The process may be used to address multiple issues surrounding a specific item, e.g. certification; it may not however, be used to address issues such as the amount of time for a certification, letters of investigation, or to complain about the FAA in general. 
Informal Stage.  Before requesting the field office to open a formal CSI, make every attempt to resolve the issue first with that office.  Working at the lowest level, together you may resolve your issue.  For example, if you disagree with a decision made by an ASI in a manufacturing office, request a manager to review the decision.  If field office personnel can satisfy the customer’s issue at this level, this process ends.  If the field office cannot resolve the issue, the AIR CSI process begins.

CSI Initiation.  The field office will give you URL’s for this Customer Guide and the Documentation Tool (Appendix 1 to this guide, which you may download at the URL).  The field office will also give you a copy of the QMS process, AIR-001-013, which shows you the actions required of AIR employees at every level of review.  

Note:  If you do not have internet access, the field office will provide you hard copies of all documents upon request.

Review this guide in its entirety and complete the Documentation Tool.  Use specific references within regulations or advisory circulars, for example, to support your position.  Attach any other pertinent documents, such as e-mails, letters, or other correspondence between you and any AIR employee on the issue and anything that supports your position.  Be thorough, but specific to the issue.
Submit the Documentation Tool to the field office manager.  The field office will open an entry in an electronic tracking system.  This will assign a number to your issue, which will follow it throughout all levels of review.  The field office must provide a response within 30 business days of receiving the completed Documentation Tool.

Note:  If you have no way to submit your documentation electronically, provide the field office a hard copy.  They will attach a scanned copy of it to the entry in the electronic tracking program.
Response.  You could receive a response from the field office either in writing or by a request for a meeting.  If you have a meeting, you may request a written copy of the response.  In the response, the field office personnel will provide you references of the regulation or policy they used to reach their decision.  The field office will allow you 30 calendar days to study their response before you decide whether or not to accept it or request a follow-up meeting.
If you agree with the field office’s decision and its rationale, notify the field office so that the CSI can be closed.  If the written response indicated specific actions to assist you with your issue, those actions will be initiated before closing the CSI.

If you disagree with the field office position, the office manager will have consulted with individuals in the appropriate division or directorate to make certain personnel have used valid policy and guidance in making their decision.  
Our hope is that the multiple levels of review within the field office will address your concerns.  If the office manager did not agree with your position, we believe once he or she explains the basis of the decision, you can, at least accept it.  If you do, the office will close out the CSI.
Elevation.  If you do not accept the decision of the office manager, you may request the field office to elevate the issue for division/directorate level review.
Note:  If you opt to accept a field office’s decision at any point at this level of review, the office closes out the CSI in the tracking system and considers it closed.  You may not re-initiate the same issue at a different office, nor may you submit the issue as a new CSI at the same office.  The field office will work to gain your acceptance but will not pressure you to accept something you do not wish to accept.  In that case, request at each point possible an elevation of the issue to the next level.
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Figure 2 - Process Flow for Division / Directorate Review

Division / Directorate Level Review.  
As with the multiple levels of review at the field office level, the division/directorate review also allows for a progressive review of the proposed resolution to the issue.  Upon the customer’s request, the field office elevates the CSI to the division/directorate using the electronic tracking system.  The field office will forward the CSI to a specific individual in a division or directorate staff for the first review.
The division/directorate will look at both your documentation provided in the initial stage and the documentation used by the field office to support its position.  The division/directorate review will check that the field office used appropriate references, i.e., current policy, guidance, and regulations, to arrive at its decision.  
The division/directorate will determine whether the field office made the proper decision.  If the division/directorate determines the field office was incorrect, it will develop an alternate resolution and notify you in writing of their determination and may request a meeting/telecon.  For example, if you requested a waiver from a regulation, which can be waived, and the field office denied it without sufficient cause, the division/directorate could direct the field office to issue the waiver.

If the division/directorate believes the field office’s rationale was sound, it will notify you in writing of their determination.  When you receive the division/directorate’s position, you may request a meeting for further discussion.  

If you disagree with the division/directorate’s position, you may request the division/directorate elevate the issue to the service level review.  If you do, the division/directorate will submit the CSI to the division/directorate manager for their review and concurrence to elevate the CSI to the next level.
If you accept the explanation from the division/directorate, the division/directorate will close the CSI as resolved and advise the field office to begin any agreed upon actions with you the customer.

Note:  If you opt to accept the division/directorate’s decision at any point at this level of review, the division/directorate closes out the CSI in the tracking system and considers it closed.  You may not re-initiate the same issue at a different field office or division/directorate, nor may you submit the issue as a new CSI at the same office.  The division/directorate will work to gain your acceptance but will not pressure you to accept something you do not wish to accept.  In that case, request at each point possible an elevation of the issue to the next level.
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Figure 3 - Process Flow for Service Level Review

SERVICE LEVEL REVIEW 

As with the previous levels of review, once your CSI reaches FAA service level, we have included additional checks and balances to assure the decision we provide you is accurate and supportable.  
The CSI is assigned to a specific manager/specialist.  Because the tracking system “carries” all the previous documentation as we forward a CSI, the manager/specialist will have all your original documentation as well as that from the field office and division/directorate to review.
The manager/specialist examines the basis, upon which the field office and division/directorate based their decision and determines if there is any new and/or mitigating information that can help identify alternate paths for resolution.  If the manager/specialist determines the field or division/directorate’s decision is not valid, the manager/specialist will develop an alternate resolution and will prepare a written response to you for the service director’s signature. 

If the manager/specialist determines the field office’s or division/directorate’s decision is sound, it will prepare a written response to you for the service director’s signature.  When the service director receives the response, he or she will also be able to review your original documentation, along with the manager/specialist’s position.  

The service director could send the response back to the manager/specialist for reconsideration if the service director believes we could offer you an acceptable solution or additional information as necessary.  If the service director agrees with decision and its progression, he or she will sign the written response to you.  
When you receive the written response, you have 30 calendar days to decide to accept the decision or to request a review from the Associate Administrator for Aviation Safety, AVS-1.  Your options are as follows:
· If you do nothing, after 30 calendar days, the CSI is closed in the tracking system.  You may not request an AVS-1 review after that time nor may you re-open the same CSI with the original or another office.  We consider the issue completely closed.
· You may respond to the service director and indicate that you agree or that although you do not accept the decision, you do not want an AVS-1 review.

· Before the 30 calendar days expire, you may inform a person identified in the service director’s response to you that you want an AVS-1 review.
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Figure 4 - Process Flow for AVS-1 Review

AVS LEVEL REVIEW
You must request this review within 30 calendar days of receiving a reply from an AVS service director.  If you do not, AVS will consider the issue closed.  You may not re-initiate the same CSI at the original or any other field office.  You may not file a CSI on the fact that AVS did not agree with your position.
If you want an AVS-1 level review you must notify the CSI POC within 30 calendar days of receipt of your written reply from the service director.  The CSI POC will prepare a review package for AVS-1.  The package will contain all pertinent information concerning the CSI and will be covered with a concur/non-concur signature page.  AVS-1 will review the issue and may either concur or non-concur.  
If AVS-1 non-concurs, he or she will sign the non-concur line on the signature page.  This does not necessarily mean AVS-1 has rejected the service’s reasoning for the decision.  AVS-1 could suggest the service consider some other form of compromise on your issue, one which does not affect safety.  You will be advised in writing which level—field, division/directorate, service - will reconsider your CSI, and when you may expect an additional reply.
If AVS-1 concurs with the service’s decision, he or she signs the concur line on the signature page.  You will be notified in writing from the service director and will receive a copy of the signature page.  
The CSI process for a particular issue ends finally at this juncture.  Again, you may not re-initiate the same CSI at the original or another field office, and you may not initiate a CSI based on the fact AVS did not uphold your position.
Note:  If you do not accept AVS-1’s decision, you have other options— petition for exemption from regulations, communication with the FAA Administrator or the Secretary of Transportation, complaint to the Department of Transportation’s Office of Inspector General, and/or communication with a Congressional Representative or Senator.  

Appendix 1
CUSTOMER DOCUMENTATION TOOL
This tool is an optional method for you to use to communicate with an AVS office when you disagree with an AVS field office employee’s decision.  You may also submit your complaint via traditional correspondence, but please provide the information we have asked for in this tool.  If you cannot submit this information electronically, you may provide a hard copy to the field office to initiate your CSI complaint.  The fields in this outline expand, so you can be thorough and detailed in providing information to support your position.  

	ORGANIZATION:
	DATE:


CUSTOMER INFORMATION

	Point of Contact Name
	
	Telephone:

	Address
	
	E-Mail:

	Certificate Information
	


BACKGROUND

	Describe the Issue 
(Include names and job titles of individuals you dealt with in the office; give dates of any meetings and who attended on both sides.)
	


WHY HAVE YOU ELEVATED THE ISSUE?

	


DOCUMENTATION TO SUPPORT YOUR POSITION
	FAA Regulations (cite sections)
	

	Advisory Circulars (indicate specific paragraphs or pages)
	

	Directives (indicate specific chapters or sections)
	

	Other Pertinent Documents (For example, correspondence between you and the field office, pertinent portions of your manuals, AD’s, anything that you feel substantiate your position.)
	

	Explain in detail why you believe the AIR office is incorrect:



Appendix 2

CUSTOMER SATISFACTION FEEDBACK TOOL
(Use of this Tool is optional.)
The fields in this tool expand when you enter information, so you can be as detailed as needed.  After your CSI has been completed, at any level, you may opt to complete this and turn it into the field office where you initiated the CSI.

	I used the AIR CSI Process on:  [Date]



	I used the AIR CSI Process with this office.____________________________________________________ 



	My issue involved:



	My issue was resolved at the: (check one)
	( Field Level
	( Division/Directorate Level
	( Service Level

	Did you request an AVS-1 Level Review?
	( Yes
	( No

	Explain why you requested an AVS-1 Level Review



	Were you satisfied with how AVS personnel treated you during the AIR CSI Process?

( Extremely Dissatisfied  

( Dissatisfied

( Neutral 

( Satisfied

( Extremely Satisfied 



	If dissatisfied, please explain below:


	Please provide any suggestions on how we might improve the AIR CSI Process:



	Customer Name/Telephone Number:

(Optional)
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