MUNICIPALITY OF  .....................................

INQUIRY № 1

(for CISC officials)

Dear colleagues,

The work of the Municipal Customer and Information Services Center (CISC) presents one of our priorities because our common goal is that citizens of …………… should be serviced quickly, effectively and friendly. We understand customer servicing as a process that should be constantly developed, improved and upgraded, therefore we rely on your competent, open, concrete and impartial opinion on the questions mentioned below. This would help us also to solve certain problems.

It is all of us jointly that we could reach quick, effective and civilized customer servicing.

Please indicate the figure against the answer corresponding to your opinion. In case of no answer formulated, we expect that you will express your statement (assessment) in your own words. This inquiry should be filled in anonymously.

1. What sort of changes occurred in customer services after establishing the Customer and Information Services Center?


- mostly positive




1


- rather positive than negative


2


- positive and negative equally


3


- rather negative than positive


4


- mostly negative




5

2. What positive changes occurred after establishing the CISC?

3. What negative changes (mistakes) occurred after establishing the CISC?
4. How would you assess the work of the CISC as a whole?

- very good


1

- good



2

- satisfactory


3

- poor



4

5. How would you assess the work of your functional unit (department, sector) as a whole?

- very good


1

- good



2

- satisfactory


3

- poor



4
- no impression

5

6. Are there still any services in your sector that could be performed by the CISC? If “yes” please list them? 

7. Do you think that the information related to your sector offered to customers by the CISC is complete enough? How it could be further completed?

8. In what direction could be the work improved aiming at improving customer and business services?

· The performance of CISC officials:

· The performance of officials in various sectors:

9. What should be the statute of the officials working in the CISC in the context of achieving effective administrative services?

- officials should be holders of the workplaces in the CISC





1

- officials should change regularly within the frameworks of the functional units


2

- officials should change regularly and if possible within the frameworks of the Center

3

- other …………………………………………………………………………………………………..
4 

10. How would you assess the coordination in the municipal administration (between CISC and the separate functional units) related to administrative servicing?

- very good


1

- good



2

- satisfactory


3

- poor



4

11. What should be changed in the process of interactions between the CISC and the functional units envisaging more effective customer servicing? 

12. Who would often support you in your activities regarding your workplace in the CISC? (please indicate every true answer)

- the mayor






1

- deputy mayor/s





2

- secretary






3

- CISC coordinator





4

- the coordinator of the relevant functional unit

5

- other (please indicate) ………………………………..
6

13. In what way is your work controlled or monitored? (please indicate every true answer)


- through regular written information





1


- through regular reports/proposals





2


- through software product on delayed services



3


- through direct check ups performed by the coordinator at the workplace
4


- other (please indicate) ………………………………

5

14. How would you assess the software product used by the CISC envisaging its efficiency in the process of documentation flow processing?


- very good


1


- good



2


- satisfactory


3


- poor



4


- other ………………………………………..

15. How would you assess the control effectiveness on the performance of the CISC envisaging the process of administrative servicing?


- very good


1


- good



2


- satisfactory


3


- poor



4


- no impression

5

16. What should be changed in order to improve interaction between CISC and the municipal management, including different models of control on its performance?

17. Your opinion and recommendation on improving the whole process of service delivery in our municipality?

Thank you.
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