M E M O R A N D U M

Date:

November 30, 2000

To: 

All Mission Employees and Eligible Family Members

From:

ICASS Customer Service Committee

Subject:
ICASS Service Questionnaire



Over the past several weeks, a newly formed ICASS customer-service focus group in the Administrative section has been developing a questionnaire designed to obtain customer feedback on our performance in a variety of areas.  The purpose of this effort is to identify areas where we are doing well and also areas where we need to concentrate more attention on the caliber of services we provide to you and your agencies.   For that reason, we request that you take a few minutes (10 – 20 we estimate) to complete the attached questionnaire and return it to ----------- in the Administrative Office by c.o.b. on December 21, 2000.    We will collate the responses and report back to you on the results of the survey by the end of January 2001.


Space is provided for comments throughout the questionnaire and at the end of the form you are invited to provide any additional comments you may wish to include.  While commenting is optional, we request that you do include comments when you rate an area of our performance at the “3” level or below.   That will help us to better understand the reasons behind your low rating and to identify steps we might take to improve our performance.


Some questions may not apply to you.  In those cases, please circle the zero in the not-applicable (“N/A”) column on the questionnaire. 
Please include your name on the questionnaire, if you feel comfortable doing so.   That will enable us to follow up with you if we have questions about any of your responses.   If you prefer, however, you may submit an anonymous response to the questionnaire.

Thanks for participating in this Customer Service survey.   We look forward to hearing from you.    

ICASS Customer Service Questionnaire

Name (optional) :   __________________________________________________________

Section (optional) : __________________________________________________________

Date  :  ___________________________________________________________________

Please respond to the following questions with regard to the performance of the Administrative Section, including all support units (GSO, HRO, IRM, B&F, etc.) by circling the appropriate number in the scale to the right of each question.  Please circle the zero in the not-applicable (“N/A”) column if the question does not apply to you. 

Administrative Office (Administrative Officer & Secretary)

1.
How do you rate the Administrative office in the following service areas :









         N/A
Low < --- > High

            -   Overall management




0
1   2   3   4   5   6


-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6 


-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________
Budget & Fiscal Office

2.
How do you rate B&F office in the following service areas :









         N/A
Low < --- > High
    
-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6

 
-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________









         N/A
Low < --- > High
3.  
How do you rate vouchering services?


0
1   2   3   4   5   6

4.  
How do you rate cashiering services?



0
1   2   3   4   5   6

5.    
How do you rate payroll services?



0
1   2   3   4   5   6

6.    
How do you rate accounting services?


0
1   2   3   4   5   6

7.    
How do you rate budgeting services?



0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

Community Liaison Office  ( CLO )

8. 
How do you rate CLO in the following service areas :









         N/A
Low < --- > High
   
-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6


-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________
Fleet Post Office  ( FPO )

9. 
How do you rate FPO in the following service areas :









         N/A
Low < --- > High
  
-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6


-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

General Services Office

10.
How do you rate GSO in the following service areas :









         N/A
Low < --- > High
    
-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6


-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________









         N/A
Low < --- > High
11.  
How do you rate contracting and procurement services?
0
1   2   3   4   5   6

12. 
How do you rate customs and shipping services?

0
1   2   3   4   5   6

13.   
How do you rate housing services?



0
1   2   3   4   5   6

14.   
How do you rate maintenance services?


0
1   2   3   4   5   6

15.   
How do you rate motorpool services?


0
1   2   3   4   5   6

16.   
How do you rate property management services?

0
1   2   3   4   5   6

17.   
How do you rate travel services?



0
1   2   3   4   5   6

18.   
How do you rate work order processing?


0
1   2   3   4   5   6

19.   
How do you rate GSO management services?

0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

Human Resources Office

20.
How do you rate the HRO in the following service areas :










          N/A
Low < --- > High

-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6 


-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________










          N/A
Low < --- > High
21.
How do you rate recruitment and appointment services?
0
1   2   3   4   5   6

22.
How do you rate processing of medical claims




and other benefits services?




0
1   2   3   4   5   6

23.
How do you rate FSN position classification services?
0
1   2   3   4   5   6

24.
How do you rate FSN compensation
services?

0
1   2   3   4   5   6

25.
How do you rate our explanations of benefits?

0
1   2   3   4   5   6

26.
How do you rate HRO counseling services?


0
1   2   3   4   5   6

27.
How do you rate HRO regulatory guidance?


0
1   2   3   4   5   6

28. How do you rate our services with regard to

work permits and domestic staff issues?


0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

Information Resources Management

29.
How do you rate IRM in the following service areas : 










          N/A
Low < --- > High

-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6


-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________









         N/A
Low < --- > High
30.
How do you rate Information Programs Center



(Classified) services?





0
1   2   3   4   5   6

31.
How do you rate Information Systems Center





(Unclassified)
services?




0
1   2   3   4   5   6

32.
How do you rate Telephone Technical Unit services?
0
1   2   3   4   5   6

33.
How do you rate the Telephone Operator services?

0
1   2   3   4   5   6

34.
How do you rate the Mailroom Unit services?

0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

Medical Unit

35.
How do you rate MED in the following service areas :









         N/A
Low < --- > High

-   Overall service





0
1   2   3   4   5   6


-   Quality of service
 




0
1   2   3   4   5   6


-   Friendliness of service
 



0
1   2   3   4   5   6 

-   Consistency of service 




0
1   2   3   4   5   6


-   Keeping you informed




0
1   2   3   4   5   6

If you have rated an area 3 or lower, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________
Overall Administrative Section
36.
How successful are we at keeping you informed  
          N/A
Low < --- > High
of the status of your service requests?


0
1   2   3   4   5   6

If you have selected 3 or below, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

37.
How would you rate our “service after the sale?”
          N/A
Low < --- > High









0
1   2   3   4   5   6

If you have selected 3 or below, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

38.
How do you rate the overall performance of the 

N/A
Low < --- > High
Administrative section, in all of its parts?


  0
1   2   3   4   5   6

If you have selected 3 or below, please comment.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

Please use the space below to respond to any questions that we forgot to ask.   If you need extra space, please use the reverse of this page.

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________
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