ADMINISTRATIVE SERVICES QUESTIONNAIRE

Please take time to fill out this questionnaire indicating your estimation of the quality of administrative services provided at Embassy Islamabad. Feel free to write comments in the space following most questions. After completion please send it to Administrative Officer Conrad Turner. Results will be tabulated and reported to staff and the ICASS Council. Thank you for your input.

(optional) Name __________________________

(optional) Agency ________________________

I live: 

On-compound

Off-compound

General Admin

1. How do the general admin support services your agency/office receives compare with those provided to other agencies?

Much Worse
         Worse

Same                Better 

Much Better

2. Overall, the quality of admin support services in Islamabad is

Bad


Could be improved

Good

Very Good
Excellent

3. Do you believe the ICASS staff in each admin sub‑unit is generally aware of the ICASS service standards for their section?

No
Somewhat
Could profit from more 
Yes



ICASS group discussion

4. From what you know about ICASS, do you believe the service standards make any practical difference in the way services are provided in Islamabad?

Don't know
No
Somewhat 
Yes

5. Are any of the administrative sub‑units too bureaucratic? If so, which sub‑units?

No
Somewhat
Yes

6. Is there anything more the Administrative Counselor/Administrative Officer can do to foster improvements in administration/ICASS? Please comment.

No
Yes

ADDITIONAL COMMENTS:

Human Resources (Please also complete attached In‑Processing survey if you arrived at post within the past six months)

1. Overall quality of American employee Human Resources support services

Poor
Fair
Good
Excellent 
Outstanding

2. Overall quality of FSN employee Human Resources support services

Poor
Fair
Good
Excellent 
Outstanding

3. Dissemination to the embassy community about important Human Resources issues (e.g. Human Resources policies and information, employee pay and benefits)

Poor
Fair
Good
Excellent 
Outstanding

4. Content/quality/timeliness of Embassy newsletter (WIN)

Poor
Fair
Good
Excellent 
Outstanding

5. Preparation and issuance of travel orders

Poor
Fair
Good
Excellent 
Outstanding

6. Recruitment assistance for FSN and Eligible Family Member vacancies

Poor
Fair
Good
Excellent 
Outstanding

7. Timeliness of Personnel actions

Poor
Fair
Good
Excellent 
Outstanding

8. Customer service attitude of American Human Resources supervisor 

Poor
Fair
Good
Excellent 
Outstanding

9. Customer service attitude of FSN Human Resources staff 

Poor
Fair
Good
Excellent 
Outstanding

10. Management of FSN SIV, compensations & benefits (incuding medical and life insurance), EERs and awards programs

Poor
Fair
Good
Excellent 
Outstanding

11. Responsiveness to requests for assistance

Poor
Fair
Good
Excellent 
Outstanding

ADDITIONAL COMMENTS:

Procurement

1. Timeliness of action/service given to procurement requests

Poor
Fair
Good
Excellent 
Outstanding

2. Follow up on purchased items/service not yet received

Poor
Fair
Good
Excellent 
Outstanding

3. Consultation with customers/effort at getting the best price for the customer

Poor
Fair
Good
Excellent 
Outstanding

4. Customer service attitudes of supervisor and employees

Poor
Fair
Good
Excellent 
Outstanding

5. Responsiveness to requests for assistance

Poor
Fair
Good
Excellent 
Outstanding

ADDITIONAL COMMENTS:

Customs and Shipping

6. Timely processing and tracking of documents through the Ministry of Foreign Affairs, of UAB, HHE, and POV through customs, and of delivering of HHE, UAB, POV, and official shipments, etc.  (Remember normally processing time for MFA certificates is two weeks after you received your MFA ID card.  Also, it takes Consulate Karachi one week to clear items through Port Customs and one week to ship items to Islamabad.)

Poor
Fair
Good
Excellent 
Outstanding

7. Customer service attitude of American and FSN supervisors and employees

Poor
Fair
Good
Excellent 
Outstanding

8. Responsiveness of American and FSN staff members to requests for assistance

Poor
Fair
Good
Excellent 
Outstanding

9. Quality of packing/unpacking services of packing and shipping contractor

Poor
Fair
Good
Excellent 
Outstanding

10. Did an Embassy employee check the (un)packing crew for efficiency as your things were packed/unpacked?

Yes
No

ADDITIONAL COMMENTS:

Travel

1. Timeliness of preparation of visa requests by Embassy FSN travel/expeditor staff members

Poor
Fair
Good
Excellent 
Outstanding

2. Customer service attitude of Travel Unit American supervisor

Poor
Fair
Good
Excellent 
Outstanding

3. Customer service attitude of Travel Unit FSN employees

Poor
Fair
Good
Excellent 
Outstanding

4. Overall quality of American Express Travel Office Services

Poor
Fair
Good
Excellent 
Outstanding

5. Helpfulness of American Express agents

Poor
Fair
Good
Excellent 
Outstanding

6. Quality of info that American Express provides about available travel itineraries/programs

Poor
Fair
Good
Excellent 
Outstanding

ADDITIONAL COMMENTS:

Supply and Warehouse

1. Overall quality of residential fixtures, furnishings and equipment

Poor
Fair
Good
Excellent 
Outstanding

2. Overall quality of office fixtures, furnishings and equipment

Poor
Fair
Good
Excellent 
Outstanding

3. Responsiveness of American supervisors to requests for assistance

Poor
Fair
Good
Excellent 
Outstanding

4. Responsiveness of FSN supervisors to requests for assistance

Poor
Fair
Good
Excellent 
Outstanding

5. Customer service attitude of American supervisors 

Poor
Fair
Good
Excellent 
Outstanding

6. Customer service attitude of FSN supervisors and employees

Poor
Fair
Good
Excellent 
Outstanding

7. Adequacy and delivery time for office supplies

Poor
Fair
Good
Excellent 
Outstanding

ADDITIONAL COMMENTS:

Maintenance

1. Quality and waiting time for maintenance and repair assistance for residences and equipment (e.g. air conditioners, appliances, structural items)

Poor
Fair
Good
Excellent 
Outstanding

2. How well prepared was your apartment/house when you first arrived?

Poor
Fair
Good
Excellent 
Outstanding

3. Responsiveness to and follow up on residential work order requests

Poor
Fair
Good
Excellent 
Outstanding

4. In general, how many visits does it take to complete a routine residential work order?

5 or more
4
3
2 
1

5. In your opinion, is the number of employees involved in fixing a given residential maintenance problem:

Too few
Appropriate
Too many 
Don't know

6. Customer service attitude of American supervisor

Poor
Fair
Good
Excellent 
Outstanding

7. Customer service attitude of FSN supervisors and employees

Poor
Fair
Good
Excellent 
Outstanding

8. Cleanliness of offices and chancery provided by janitorial staff

Poor
Fair
Good
Excellent 
Outstanding

9. Timeliness and quality of response to office work orders

Poor
Fair
Good
Excellent         Outstanding

ADDITIONAL COMMENTS:

Motor Pool

1. Responsiveness to transportation requests

Poor
Fair
Good
Excellent 
Outstanding

2. Punctuality of drivers

Poor
Fair
Good
Excellent 
Outstanding

3. Customer service attitude of American supervisor

Poor
Fair
Good
Excellent 
Outstanding

4. Customer service attitude of FSN supervisor, dispatchers and drivers

Poor
Fair
Good
Excellent 
Outstanding

5. Cleanliness of vehicles

Poor
Fair
Good
Excellent 
Outstanding

6. Driving safety and responsiveness to passenger concerns

Poor
Fair
Good
Excellent 
Outstanding

7. Have you or your family members had any problems with drivers? (please explain below)

No


Yes

ADDITIONAL COMMENTS:

Financial Management Services

1. Timely processing of regular vouchers

Poor
Fair
Good
Excellent 
Outstanding

2. Timely processing of travel vouchers

Poor
Fair
Good
Excellent 
Outstanding

3. Customer service attitude of B&M American supervisor

Poor
Fair
Good
Excellent 
Outstanding

4. Customer service attitude of FSN supervisors and staff

Poor
Fair
Good
Excellent 
Outstanding

5. Customer service attitude of voucher section

Poor
Fair
Good
Excellent 
Outstanding

6. Efficiency/courtesy of cashiers

Poor
Fair
Good
Excellent 
Outstanding

7. Accuracy of work/support services provided by payroll unit

Poor
Fair
Good
Excellent 
Outstanding

8. Preparation of ICASS budget and workload counts

Poor
Fair
Good
Excellent 
Outstanding

ADDITIONAL COMMENTS

Community Liaison Office (within past year)

1. Assistance with in‑processing

Poor
Fair
Good
Excellent 
Outstanding

2. Setting up trips and activities

Poor
Fair
Good
Excellent 
Outstanding

3. Keeping the community informed (e.g. through WIN. notices, presentations. etc.)

Poor
Fair
Good
Excellent 
Outstanding

4. Customer service attitude

Poor
Fair
Good
Excellent 
Outstanding

5. Availability of helpful information in the CLO OFFICE

Poor
Fair
Good
Excellent 
Outstanding

ADDITIONAL COMMENTS:

Information Management

1. Quality of computer hardware. software and system

Poor
Fair
Good
Excellent 
Outstanding

2. Quality of maintenance and repair of computers

Poor
Fair
Good
Excellent 
Outstanding

3. Timeliness of response to maintenance/repair requests

Poor
Fair
Good
Excellent 
Outstanding

4. Internal distribution system

Poor
Fair
Good
Excellent 
Outstanding

5. Telephone receptionist service

Poor
Fair
Good
Excellent 
Outstanding

6. Customer service attitude of American personnel (e.g. computer section, pouch room, telephone repair)

Poor
Fair
Good
Excellent 
Outstanding

7. Customer service attitude of FSN information management personnel (e.g. computer section, pouch room, telephone repair)

Poor
Fair
Good
Excellent 
Outstanding

ADDITIONAL COMMENTS:

Health Unit

1. Quality of health care

Poor
Fair
Good
Excellent 
Outstanding

2. Customer service attitude of American and FSN employees

Poor
Fair
Good
Excellent 
Outstanding

3. Do you feel your health care needs are being met?

No
Somewhat
            Yes

4. Are you satisfied with the Health Unit’s hours?

No
Somewhat
            Yes

ADDITIONAL COMMENTS:

In-Processing 

1. Overall organisation of sponsorship program

Poor
Fair
Good
Excellent 
Outstanding

2. CLO briefing

Poor
Fair
Good
Excellent 
Outstanding

3. Written materials/welcome packet

Poor
Fair
Good
Excellent 
Outstanding

4. Security briefing

Poor
Fair
Good
Excellent 
Outstanding

5. Alarm training

Poor
Fair
Good
Excellent 
Outstanding

6. Health Unit briefing

Poor
Fair
Good
Excellent 
Outstanding

7. Completeness of welcome kit

Poor
Fair
Good
Excellent 
Outstanding

8. Human Resources briefing

Poor
Fair
Good
Excellent 
Outstanding

9. Budget and Finance briefing (allowances, accommodation exchange, other cashier services, etc.)

Poor
Fair
Good
Excellent 
Outstanding

10. GSO briefing (housing, vehicles, customs & shipping, property)

Poor
Fair
Good
Excellent 
Outstanding

11. Facilities Maintenance briefing

Poor
Fair
Good
Excellent 
Outstanding

12. Travel briefing

Poor
Fair
Good
Excellent 
Outstanding

13. Condition of residence upon arrival

Poor
Fair
Good
Excellent 
Outstanding

14. Did you feel that as a result of in‑processing you started out on the right foot here in Islamabad?

No
More or Less 
Yes

Any additional comments regarding any or all of the ICASS Administrative Support Services Team and their work are not only welcome but solicited. Please feel free to write below or on opposite sides of these pages.

