




American Customer Satisfaction Index (ACSI)

FAA 2001 Results
Who was surveyed?

U.S. Pilots who hold commercial certificates.

What were they asked?

The survey asked about:  air traffic control personnel and services; pilot certification processes; and the clarity of regulations and how regulations contribute to aviation safety.

Click on FAA Survey Questionnaire to review questions asked.  

American Customer Satisfaction Index Scores:


Comparison of Indices

	Area


	1999
	2000
	2001

	FAA – U.S. Commercial Pilots 
	58
	56
	59

	Government-wide Results
	68.6
	68.6
	**

	Private-Sector Results
	71.9
	71.2
	70.5


**Would you like to see the complete listing of government indices?   Click on the ACSI Logo.    



How did FAA do in 2001?   

Click on the ACSI Model to view the FAA 2001 scores.

FAA achieved an overall ACSI score of 59 up 3 points from last year.  Commercial pilots gave FAA improved ratings across the board.  FAA identified three activities that interface with its pilot customers.  They are Air Traffic Services; Certification; and Policy, Standards, Regulations.

Air Traffic Services – how good a job Air Traffic Control does at ensuring the safety of air traffic and how professional Air Traffic Control personnel are

· Air Traffic Services received an overall rating of 83 up 3 points from last year

· Professionalism of controllers increased

· Safety and system efficiency remained the same 

Certification – reflects the pilot’s skill and knowledge along with how competent the person giving the flight check in terms of being knowledgeable with the type of aircraft and operational environment

· Certification process received an overall rating of 76 up 3 points from last year

· Scores of competency of the examiners increased  

· Accuracy of the tests up slightly 

Policy/Standards/Regulations – this activity is about clarity of information in these areas and how well standards for pilots contribute to air safety

· Setting clear and effective safety standards received an overall rating of 58 up 2 points from last year

· The extent to which FAA standards contribute to aviation safety increased 

· Clarity of those standards remained the same 

Other Links:

· FAA ACSI 2001 Report
http://www.faa.gov/aba/html_pm/initiatives/files_doc/FAA-ACSI-report.doc
· ACSI Model for FAA 2001 Results
http://www.faa.gov/aba/html_pm/initiatives/files_ppt/FAAmodo1.ppt
· ACSI Web Site

www.bus.umich.edu/research/nqrc/acsi.html
· ACSI – Frequently Asked Questions

www.customersurvey.gov/faqs.htm
_1069736508.doc
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