Subject: ICASS Customer Satisfaction Survey - Comments: We Hear You
First a resounding thank you to all of you who took the ICASS Customer Service Survey.  The Management Section has taken a close look at your comments - both positive and negative.  We sincerely thank you for both.  No, I'm not being disingenuous.  Without your negative feedback, we simply don't know where we should be putting our efforts...we don't know how to pull up our socks.
 

There were some general trends, which basically boils down to better communication to let users know the status of their requests and to give the user more feedback on when they can expect a resolution.   We urge people who made specific comments about the service providers to get in touch with us.  Since the comments are anonymous, we are unable to address your individual comments or complaints in this forum. 
 

BNL Bank:  Last week, FMC had a meeting with the BNL officials.  They agreed to ensure that there are always two tellers in the morning hours but will generally only provide one teller in the hours from 3:00 to 3:45 pm except on paydays.  They are assessing the amount of use of the ATM machine to determine whether they can afford to install one in the Chancery.
Awards:  Rome HR processed over 100 nominations for the fall awards ceremony which came from all three consulates plus two missions in Rome (USUN and Mission Italy).  Given the sheer numbers of nominations, it was very difficult for HR to notify every nominator of the results of the awards committee review.  HR is now automating most of the review process which should make it easier for us to attend to the other details, such as informing the nominating officials of the results. 

 

Awards:  The program is too inclusive.  If everyone gets an award, it detracts from the most deserving.  
Answer: The Awards Committee does review each nomination to make sure that the award is fully justified.  If the justification is weak, the committee sends it back to the nominating official for revision.  In some cases the committee will upgrade/downgrade an award to make the level consistent with other nominations.
 

Salary Surveys:  The salary surveys are not realistic and they do nothing to change the situation.  No transparency.
Answer:  The salary surveys which are performed by a private company that does similar surveys in hundreds of countries worldwide include information obtained from over 100 private companies in Italy.  We believe the results are realistic even if they do not result in increases in base pay.
 

From RSO Office:
 

Visitor  Access  Requests - RSO has started a pilot project with three test offices using WebPass to submit access requests.  Based on the results from the first week, WebPass will need some tweaking, but we are optimistic that it can be modified to accommodate this mission's specific access needs.  RSO is just as anxious as the other offices to get away from the piles of paper faxed and hand-carried around every day to provide positive access control.
 

Security  Equipment  Problems - RSO receives equipment trouble reports from the Metronotte guards and the Marine Security Guards.  Although RSO, ESO, GSO, and Facilities Management work closely together to identify and resolve problems before we experience a loss of service, the reality is that much of the equipment is old and difficult to maintain.  The good news is that some of the problems will be resolved with upcoming OBO security upgrade projects, and the bad news is that some of the problem equipment will still be awaiting funding for replacement.
 

Staffing  Problems - RSO has requested additional staff to be able to process an ever-increasing number of requests for assistance.  Although the RSO's mission has expanded significantly over the past 20 years, the level of staffing has remained stagnant.  In the meantime, we continue to monitor our flexibility and to shift our resources around to meet exigent needs.
 

Communication with the Local Security Guards - The local guard force contract requires the guards assigned to the Tri-Mission posts to have a Level 1 proficiency (routine courtesies).   The supervisors and commander have a Level 2 or higher proficiency.  RSO coordinates suggestions from both the local guard force and the Marine Security Guard detachment on ways to improve communication to reduce the risk of miscommunication during an emergency.
 

Security  Briefings - In the future, newcomer security briefings will be conducted in one hour.  The briefer will be available after the session to answer questions, for those attendees who would like more information.  RSO also plans to post additional security information on the Rome Intranet site and to contribute security tips to Veneto Views on a regular basis. 
 

Please keep sending us your comments and suggestions on the webpage suggestion boxes or in the wooden suggestion boxes at Embassy Rome.  
 

Thanks again to everyone who participated! 
