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E\!ALUAfrrON SYSTEI,I 

Continual assessing and improving s Command's 
performance is critical. The Department of Defense Interactive 
Customer Evaluation (ICE) system is a good tool for making 
Command assessments, monitoring performance, and identi ing 
unforeseen requirements. 

2. For ICE to be an effective tool, an effective feedback 
mechanlsm lS red, Therefore, to ensure effective use of 
the ICE system, the following guidance is provided: 

a All staff sections will encourage the use of the ICE 
system and solicit input from their customers; 

b, ICE cormnent cards will reflect the foIl s ta ternent 
for benefit of the submitter: 

c 

If you have requested a response and provide contact 
information, you can anticipate a response 24 
hours or the next working If you do not receive 
a t answer, please call 45x-xxxx or 45X-XXXX. 
(These telephone numbers will be the numbers 
of the Head and ) 

fie des~~gnated Service Provider (SPIvIj :Ln eacn 
staff sec:=- aye responsible for answer ::::CE cornrnents ~hat 

request, a 
or e--mai 

addressed, or ~as been 

24 hours or next tel cr''"''""' 
nY,r" ded in 24 hours, 

the iss~e _s being 
reeted to the propey staff section. 



COT,TIfLA-l\JD POLICY FOR USE OF THE INTERACTIVE CUSTOHER 

If a te response is 
response :n ICE. If the pr 

ded, the SP}\l \f;ill document che 
SPivl ,,,viII be absent for an 

extended od, the alternate SPM \(Jill be responsible for 
replies < In cases '/lhere a response is not 

requested, but an issue needs to be resolved, follow~up 

information must reflect action taken. 

d. Cornrnanders, Department Heads, and Deputies will 
rout reviei/J all ICE comrnents f ies f and follow~up 
actions under their cognizance in order to ensure effective use 
of ICE feedback: to improve operations. Department Heads and 
Deputies wlll be registered in ICE and provided "Reports plus 
Cornrrtents us Fol O'j.J~Upfi access in ICE to facilitate their 
reVlew. 

e. Comrnanders I Department Heads I and Deputies will provide 
weekly direct to the Commanding Officer the 
ICE comments are receiving and action taken. 

;The ICE Site will monitor all Marine Base, 
(HCB) Lejeune ICE comments and responses to ensure 
timeliness f accuracy f and to ensure the prope::: Cornmanders or 
Directorates are responding. The ICE Site will identi 
trends or problems and report them to the Cornrnanding Officer 
immediately. 

3. Point of contact for this Cormnand is the IvlCB eune 
ICE Site S~4 S-6/Business Performance Office (BPO) r ac 
(910) 450~5108. 


