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Fast Track Generic Clearance for the Collection of Qualitative Feedback on Agency Service Delivery: Interactive Customer Evaluation (ICE) System – 0704-0420
	Summary of Changes from Previously Approved Collection 

· All individual comment cards will be added as instruments.
· The burden has increased due to maximizing instrument additions to the collection as needed.
· Added an interactive “screener” to assist in determining which comment cards are covered by the PRA to point customers to the proper process path.





1. 	Need for the Information Collection 

The purpose of the Interactive Customer Evaluation (ICE) system is to provide the Defense community with an on-line customer feedback system, replacing the current paper comment cards and other customer satisfaction data collection mediums used by DoD organizations.  Members of the public who respond on the ICE system are authorized customers and have been provided a service through DoD customer service organizations.  The ICE provides a direct channel for customer needs, complaints, and suggestions in areas such as Education, Housing, Medical Facilities, Pass and ID, and installation shopping centers.

The concept for the ICE system surfaced in August of 1998 between the Quality Management Office (QMO) of the Secretary of Defense and the European Command (EUCOM) Deputy Commander. The EUCOM Deputy Commander expressed his concerns that information generated from the community Organizational Assessment Survey, though useful, was not effective in providing timely guidance for improvement efforts. As a result, he suggested an online system to provide timely data. It was agreed that the Quality Management Office would pursue the idea with the 6th Area Support Group (ASG), the group providing support for HQ EUCOM; at that time, the initial technical and administrative outlines of the ICE system were developed. In April 2001, the ICE system was redesigned to become the robust, global system. Today, ICE represents more than 768 site world-wide.

In accordance with DoD Directive 5105.53, the Office of the Secretary of Defense, the Director of Administration and Management, has the responsibility to review, evaluate and develop recommendations to improve the organization, functions and management of DoD activities and programs.  The ICE system provides a medium required by Executive Order 12862 to survey customers and make information, services and complaint systems easily accessible.  The ICE system also furthers on the DoD’s information management goals, which implements Section 5123 of the Clinger-Cohen Act of 1996.  The goal is to improve 


the efficiency and effectiveness of agency operations using information technology by providing services that satisfy customer information needs.

In December 2021, the President signed Executive Order 14058 ("E.O. 14058") on Transforming Federal Customer Experience and Service Delivery To Rebuild Trust in Government. E.O. 14058 states that “Government must be held accountable for designing and delivering services with a focus on the actual experience of the people whom it is meant to serve.” This  E.O. directs all Executive Agencies to take specific actions to improve customer experience. It also establishes a framework for ongoing accountability, for which OMB Circular A11 - Section 280 provides detailed guidance on meeting this objective for customer experience in practice, including feedback collection.

2.	Use of the Information 

This system was developed to improve the timeliness, quality, and quantity of feedback given by customers to DoD service providers.  Customers are able to access an appropriate comment card in ICE by going directly to the ICE website and search for the service provider. They are able to quickly fill out a short online questionnaire related to customer satisfaction. Customer responses are sent to the appropriate facility and/or service manager.  This timely feedback allows service providers to quickly improve the quality of their services, thereby enhancing the quality of life for all members of the defense community.  It also gives community commanders, deputy commanders in chiefs, and others an opportunity to review, assess, and improve current service quality.

[image: ]When setting up ICE comment cards, the service provider managers have to respond to a set of questions to determine their eligibility to create a comment card on ICE. Service Provider manager must respond if the questionnaire will be administered to Service members and or DoD Civilians only; and if the questionnaire asks questions about one of the sensitive topics. See the image (Image 1) to the right to see a screen shot from ICE with the screener that the managers must respond to:
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[image: ]If the Service Provider manager chooses ‘No’ to question 1 on the screener and/or ‘Yes’ to question 2. They will be prompted to contact their PRA liaison for further instructions and approval. See the image below (Image 2). Image 2



If the Service Provider manager chooses ‘YES’ to question 1 on the screener and ‘No’ to question 2 OR after the Service Manager received an approval from their PRA liason, they can proceed with creating the comment card (Image 3).
[image: ]The new questions that are created (Image 3, Option 2) by the Service Providers will go to an ICE administrator for review to make sure that the questions and comment cards are appropriate for ICE OMB number (Image 4). Questions that are not approved will require review from the customer agency PRA Liaison and approval.Image 3
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[image: ]Comment cards that are for Service members and or DoD Civilians only, display a text that says (Image 5):Image 5






This process has been developed to assure that the comment cards and questions being created are in line with the OMB approval 0704–0420 and go through a proper review process that is timely and easy to manage for the ICE customers and lower burden for the PRA Liaisons.

3. 	Use of Information Technology 
The ICE system is a web-based application that fully utilizes current information technology to collect customer feedback. Customers submit responses via the internet which minimizes burden and provides a very efficient method of providing valuable feedback to the service providers. 100% of the information is collected electronically.
 
4. 	Non-duplication 
The information obtained through this collection is unique and is not already available for use or adaptation from another cleared source. 

5. 	Burden on Small Businesses
This information collection does not impose any economic impact on businesses or entities. 

6.	 Less Frequent Collection 
Response is totally voluntary in nature and only occurs when the customer chooses to provide feedback to the service provider.

7. 	Paperwork Reduction Act Guidelines 
This collection of information does not require collection to be conducted in a manner inconsistent with the guidelines delineated in 5 CFR 1320.5(d)(2).
8. 	Consultation and Public Comments
Part A: PUBLIC NOTICE
A 60-Day Federal Register Notice (FRN) for the collection published on Tuesday, February 27, 2024).  The 60-Day FRN citation is 89 FRN 14456. 
No comments were received during the 60-Day Comment Period. 
A 30-Day Federal Register Notice (FRN) for the collection published on Tuesday, April 30, 2024. The 30-Day FRN citation is 89 FRN 34221. 
Part B: CONSULTATION 
No additional consultation apart from soliciting public comments through the Federal Register was conducted for this submission. 
9. 	Gifts or Payment 
No payments or gifts are being offered to respondents as an incentive to participate in the collection. 

10. 	Confidentiality 
A Privacy Act Statement is not required since not requesting individuals to furnish person information for inclusion in a system of record. 

Each survey will display a Privacy Advisory at the top of the form. 
Privacy Advisory: If all fields are completed, this form contains personally identifiable information and is protected in accordance with the Privacy Act of 1974, as amended, DoD 5400.11-R and DoD Privacy Program.

A System of Record Notice (SORN) is not required for this collection because records are not retrievable by PII, such as an individual's name or by some identifying number, symbol or other personal identifier that is assigned to the individual. 

A Privacy Impact Assessment (PIA) is not required because user is given the option of contacting the site operator to provide feedback or obtain additional information.

11. 	Sensitive Questions 
No questions considered sensitive are being asked in this collection. 

12. 	Respondent Burden and its Labor Costs

a. Estimation of Respondent Burden

1. Interactive Customer Evaluation Online 
a. Number of Respondents: 500,000
	c. Number of Total Annual Responses: 500,000
d. Response Time: 3 minutes
	e. Respondent Burden Hours: 25,000 hours.
	2. Total Submission Burden 
a. Total Number of Respondents: 500,000
b. Total Number of Annual Responses: 500,000
	c. Total Respondent Burden Hours: 25,000 hours.

b. Labor Cost of Respondent Burden
	
	1. Interactive Customer Evaluation Online 
	a. Number of Total Annual Responses: 500,000
b. Response Time: 3 minutes
c. Respondent Hourly Wage: Assuming an average respondent is at approximately GS7 Step 5 grade level or equivalent. The hours cost is $ 20.20	
d. Labor Burden per Response: $1.01
	e. Total Labor Burden: $505,000

	2. Overall Labor Burden
	a. Total Number of Annual Responses: 500,000
	b. Total Labor Burden: $505,000

The Respondent hourly wage was determined by using the Office of Personnel Management 2023 General Schedule (GS) Locality Pay Tables (https://www.opm.gov/policy-data-oversight/pay-leave/salaries-wages/salary-tables/23Tables/html/GS_h.aspx)

13.	Respondent Costs Other Than Burden Hour Costs 
There are no annualized costs to respondents other than the labor burden costs addressed in Section 12 of this document to complete this collection.

14. 	Cost to the Federal Government

Part A: LABOR COST TO THE FEDERAL GOVERNMENT

1) Interactive Customer Evaluation 
a) Number of Total Annual Responses: 500,000
b) Processing Time per Response: 2 minutes
c) Hourly Wage of Worker(s) Processing Responses: $26.62 (GS-9 Step 5)
d) Cost to Process Each Response: $0.89
e) Total Cost to Process Responses: $295,000

2) Overall Labor Burden to the Federal Government
a) Total Number of Annual Responses: 500,000
b) Total Labor Burden: $295,000

Part B: OPERATIONAL AND MAINTENANCE COSTS

1) Cost Categories
a) Equipment: $0
b) Hosting: $99,000
c) Printing: $0
d) Postage: $0
e) Software Purchases: $0
f) Licensing Costs: $57,000
g) Other, cyber: $9,000

2) Total Operational and Maintenance Cost: $165,000

Part C: TOTAL COST TO THE FEDERAL GOVERNMENT

1) Total Labor Cost to the Federal Government: $295,000

2) Total Operational and Maintenance Costs: $165,000

3) Total Cost to the Federal Government: $460,000

15. 	Reasons for Change in Burden 
There has been an increase in burden since the last approval due to anticipation of future generic IC submissions. 

16. 	Publication of Results 
The results of this information collection will not be published. 

17. 	Non-Display of OMB Expiration Date 
We are not seeking approval to omit the display of the expiration date of the OMB approval on the collection instrument. 

18. 	Exceptions to “Certification for Paperwork Reduction Submissions” 
We are not requesting any exemptions to the provisions stated in 5 CFR 1320.9. 
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Add a question to the comment card for Service Provider Name

Option 1: Option 2:

Search the question bank for a pre-approved question. Enter a Create a New Question*
keyword or phrase.

Keyword or Phrase

Note - The creation of a “New Question” will require
a review by the Internal Review Board (IRB). The IRB
will have up to 5 business days to review the question.
If approved, the question will appear on the comment
card, otherwise you will be contacted for question
modification or other action.
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1 New Questions for IRB Review

o Approve Disapprove Question1  13Nov23 juliabshmirkin.civ@mailmil Service Provider Name
-N/A

- strongly Disagree

- Somewhat Disagree

- Neither Agree nor Disagree

- Somewhat Agree

- Strongly Agree
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This comment card is intended for DoD Service Members and Civilians only
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Office of Management and Budget (OMB) Screener

Please answer the following questions related to the service provider/comment card
you would like to add to ICE.

1. Are the intended respondents of this comment card service members and/or DoD Civilians only (not including
contract personnel)? O YES O NO

2. Does the comment card address any of the following subjects? O YES O NO

« Sexual Harassment/Sexual Assault
* Suicide

e COVID-19

 Gender Relations

« Military Families (e.g., financial readiness, EFMP, etc.)
« Food Security (also referred to as Food Insecurity)

o Climate Change

« Economic Relief

* Ukraine

« Abortion

« Veterans Burn Pit Exposure Act

« Inflation Reduction Act

* CHIPS and Science Act

« Polyfluoroalkyl Substances (PFAs)

« Employee Climate
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————————————————————————————————————————————————————————
PRA Certification Required

Your survey may be subject to the Paperwork Reduction Act (PRA) of 1995. Please
contact your component PRA liaison and provide them with the proposed questions for
a PRA determination.

A PRA Liaison listing can be found here - https://www.esd.whs.mil/directives/collections/resources/

Note* - If the PRA liaison provides you with an OMB number that is not 0704-0420, ICE cannot be used for your
information collection.

O I certify that | have already received OMB approval to administer this comment card with the following number: 0704-
0420





