_____________________

 


Employee/Family Member

ICASS SERVICES SURVEY

Administrative support to Mission __________ employees and eligible family members is provided through the International Cooperative Administrative Support Services (ICASS) system.  With the exception of those responsible for Security Services, all ICASS service providers in the Embassy are members of the Administrative Section.  These employees have the responsibility to help address client concerns and meet agreed upon ICASS service standards (available through the Embassy’s web page on the Intranet).  

In order to better evaluate our support, we invite your participation in a review of the provided administrative services.  Response by return email by Friday, July 18, 2003 to Admin ______________ is preferred to facilitate merging of information but unsigned responses by office mail are also welcomed.  If provided your name however, we will be able to follow-up for additional information should that be desirable.  As appropriate, we also encourage participation and separate submissions by eligible family members.  Our objective is to help identify our weaknesses and our strengths through a series of suggested questions arbitrarily selected to help prompt a response.  We welcome positive comments and we hope to also be able to address weaknesses if at all possible.  We selected a simple rating system where “average” will represent in this survey “good,” “acceptable” and “satisfactory” performance.  Should “needs improvement” be chosen, then we would appreciate specific comments and suggestions to help us improve our services and minimize problems.  If more space is needed for comments, please enter the question number and additional comments at the end of this survey.  
Human Resources
1.  Check in/Orientation – 

A. Did HR answer your inquiries prior to arrival in a timely manner?  Did you have difficulty finding HR contacts prior to arrival?  Did HR welcome you and your family as anticipated upon your arrival to the office?    

 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

B. Was the information about post provided following your arrival from briefings, events, orientations and check in processes satisfactory?  Was the “Check-In” sheet helpful and appropriate?  Were your allowances, accreditation processing and other requirements handled efficiently?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A 

Comment:  

2.  Spousal Employment –  

A. Does the Mission's Eligible Family Member Employment Program provide necessary information on position vacancies and ensure fair and open recruitment?  Was HR responsive to inquiries regarding benefits such as TSP, insurance, leave and other entitlements? 

 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

B. Was the Local Employment Advisor’s (LEA) program beneficial in supporting spousal employment requests and/or effective in securing employment in the local economy?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

3.  Medical Issues – Does HR provide appropriate general health information and assistance for local medical appointments?  Does the Post Medical Advisor meet expectations for medical assistance including appointment scheduling, treatment and local referrals to specialists?  Is assistance for medical claim processing as anticipated? 
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

4.  Awards Program – Is the Mission awards program managed effectively by the Inter-agency Awards Committee and HR?  Are the twice a year ceremonies structured as anticipated?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

5.  American Personnel Services – Did you receive welcome messages in a timely fashion?  Are questions related to benefits generally answered with 2 workdays?  Are your training issues adequately addressed (State only)?  Is guidance for workplace issues accurate and timely?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

6.  Locally Engaged Staff (LES) Program – 

A. Is recruitment fair and professionally managed in accordance with regulations and position requirements?  

 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

B. Are the results of job evaluations clearly explained to your satisfaction?  Is guidance and support activities for other human resources programs correct and timely?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

7.  FSN Benefits – Are you adequately informed about the process of determining FSN benefits?  

 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

CLO Services
8.  Check in/Orientation - Were you and your family welcomed by the CLO and provided essential information before arrival at post?  Were you provided helpful responses to your inquiries prior to arrival?  Was the information about post provided following your arrival from briefings, events, orientations and check in processes satisfactory?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

9.  CLO Activities & “Newsletter” – Do you consider the CLO sponsored activities successful and properly administered?  Do you believe the number of activities is appropriate and inclusive of the various segments of our official American community?  Does “The Newsletter” meet community needs and expectations?  Are CLO counseling services effective?  Are the basic information resources provided by the CLO current and complete?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

10.  School Programs – Were your questions regarding local schools adequately and efficiently addressed?  Were CLO educational reference materials helpful and appropriate?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A

Comment:  

General
11.  Safety Services – Is your work area properly reviewed for fire and life safety problems?  Do you consider yourself adequately informed about procedures and exits during an emergency?  Were you provided appropriate assistance during a residential safety review?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

12.  VIP Visits – Does GSO, RSO, and IRM provide appropriate logistical support for supplies, building access, systems requirements, etc. for official visits?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

13.  Administrative Notices/Instructions – Is adequate and timely guidance provided regarding Mission policy and operational requirements?   
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

Security Services
14.  Services – Were building access ID cards issued within 1 day of receipt of clearance information?  Is immediate assistance provided in case of serious security incidents?  Is firearms importation information promptly made available upon request?  Are security notices helpful and informative? 
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

15.  Home Security – Is the residential security inspection thorough and helpful?  Does the procedure to install a security alarm system meet your expectations?  Are the smoke and carbon monoxide detectors promptly provided?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

16.  Security Clearance – Are pre-employment investigations initiated within 3 workdays of receipt of all necessary information?  Are update investigations completed before expiration of the current 5-year period?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

Financial Services
17.  Accounts and Records – Were financial documents properly chargeable to appropriated funds?  Were obligations processed within 3 working days of receipt of required documentation?  Were monthly accounting reports sent within 2 days after month-end?

 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A 

Comment:  

18.  Budgets – Were financial plans and reports (ICASS, Program, Representational, DS, OBO etc.) prepared, managed and distributed in accordance with Washington office requirements?  

 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A 

Comment:  

19.  Vouchering - Was voucher assistance appropriate, if requested?  Was computation of employee claims finalized and processed for payment within time limits prescribed by the ICASS Standards?  Were certification difficulties professionally and thoroughly addressed?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

20.  Allowances – Were your questions to FMC regarding allowances adequately and efficiently addressed?  Are you sufficiently informed of allowances (i.e. COLA, educational, etc.)?    
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

21.  American and LES Payroll – Are your payroll questions promptly and correctly addressed?  Is the LQA reconciliation clear and fairly implemented?  Are applications for allowances processed within 3 workdays?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

General Services
22.  Motor Pool - Are motor pool vehicles properly maintained and clean?  Are drivers courteous and helpful?  Are drivers properly prepared to take you to the designated appointment?  Is vehicle availability a problem?  Does the driver remind/require occupants of the U.S. Government requirement to wear seat belts at all times?  Are the seat belts easily accessible?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:  

23.  Supplies – Are appropriate supply stock levels maintained?  Are the office items stocked and listed in the supply catalog suited to your office requirements?  Are proper receiving, issuing and inventory procedures in effect to ensure proper stock levels and accountability?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

24.  Procurement – Are petty cash purchases and Blanket Purchase Agreement purchases processed within 2 working days of receipt of funded procurement request package?  Are simplified acquisitions processed within 5 working days?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

25.  Travel – Are travel documents prepared within 3 workdays?  Are GSO personnel available for consultations and responsive to questions?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

26.  Shipment and Customs – Is shipping assistance complete and timely (within 2 working days for incoming shipments; within 5 working days for outgoing shipments)?  Is assistance provided for new/renewed license plates appropriate?  Was the shipment of HHE/UAB or shipment/purchase of POV handled efficiently and with appropriate advice, feedback, and information?     
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

27.  Leasing – Did GSO meet assistance expectations for LQA leasing requirements (contract assistance, space standards)?  

 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

28.  Personal Property Management – Office non-expendable property properly received by GSO?  Damage reports prepared within 8 days?  Property disposals efficiently addressed?  Are property inventory, life cycles and conditions reports accurate?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A 
Comment:

29.  Programming Support – Special assistance logistics, equipment, furniture, transportation, labor and other services for representational and ceremonial events, e.g. VIP visits, July 4th, Marine Ball are sufficient.
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

Facilities Maintenance
30.   Offices – Is the chancery office space maintained routinely and in accordance with OBO and applicable USG standards and regulations, inclusive of preventative maintenance on equipment?  Is your work area properly maintained by the chancery cleaning personnel?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

31.  Work Orders – Are work orders processed within 24 hours?  Were you notified of delays?  Does the workmanship meet your expectations?    
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A 

Comment:

32.  Gardening/Grounds – Are the grounds of the chancery kept properly attractive?  Is snow removal around the chancery adequate for pedestrians?   
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

Systems, Telephones, Mail Services
33.  Is inter-office and post office/commercial mail delivery dependable and timely?   
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A
Comment:

34.  Does computer support for the SBU system meet your expectations?  Is software support provided within 2 hours for emergency requests?  Does your computer equipment fully address office requirements?  
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement 
 FORMCHECKBOX 
 N/A 
Comment:

35.  Is the service provided by Embassy telephone operators courteous and effective?  Are telephone service requests responded to within 3 days?
 FORMCHECKBOX 
 Excellent
 FORMCHECKBOX 
 Average 
 FORMCHECKBOX 
 Needs Improvement

 FORMCHECKBOX 
 N/A 
Comment:

Other:

Are there other services you would like to comment on which are not listed above?  Do you have other suggestions? 

