Executive Office Customer Satisfaction Survey

(October, 2001)

Office of Diversity and 

Employee Concerns (ODEC)

(Formerly referred to as the EEO Office)

1.  For each of the following functions or services, please rate:

· how well the function/service is performed,

· would it better performed in another area of CIT?

	Office of Diversity & Employee Concerns 

Function
	Rating

    5-HNU
	(Selection)
	Should service/function stay in current office?

A    B       C      D     E    AVG
	

	Advisor (provides advice to managers regarding diversity and EEO matters)
	 
	
	(1)  Excellent

(2)  Good

(3) Fair

(4)  Poor 
(5) Have not Used
	
	
	
	
	
	
	(A)  Definitely Stay – it works well where it is.

(B)  Stay, but it could be improved.

(C)  Move to another area in EO.

(D)  Should be performed in my program area.
(E)  Don’t know

 

	Case Management
	
	
	
	
	
	
	
	
	
	

	Complaints Processing
	
	
	
	
	
	
	
	
	
	

	Counselor (counsels CIT staff in diversity and EEO matters)
	
	
	
	
	
	
	
	
	
	

	Information Dissemination
	
	
	
	
	
	
	
	
	
	

	Reporting (provides reports and analysis on diversity statistics)
	
	
	
	
	
	
	
	
	
	

	Training (coordinates training on diversity and EEO issues)
	
	
	
	
	
	
	
	
	
	

	Recruiting (assists CIT in areas concerning diversity)
	
	
	
	
	
	
	
	
	
	

	EEO Awards
	
	
	
	
	
	
	
	
	
	

	Information dissemination
	
	
	
	
	
	
	
	
	
	

	Processing
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	

	Overall Rating:
	
	
	
	
	
	
	
	
	


2.  How often do you contact or make a request of the ODEC office/staff?
  



	(1) More than once a week 

(2) Once a week 

(3)  2 – 3 times a month

(4) Less than once a month

(5)  Less than twice a year

	

	

	

	


3.  When you have a request or need for service, the ODEC staff is:


	Knowledgeable
	
	(1) Usually

(2) Sometimes

(3) Rarely

(4) Never

NA

	Helpful
	
	

	Proactive
	
	

	Professional
	
	

	Courteous
	
	

	Creative in their problem solving
	
	

	Available
	
	

	Timely in Response
	
	

	 

	Overall Rating:
	
	


4.    How well does the ODEC Office track your work requests and 




provide you with access to information on the status of your 


work requests?    


	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4) Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5) Poor – It’s easier to do it myself or find someone else to help me.
NA






5.    How would you describe your working relationship with your 





ODEC contact?  

	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4) Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.

(5) Poor – It’s easier to do it myself or find someone else to help me.
I don’t know who that is


6. 
How would you describe your working relationship with 


the ODEC Office on the whole? 







	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4) Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5) Poor – It’s easier to do it myself or find someone else to help me.
N/A


7.  Would it be beneficial to your team to have your ODEC


contact as part of your organizational structure?                              


Yes    No    N/A



If No, please explain


8.
Are there chronic problems that you encounter 


with the ODEC Office? 
 




Yes
     
No



If Yes, please explain

9.
Are there specific changes and/or improvements 


you would like to see from the ODEC Office? 



Yes
     
No




If Yes, please explain


10.   Are there additional functions/services you would like to 


see from the ODEC Office?        




Yes
    
No



If Yes, please explain


11.  Could an ODEC web site be useful to you?



 Yes

No



If No, please explain






12.  Do you have any additional comments?

Financial Management Office (FMO)


1.  For each of the following functions or services, please rate:

· how well the function/service is performed,

· would it be better served in another area of the EO or CIT?

	Financial Management

Function
	Rating
	(Selection)
	Should service/function stay in current office?
	(Selection)

	Accounts Payable 
	
	(1)  Excellent

(2)  Good

(3) Fair

(4)  Poor
(5) Have not Used
	
	Definitely Stay – it works well where it is.

Stay, but it could be improved.

Move to another area in EO.

Should be performed in my program area.
Don’t know

N/A

	Processes NIH Telecommunications Bills
	
	
	
	

	Monitors Central Accounting System (billing accuracy; provides cost estimates and customer assistance for NIH telecommunications billing)
	
	
	
	

	Advisor to CIT Management on Finance Related Issues
	
	
	
	

	Accounts Receivable (responsible for all CIT billing mechanisms)
	
	
	
	

	Budget Allocation (manage processes for the allocation of funds)
	
	
	
	

	Budget Projections (tracking; reporting; provides short & long term projections based on planned expenditures)
	
	
	
	

	Development and Dissemination of Financial Management Policy
	
	
	
	

	Program Review and Planning
	
	
	
	

	Rate packages (preparation assistance)
	
	
	
	

	Trend and Analysis Studies (monitoring industry cost drivers; tracking the "business" of CIT)
	
	
	
	



2.  How often do you contact or make a request of the FMO office/staff?
  

   
	(1) More than once a week 

(2) Once a week 

(3)  2 – 3 times a month

(4) Less than once a month

(5)  Less than twice a year

N/A

	1. 

	2. 

	3. 

	4. 


3.  When you have a request or need for service, the FMO staff is:
	Knowledgeable
	
	 from:

(1) Usually

(2) Sometimes

(3) Rarely

(4) Never

NA

	Helpful
	
	

	Proactive
	
	

	Professional
	
	

	Courteous
	
	

	Creative in their problem solving
	
	

	Available
	
	

	Timely in Response
	
	


4.  How well does the FMO Office track your work requests and 





provide you with access to information on the status of your 



work requests?    

	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5)  Poor – It’s easier to do it myself or find someone else to help me.
NA



5.  How would you describe your working relationship with your 





FMO contact?  

	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4) Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.

(5)  Poor – It’s easier to do it myself or find someone else to help me.
I don’t know who that is



1. How would you describe your working relationship with 





the FMO Office on the whole?

	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5)  Poor – It’s easier to do it myself or find someone else to help me.
NA


7.   Would it be beneficial to your team to have your FMO


 contact as part of your organizational structure?                              

Yes     

No          

If No, please explain


8.
Are there chronic problems that you encounter 



with the FMO Office? 






Yes
     
No



If Yes, please explain


9.
Are there specific changes and/or improvements 



you would like to see from the FMO Office? 




Yes
     
No


If Yes, please explain


10.   Are there additional functions/services you would like 



Yes

No


 to see from the FMO Office?          






If Yes, please explain


11.  Could a FMO web site be useful to you?



 
Yes

No




If No, please explain






12.  Do you have any additional comments?


Human Resources Management Office (HRMO)


1.  For each of the following functions or services, please rate:

· how well the function/service is performed,

· would it be better served in another area of the EO or CIT?      


   
      

	Human Resources Management 

Function
	Rating
	(Selection)
	Should service/function stay in current office?
	(Selection)

	Advisor to Management on HR related issues
	
	(1)  Excellent

(2)  Good

(3) Fair

(4)  Poor
(5) Have not Used
	
	Definitely Stay – it works well where it is.

Stay, but it could be improved.

Move to another area in EO.

Should be performed in my program area.
Don’t know

N/A

	Advisor to CIT staff on HR related issues
	
	
	
	

	Awards 
	
	
	
	

	Employee Incentive
	
	
	
	

	Cash and Non-Cash (time off, special act, individual/group cash)
	
	
	
	

	Honorary (NIH and 

Director’s Merit, HHS)
	
	
	
	

	Benefits Counseling
	
	
	
	

	Compensation 
	
	
	
	

	Pay Setting
	
	
	
	

	Classification
	
	
	
	

	Retention Allowances 

and Recruitment Bonuses
	
	
	
	

	Employee Relations (conduct, leave, performance issues)
	
	
	
	

	Case Management
	
	
	
	

	Counseling
	
	
	
	

	Ethics & Outside Activities
	
	
	
	

	Training
	
	
	
	

	Counseling
	
	
	
	

	Information Dissemination
	
	
	
	

	Intranet/Internet
	
	
	
	

	Memo/E-mail
	
	
	
	

	Consultant
	
	
	
	

	Policies & Procedures  (awards, AWS, leave administration, etc.)
	
	
	
	

	Recruitment 
	
	
	
	

	Applicant Evaluation
	
	
	
	

	Vacancy Announcements; 

Solicitations, Student Appointments
	
	
	
	

	Retirement Counseling
	
	
	
	

	Supervisory Training
	
	
	
	

	Workforce Planning  (succession planning, skills assessments)
	
	
	
	


2.  How often do you contact or make a request of the HR office/staff?
  
 

	(1) More than once a week 

(2) Once a week 

(3)  2 – 3 times a month

(4) Less than once a month

(5)  Less than twice a year

N/A


3.  When you have a request or need for service, the HR staff is:
	Knowledgeable
	
	 from:

(1) Usually

(2) Sometimes

(3) Rarely

(4) Never
NA

	Helpful
	
	

	Proactive
	
	

	Professional
	
	

	Courteous
	
	

	Creative in their problem solving
	
	

	Available
	
	

	Timely in Response
	
	


4.  How well does the HR Office track your work requests and 




     provide you with access to information on the status of your 

     work requests?    




	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3)  Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5)  Poor – It’s easier to do it myself or find someone else to help me.
NA



5.  How would you describe your working relationship with your 






HR consultant?  

	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.

(5) Poor – It’s easier to do it myself or find someone else to help me.
I don’t know who that is


6. How would you describe your working relationship with the






HR Office on the whole? 








	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5) Poor – It’s easier to do it myself or find someone else to help me.
NA


7.  Would it be beneficial to your team to have your HR


consultant as part of your organizational structure?                              

Yes    

No    

 



If No, please explain


8.
Are there chronic problems that you encounter 



with the HR Office? 
 






Yes
 
No

If Yes, please explain

9.
Are there specific changes and/or improvements 


you would like to see from the HR Office? 




Yes

No



If Yes, please explain


10. Are there additional functions/services you would like 


to see from the HR Office?        





Yes

No


If Yes, please explain


11.  Is the HR Office’s web site useful to you?



 
Yes

No

If yes, how often do you use it?
     

If No, please explain





12.  Do you have any additional comments?


Administrative Office


1.  For each of the following functions or services, please rate:

· how well the function/service is performed,

· would it be better served in another area of the EO or CIT?

	Administrative

Functions
	Rating
	(Selection)
	Should service/function stay in current office?
	(Selection)

	Cardkey Access
	
	(1)  Excellent

(2)  Good

(3) Fair

(4)  Poor
(5) Have not Used
	
	Definitely Stay – it works well where it is.

Stay, but it could be improved.

Move to another area in EO.

Should be performed in my program area.
Don’t know

N/A

	Clearances (employee departures)
	
	
	
	

	Conference Room Scheduling (coordinates public conference rooms; assists with audio/visual equipment) 
	
	
	
	

	Contractor ID’s
	
	
	
	

	Facilities Management (management of housekeeping services; central copier support; support in responding to facility problems)
	
	
	
	

	Information Dissemination
	
	
	
	

	Inter/Intra-Agency agreements (coordinate & process)
	
	
	
	

	Parking Permits 
	
	
	
	

	Payroll/Timekeeping/ITAS (assists in resolving payroll system problems and responds to inquiries)
	
	
	
	

	Property (advises CIT property custodian; processes property passes; coordinates annual property inventory)
	
	
	
	

	Purchasing/Acquisition (supports acquisition program; manages credit card program)
	
	
	
	

	Space Management (prepares annual CIT space census; responds to requests for additional space and reconfiguration; coordinates moves)
	
	
	
	

	Telecommunications (processes and tracsk telecom requests, changes, additions, etc.)
	
	
	
	

	Training (advises CIT staff on regulatory procedures and policies)
	
	
	
	

	Transportation (coordinates government transportation for CIT)
	
	
	
	

	Travel (maintains travel policies; assists in developing travel plans; processes travel vouchers)
	
	
	
	


2.  How often do you contact or make a request of the Admin office/staff?
  
 


	(1) More than once a week 

(2) Once a week 

(3)  2 – 3 times a month

(4) Less than once a month

(5)  Less than twice a year

N/A


3.  When you have a request or need for service, the Admin staff is:
	Knowledgeable
	
	 from:

(1) Usually

(2) Sometimes

(3) Rarely

(4) Never

NA

	Helpful
	
	

	Proactive
	
	

	Professional
	
	

	Courteous
	
	

	Creative in their problem solving
	
	

	Available
	
	

	Timely in Response
	
	


4.  How well does the Admin Office track your work requests and 




     provide you with access to information on the status of your 




     work requests?    


	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5)  Poor – It’s easier to do it myself or find someone else to help me.
NA



5.  How would you describe your working relationship with your 





   Administrative consultant?  

	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.

(5)  Poor – It’s easier to do it myself or find someone else to help me.
I don’t know who that is


6.  How would you describe your working relationship with 
    the Admin Office on the whole?







	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.
(5)  Poor – It’s easier to do it myself or find someone else to help me.
NA


7.  Would it be beneficial to your team to have your Admin

     consultant as part of your organizational structure?                              

Yes    

No    


If No, please explain


8.  Are there chronic problems that you encounter 

    with the Admin Office? 
 





Yes
     
No

If Yes, please explain

9.  Are there specific changes and/or improvements 

      you would like to see from the Admin Office? 




Yes
     
No



If Yes, please explain


10.  Are there additional functions/services you would like 



Yes

No


to see from the Admin Office?        





If Yes, please explain


11.  Is the Admin Office’s web site useful to you?



 
Yes

No

If yes, how often do you use it?
     

If No, please explain






12.  Do you have any additional comments?







 Executive Office



1.  
How would you describe your working relationship with the




Executive Office?  

	(1)  Excellent – Proactive, creative; a true asset to me.

(2)  Good – They get the task done in an accurate and timely manner with minimal intervention from me.

(3) Fair – Most of the time they only process what’s given to them; no more, no less.

(4)  Unsatisfactory - Its hit or miss when I have a request or need.  I have to follow up on most things.

(5)  Poor – It’s easier to do it myself or find someone else to help me.


2.
Are there chronic problems that you encounter 


with the Executive Office?  






Yes
     
No



If Yes, please explain


3.
Are there specific changes and/or improvements 


you would like to see from the Executive Office? 



Yes
     
No




If Yes, please explain


4.   Are there additional functions/services you would like to 


see from the Executive Office?        





Yes

No



If Yes, please explain


5.  Do you have any additional comments?

Demographic Information
Your responses will be kept anonymous and only aggregate data will be released.

	:

(1) DCB

(2) DCS

(3) DCSS

(4) DECA

(5) DNST

       (6) EO

(7) OD
(8) OD CIO


What Office/Division are you with:   


	:

(1) Less than a year

(2) 1 – 3 years

(3) 3 – 5 years

(4) Longer than 5 years




How long have you worked at CIT?

	:

(1) Lab or Branch Chief 

(2) Senior Manager 

(3) Business Manager

(4) Senior Support Staff

(5) Other  ________________


Your role at CIT is that of:


 
Name: ​_______________________________________________________________________






(Optional)

Thank you for your participation. 
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1

