Attention ALL ICASS Customers

The Third Annual Worldwide ICASS Customer Satisfaction Survey

Runs from January 20 to February 10, 2009
All ICASS customers and service providers need to participate.  For useful results, we need a comprehensive response rate on the quality of the ICASS services received by your agency’s overseas employees.  All overseas ICASS customers from your agency should take this survey:  

Direct-Hire Americans

Locally Employed Staff (Americans and FSNs)

Personal Services Contractors

Family members over 16 years of age

Anyone else who receives ICASS services

The survey is easy, fast, and convenient.  

You can access the ICASS Customer Satisfaction survey through the Internet from your office, your home, or any other Internet-accessible computer.  The survey is posted on a neutral, third-party website at www.apqc.org/ICASS_survey, but you can also connect to it on the ICASS Service Center website at www.icass.gov/.  Simply navigate the survey with the click of your mouse.  Depending on the number of ICASS services you receive, the survey takes an average of 10-20 minutes to complete.  If you have any questions, please see the frequently asked question page on the ICASS website at www.icass.gov/.  

Agencies strongly supported this survey.  Every agency representative on the ICASS Executive Board voted for this customer satisfaction survey to learn what you think about ICASS services.  It will provide Ambassadors, ICASS Councils, Management Counselors, State Regional/Functional Bureaus, and others with their customers’ general perceptions of the services provided at post, in each region, and around the world.

To protect your anonymity, a neutral third-party provider hosts the survey.
ICASS selected American Productivity & Quality Center (APQC) to serve as an independent provider.  APQC is a non-profit member based organization focused on delivering high quality research, advisory, and analytical services.  For over a decade, APQC has developed and delivered advanced surveys to government and private sector organizations.

APQC will not reveal any individual’s response to the survey.  We want to know your honest opinion about ICASS services. As a result, survey results will be combined and averaged to get a general impression of customer satisfaction.  Specific responses cannot be traced back to individuals.  

Confidentiality is ensured even at the smallest of agencies.  Consistent with industry-wide standards, APQC will only report the results of the survey where there are ten or more responses within a category (e.g., agency affiliation or personnel type).  Industry research has determined that, statistically, your anonymity is preserved if there are more than ten responses.  As a result, if there are fewer than ten responses from Agency Z at a particular post, APQC will combine those responses with “all other agencies” for an aggregated regional total that exceeds ten responses.  We encourage full participation from small agencies to exceed the ten-response minimum to increase the likelihood that we will receive results about how their agency feels at specific posts.

For additional information, please contact Sam Longstreet, ICASS Service Center (ISC), (202) 663-3262, longstreetsp@state.gov or Peter Hogan, ISC, (202) 663-3267, hoganpa@state.gov.
