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MEMORANDUM FOR All Personnel Assigned or Attached to AMEDD Student Detachment, 187th Medical Battalion

SUBJECT:  Interactive Customer Evaluation (ICE), Policy #6


1. REFERENCES:

a. US Army Installation Management Command (IMCOM) Policy Memorandum # 47, Implementation of the Interactive Customer Evaluation (ICE) System, September 2006

b. Department of Defense, Interactive Customer Evaluation (ICE) System policy, 1 July 2007

2. PURPOSE:  To provide the ASD policy concerning the ICE Program.

3. APPLICABILITY:  This policy governs the use of the ASD ICE website and applies to all service providers, managers, divisions, and organizations associated with providing customer service to all assigned or attached personnel.

4. IMPLEMENTATION: The ICE website will allow immediate customer feedback to all service providers; obtain suggestions in improving the quality of service to all constituent groups (AMEDD Enlisted Commissioning Program, Long Term Health Education and Training, Interns, Residents, Fellows, and Training with Industry); and identify issues affecting their well-being.  The ICE site can be accessed from any computer terminal or kiosk with Internet access.  The automated customer feedback system will:

a. Immediately generate an electronic customer comment to the Service Provider Manager (SPM). 

b. Provide immediate input on the satisfaction level of the service provider to Senior Human Resources Assistant, ASD Detachment Sergeant, and ASD Detachment Commander. 

c. Provide immediate feedback ratings on facility appearance, employee/staff attitude, timeliness of service, hours of service, and whether or not the product met the needs of the customer for each service provider area.

d. Allow immediate reporting of customer satisfaction for use on the services received assessments that affect the Continuous Process Improvement and overall Strategic Plan of the Army Medical Department Center and School.
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5. ICE Policy Responsibilities: 

a. ASD ICE Site Administrators:

(1) Maintain the ICE site for the ASD.  Monitor the ICE site for errors, outdated information, and consistency of service provider data. 

(2) Add/delete service providers and managers, as required. 

(3) Troubleshoot user issues. 

(4) Forward unresolved issues to the appropriate Region ICE site Manager and/or ICE User Support for resolution. 

(5) Develop reports on ASD/community service providers as needed to assist in maintaining quality service levels.

(6) Promote the use of the ICE site to improve service quality and timely customer service responses. 

(7) Train service provider managers and other ICE users (such as those with reports only access) on ICE use.

(8) Monitor email daily to review Site Comments.  Enter actions taken at the “Site Comment” screen.

(9) Provide timely and accurate reports on ICE statistics, to include submissions, responses, satisfaction ratings, and customer follow up rates to the 187th Medical Battalion leadership as required.

(10) Verify that service provider managers are contacting customers requesting a response and updating the follow up section of the ICE program within the three working day period. 

(11) Perform quality assurance and integrity checks on the ASD ICE site to ensure that the integrity and potential of the ICE program is fulfilled. 

(12) As required, input hard copy cards to the online ICE system. 

(13) Uphold the confidentiality of ICE comments

(14) Acquire reports plus comments access to areas within their administrative control.  Use the ratings and comments to initiate discussions during staff meetings or other forums in 
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which all employees are present to determine courses of action to resolve issues submitted through ICE and consider ways in which to improve overall services or programs. 

(15) Provide lowest level staff/employees with ICE ratings and comments that pertain to their areas.  By sharing this information, employees will be more apt to promote the ICE program in a positive way as well as monitor their own behavior in order to receive positive comment cards. 

b. Service Provider Managers. 

(1) Monitor email daily to ensure customer comments are responded to within three working days (for customers who request a response).  Detailed response data must be entered in the ICE Manager Customer Follow-Up area of every automated comment card submission that requests a response to their comment card. 

(2) Resolve issues that may not require a customer response but may affect customer satisfaction if not resolved.  While not required, it is highly encouraged that information obtained during follow-up of comment card that did not request a response be inputted in the ICE Manager Customer Follow-Up area within seven working days. 

(3) Ensure questions or event comments added to the service provider information areas are grammatically correct to obtain the desired results. 

(4) Ensure questions added are kept to a minimum to allow the customer to submit information in a timely manner. 

(5) Coordinate ICE Service Provider Manager training with ICE Site Administrator(s) within ten (10) business days of receiving ICE access.

(1) 
(2) 
(3) 
(4) 
(5) 
(6) Ensure service provider data is current. 

(7) Promote the ASD ICE Program to provide better customer service.

(8) Uphold the confidentiality of ICE comments.

c. ASD Leadership Team (ASD Detachment Commander and Detachment Sergeant)

(1) Enforce the three working day response time to a customer requesting a response.

(2) Provide protection to customers who provide negative comments with contact information from receiving negative repercussions by ensuring that responses are appropriate and emphasize that all comments are valid and that there will be no negative consequences for ICE comment card submission.
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d. Standards and Metrics

(1) Each service provider must strive to deliver the best service and support to our customers.  The following metrics are established by Office of the Secretary of Defense, Quality Management Office. 

(2)  Service Provider areas and Satisfaction Questions will be measured annually and rated as follows: 

a. Green  [image: Green] (100%-85%), exceeding the standard

b. Amber [image: Yellow] (84%-65%), meeting the standard

c. Red [image: Red] (64%-0%), not meeting the standard

(3)  Service provider areas in the RED range will be evaluated by the ASD Detachment Commander to determine cause and development of action plans to improve satisfaction levels. 

8. The POC for this is the undersigned at 210-221-5731 or summer.m.brownellis.mil@mail.mil
[bookmark: _GoBack]  



SUMMER M. BROWN-ELLIS
CPT, MS 
Commanding
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