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1. On January 15, the ICASS Service Center launched

the third annual global ICASS Customer Satisfaction

Survey (see Reftel from the UnderSecretary for

Management: ICASS Customer Satisfaction Survey - The

Need to Take it Seriously). The survey is open to all

ICASS users and will be used to measure the level of

overseas user-satisfaction with ICASS services. The

survey will be available on-line directly

(WWW.APQC.ORG/ICASSSURVEY) and through the ICASS

website (WWW.ICASS.GOV) until the survey closes

midnight (EST) February 5.

2. WHY IS THE SURVEY IMPORTANT?

In such a constrained budget environment there's

serious competition amongst programs for funding.

Survey results are one of the yardsticks used by the

Office of Management and Budget (OMB) to assess ICASS

performance and approve commensurate resources.

The survey results will also provide you and your

Ambassador with important data on customer

satisfaction at your post. Comparison of results from

this survey with prior years will, for example, allow

post and Washington to identify areas where

improvements were made, those services where we

consistently are showing lower customer satisfaction,

and those where we have lower satisfaction than our

baseline.

High participation gives greater confidence that the

results are representative of the entire customer

base. I'm counting on all of you to widely publicize

the survey and encourage a strong response from every

agency.

3. ALTERNATE SERVICE PROVIDERS (ASPS)

Services provided by ASPs are included in this year's

survey. They are not, however, differentiated, so

respondents will be asked to rate the service

independently of who the provider is.

4. HOW ARE RESPONDENTS ENSURED ANONYMITY?

To ensure a respondent's confidentiality, the survey

will be collected into a data repository with APQC, an

internationally recognized company for process and

performance improvement. Even if you are at a small

post or agency, APQC will report the results only when

the data sample is statistically large enough to

protect your anonymity.

5. SURVEY COMMENTS:

Respondents are encouraged to articulate their

satisfaction/dissatisfaction with the services they

receive in the comments section provided. This year,

the survey allows you to enter comments as you

complete rating each service, rather than just at the

end as in previous years. The individual comments are

an extremely useful part of the evaluation, but

comments that identify the respondent or disparage an

individual will not be published. In addition, a

filter will be employed allowing respondents to rate

only those services to which their agencies subscribe.

6. TIPS ON SPREADING THE WORD:

During the last two year's surveys, posts shared some

of the following things they did that helped boost

participation:

   A.Chief of Mission support for the survey at staff

     meetings, townhall meetings, and other gatherings

     encouraged broad participation.

   B. Posts publicized the survey in country team,

      staff, and other meetings.

   C.FSN Committees spread the word to locally

     employed staff.

   D. Presentations and flyers (samples of which will

      be provided by the ISC via the ICASS website)

      were used to promote the survey at post. The

      flyers were also made available at CLO offices.

   E. Post IM staffs put an icon for the survey on the

      desk-top of all computer users including the

      computers for common use in the CLO's office.

   F.Many posts used the Mission newsletter to

     advertise the survey.

7. FEEDBACK AND REPORTING:

Posts found regular feedback from the ISC about their

participation rate to be useful. We will provide

frequent feedback on participation at your post

between January 15 when the survey begins and February

5 when it closes. Reports.of the results will be

provided to DCMs, Management Officers/Counselors,

ICASS council chairs, and regional bureaus in late

February or early March.

8. All agencies have a stake in ICASS and they need to

register their opinions about administrative support

and its quality. I'm counting on our council chairs

and management counselors/officers to widely publicize

the survey and encourage a strong response from every

agency.

9. Should you have any questions regarding the survey,

please contact the survey project manager, the ISC's

Sam Longstreet at LONGSTREETSP@STATE.GOV (202) 663-

1721 (IVG x 31721)

10. Regards.

RICE
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