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(DO NOT READ) Introduction Conforms with Paperwork Reduction Act (required for under 5CFR1320.8(b) (3)) and Privacy Acts
____________________________________________________________________________________

Agency   FAA 2002

____________________________________________________________________________________

Move in Contact Name from sample

____________________________________________________________________________________

May I speak with [RESTORE CONTACT NAME]

Hello, I'm (NAME) calling on behalf of the University of Michigan.  We are conducting research on how satisfied users are with services provided by federal government agencies and private companies as part of the American Customer Satisfaction Index.  You may have read something about the American Customer Satisfaction Index in USA Today, the Wall Street Journal, or your local newspaper.

Today I want to ask you about your experiences as a commercial pilot with the services provided by the Federal Aviation Administration.  The purpose of the research is to help FAA improve the safety and security of civil aviation and its services to pilots like you.  Your answers are voluntary, but your opinions are very important for this research.  Your name will be held completely confidential and never connected to your answers.  This interview will take 8-10 minutes and is authorized by Office of Management and Budget Control No. 3090-0271

____________________________________________________________________________________

QA.   Just to confirm, are you currently a licensed commercial pilot?

1      Yes  {CONTINUE}

2 No {TERMINATE}


3      Don’t know {TERMINATE}


4      Refused {TERMINATE}

________________________________________________________________________________

I am going to ask you some questions about the Federal Aviation Administration. 

Q1.
Before you had any experience with the FAA, you probably knew something about the FAA.  Now think back and remember your expectations of the overall quality of the Federal Aviation Administration.  Please give me a rating on a 10 point scale on which "1" means your expectations were "not very high" and "10" means your expectations were "very high."


How would you rate your expectations of the overall quality of FAA?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Now, let's think about Air Traffic Control, both terminal and en-route service…

Q2.
How good a job does Air Traffic Control do in ensuring the safety of air traffic?  Using a 10-point scale on which “1” means “poor” and “10” means “excellent,” how good a job does Air Traffic Control do in ensuring the safety of air traffic? 

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Q3.
And how professional are Air Traffic Control personnel in terms of being knowledgeable, helpful, and responsive.  Using a 10-point scale on which “1” means “not at all professional” and “10” means “very professional,” how professional are Air Traffic Control staff? 

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

And next, considering certification of pilots…

Q4.
How accurately do the results of the pilot certification process reflect your skills and knowledge?  Using a 10 point scale on which “1” means “not at all accurate” and “10” means “very accurate,” how accurate do you consider the certification of pilots?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Q5.
How competent in terms of being knowledgeable and familiar was the person giving you the flight check with the type of aircraft and operational environment in which the test was conducted?  Using a 10 point scale on which “1” means “not very competent,” and “10” means “very competent,” how competent was the person giving you the flight check?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

And thinking about what the FAA does to promote the safety of aviation…

Q6.
Is information on policies, standards, and regulations clear and understandable?  Using a 10-point scale on which “1” means “not at all clear and understandable,” and “10” means “very clear and understandable,” how clear and understandable is information on policies, standards, and regulations?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Q7.
How well do the FAA standards established for the regulation of pilots contribute to aviation safety?  Using a 10 point scale on which “1” means “not at all well” and “10” means “very well,” how well do FAA standards regulating pilots contribute to aviation safety? 

[RECORD NUMBER 1-10]


11 Don't know

12 Refused











________________________________________________________________________________

Q8.
Not Asked

________________________________________________________________________________

Q9.
Not Asked 

________________________________________________________________________________

Q10.
Please consider all your experiences in the past two years with the Federal Aviation Administration.  Using a 10-point scale, on which  "1" means "not very high" and "10" means "very high," how would you rate the overall quality of the FAA?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Satisfaction includes many things.  Let's move on and talk about your overall satisfaction with the FAA.

Q11.
First, please consider all your experiences to date with the Federal Aviation Administration. Using a 10 point scale on which “1” means “very dissatisfied” and 10 means “very satisfied,” how satisfied are you with the FAA?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Q12.
Considering all of your expectations, to what extent has the FAA fallen short of your expectations or exceeded your expectations?  Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds your expectations," to what extent has the FAA fallen short of or exceeded your expectations?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Q13.
Forget the FAA for a moment.  Now, I want you to imagine an ideal agency promoting the safety of aviation.  (PAUSE)  How well do you think the FAA compares with that ideal agency?  Please use a 10-point scale on which "1" means "not very close to the ideal," and "10" means "very close to the ideal."

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Next, I want you to think about any communication you may have had with the FAA over the past year regarding complaints about your experience.

Q14.
Have you complained to the FAA within the past year?

1
Yes

2
No

3
Don't know

4
Refused

________________________________________________________________________________

{IF Q14 = 1 ASK Q14C-Q14D; OTHERWISE GO TO Q15}

Q14A.
[NOT ASKED]

_________________________________________________________________________________

Q14B.
[NOT ASKED]

_________________________________________________________________________________

Q14C.
How well, or poorly, was your most recent complaint handled?  Using a 10-point scale on which “1” means “handled very poorly” and “10” means “handled very well,” how would you rate the handling of your complaint?


[RECORD  RATING 1-10]


11       Don't know/Not relevant /did not use


12
Refused

_________________________________________________________________________________

Q14D.
How difficult or easy was it to make your most recent complaint?  Using a 10-point scale on which “1” means “very difficult” and “10” means “very easy,” how difficult or easy was it to make a complaint?


[RECORD  RATING 1-10]


11       Don't know/Not relevant /did not use


12
Refused

_________________________________________________________________________________

Q15.
How confident are you that the Federal Aviation Administration will do a good job in the future of promoting the safety of civil aviation?  Using a 10 point scale on which “1” means “not at all confident” and “10” means “very confident,” how confident are you that the FAA will do a good job in the future of promoting the safety of civil aviation?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

Q16.
Does your experience with the FAA lead you to believe that commercial pilots will be willing to comply with FAA rules and regulations in the future?   Using a 10 point scale on which “1” means “not at all willing to comply” and “10” means “very willing to comply,” how willing do you think commercial pilots will be to comply with FAA rules and regulations in the future?

[RECORD NUMBER 1-10]


11 Don't know

12 Refused

________________________________________________________________________________

APPEND SAMPLE VARIABLES IF THERE ARE ANY ESPECIALLY ZIP AND STATE.

CREATE STATE VARIABLE BASED OFF OF TELEPHONE NUMBER IF NOT AVAILABLE IN SAMPLE
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