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Department of the Army

oFFICE OF THE CHIEF OF STAFF

200 ARMY PENTAGON

WASHINGTON DC 20310-0200


9 January 2004


Reply to

Attention of  DACS-ZDV-SMD

MEMORANDUM FOR INSTALLATION MANAGEMENT INSTITUTE (IMI)

SUBJECT:
Information Paper on the Interactive Customer Evaluation (ICE)

1. PURPOSE.  To provide information on the Interactive Customer Evaluation (ICE).

2.  FACTS.

a.
The Quality Management Office (QMO), of the Office of the Secretary of Defense (OSD) has developed an excellent customer satisfaction tool, the Interactive Customer Evaluation (ICE).  An outline describing ICE is attached at Tab A. 

b.  ICE is available for all installations to use as part of their customer satisfaction toolkit. ICE is a web-based system that enables service activities, on installations, to obtain customer satisfaction feedback that can be tailored for each activity. In addition, ICE also has some great communication capabilities such as posting activity specific information (such as hours, special sales, etc) to disseminate information about your service activity to your customers.

c. Once a site is up and running, satisfaction data collected is available at any time and can be aggregated by your preference --- six months, six weeks, by quarter, etc.  Data is available for analysis based on customer feedback in relation to service changes made as a result of the feedback.  Intervention with unhappy customers can be done immediately to reduce lost customers.  Further, satisfaction data can even be compared with the same service activities at other installations, enabling benchmarking activities.

d.  ICE is currently offered for all installations to use, at no cost.  There is some time commitment that must be made for someone in your organization to collect key information, receive training, and populate the database for your location’s specific information.  Further, this person will also be the primary point of contact (POC) for your location and will need to provide training to installation personnel as well as keep POC information current. In addition, the TDY to receive the training and populate the database is paid for by the QMO, OSD.

e.  Numerous Army installations are already taking advantage of this exciting service and have achieved tremendous results.  The URL for the ICE site is: http://ice.disa.mil/.  From this main page, viewers are able to take a stroll through the system to see what it’s all about.  There is even a link that takes you to a demo of ICE.

f.  The Army POC is Ms. Colleen Carey at 703-607-1305 or e-mail at colleen.carey@us.army.mil.  The QMO, OSD POC is Ms. Joyce Mussey at 703-588-8142 or e-mail at Joyce.Mussey@osd.mil.  
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