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Below are the results of an annual customer service survey developed by an embassy service provider and implemented at one post.  Included in the document are the survey questions with the average score by year for each question.  This type of survey and analysis can be very useful for service providers and ICASS Councils to track the general perceptions of  ICASS services over time.  This type of survey, however, is not a devise for measuring performance against the post’s performance standards.

RESULTS OF ADMIN SURVEY 1998, 2000, 2001 & 2002
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1998    2000  2001    2002
1. Overall management of Administrative section 



7.6
7.8
6.7      6.4





2. Responsiveness of Administrative section 



7.7
7.7 
6.5      7.0

3. Suitability of your government-provided  housing 

       
7.4
7.1
 6.7     7.2

4. Equity and administration of post housing program

 
6.3
6.7
5.9      6.6

5. Suitability of government-provided household furnishings 

7.1
6.8
6.1      6.2

6. Quality of maintenance and repairs on government-provided housing
XX
7.2
5.9      7.2

7. Quality and cleanliness of  welcome kits



XX
8.0
6.7      6.6

8. Efficiency of customs and shipping services



8.1
8.6
7.9      7.7

9. Quality and maintenance of office furniture and equipment at post

7.6
7.8
7.4      7.1

10. Adequacy of expendable office supplies




7.7
7.9
7.8      7.2

11. Dependability and usefulness of motor pool operations


7.7
8.3
7.1      7.3

12. Maintenance/upkeep of motor pool vehicles 



6.7
7.8
7.4      7.5

13. Maintenance and upkeep of Mission Office  buildings


7.9
7.8
7.8      7.5

14. Attention to fire and safety measures 




7.1
6.7
7.0      7.2

15. Efficiency of the American Express  travel office



7.6
8.4
7.5      7.3

16. Overall management of General Services functions


7.7
7.7
6.6      7.0

17. Timeliness of  voucher ( travel, representational, etc. ) processing 

7.3
7.9
6.7       7.2

18. Quality of Financial Management Center services


7.6
7.7
8.1       7.9

19. Awareness of employee awards program



7.0
7.2
6.4       7.3

20. Helpfulness of  Human Resources  section



7.8
7.2
7.4       7.6

21. Usefulness of orientation program 




XX
6.3
6.4       7.4

22. Helpfulness of  the Community Liaison Office



7.9
7.5
7.9       8.3

            Averages

1998    2000    2001   2002

23. Opportunities for dependent employment 



5.7
5.2
6.1       7.4

24. Fairness of dependent hire practices 




6.4
6.8
7.3       8.0

25. Overall management of Personnel (PER) Office 



XX
6.6
7.3      7.9

26. Personal mail services (including APO)




8.9
8.4
8.4      7.8

27. Overall satisfaction with the Information Programs Center (IPC)     
7.8
7.4
7.1      7.2

28. Overall satisfaction with internal telephone operations


7.9
7.8
6.8
6.7

29. Overall satisfaction with Post’s IRM functions

          (IPC, ISC, Telephone, Mailroom , APO 



XX
 8.3        7.3
7.3

30. Overall efficiency of the Information Systems Center (ISC)

6.5
7.8
6.6
6.9

31. Overall management/responsiveness of the Health  Unit


8.6
7.8
7.5
7.8

32. Quality of schooling for dependent children 



XX
7.2
7.6
7.7

33. EEO sensitivity (race/age/gender) at post



XX
7.6
7.8
8.0

34. Overall management of Commissary 




XX
7.6
7.3
6.4

35. Quality of the snack bar operation 




XX
7.6
6.9
7.6

36. Usefulness of the weekly newsletter 




7.8
7.4
7.0
7.6

37. Efficiency of post language program 




5.9
6.4
5.8
6.2

38. Post attentiveness to waste, fraud and mismanagement 


6.7
6.8
6.4
7.0

39. Your overall job satisfaction





XX
8.0
7.3
7.9

40. Overall morale at post 





6.7
6.5
5.9
6.5

41.  Administrative Section awareness of  morale issues 


XX
6.5
6.1
6.5

42.    What Services would you eliminate?

43.   What services would you like to have at post that are not currently

         available?

