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INTRODUCTION

This survey collects information about your use and satisfaction with the USAG Livorno Hous-
ing office services and your sense of what houses are offered to its customers. This survey will be used
to monitor the housing office’s service delivery to its patrons and to respond better to issues that are

important to you.

The USAG Livorno Command intention is to ensure the level of service offered to Soldiers and
their Families is continuously improved while maintaining high standards.

The Housing office services are critical to the welfare of Soldiers and their Families and success
in this area is a primary goal for the USAG Livorno Commander and his Staff.

With this survey we offer our customers the opportunity to raise their voice to express their
ideas, opinions and concerns on the current status of the services provided by the Housing office and
to help us identify areas that require attention, ways to improve how business is currently conducted
and ultimately to offer a better and enjoyable experience while living in Italy.

We kindly request you to take 30 minutes of your time to complete the survey to help us build
statistical data, collect new ideas, find issues, indicate the pros and cons and ultimately relook the
way we do business. We strongly encourage that you address the unique ways we do business that
have positively impressed you and that may be adopted in other Communities (the results of the sur-
vey will NOT be kept locally). Your responses will not be tracked back to you. Only group statistics
will be reported. Your background information is essential for analyzing data only. Your written com-

ments will also be kept completely anonymous.

We thank you for your time and your efforts ensuring that any single input you’ll offer to us
will be considered and used to improve the experience of living in US Government quarters and pri-

vate rentals in Italy.

USAG Livorno Command



STRUCTURE OF THE SURVEY

The survey is divided in three different sections each one addressing the three separate “mo-
ments” of arriving in Italy and selecting a new home, living in the selected home and then departing
from it, plus an introduction part where we ask to describe your Family. We feel that each “moment”
should be treated separately, each one representing different challenges for our customers and for the
housing office personnel. This “isolation” will be an enabler in correctly managing issues and concerns
and collecting statistical data in an orderly fashion.

Please note that while we encourage Families to complete the survey to the maximum extent,
obviously only Families in the status of “relocating” will be able to complete section #3. However,
while the “already relocating” Families will not enjoy any possible outcome from this survey, their in-
put, being smaller in number, and related to a very critical area, is extremely valuable and important
for any relocating Family. Please place additional emphasis in filling in that portion of the survey.

The questionnaire is absolutely anonymous if you like it to be. So you can omit most of the
questions in part #1. However providing names, telephone numbers and/or email addresses, may con-
siderably help if we’ll need to better clarify some of the issue that you might expose.




PArT 1:
ABOUT YOU AND YOUR FAMILY

PAarr 2:
ARRIVING IN ITALY
A4) BEFORE DEPARTURE
B) FIRST APPROACH WITH THE HOUSING OFFICE
¢) FINDING 4 HOME
D) OPENING A CONTRACT
E) OTHER CONCERNS AND IDEAS
PRt 3:
LIVING IN ITALY
4) THE HOME
B) THE LANDLORD
¢) UTILITIES
D) FURNITURES
E) OTHER CONCERNS AND IDEAS
Parr 4:
DEPARTING FROM ITALY

A4) CLOSING A CONTRACT
B) LEAVING YOUR HOME




Family name (optional)

2 POC in the Family for this survey (optional)

3 Telephone number (optional)

4 Email address (optional)

5 Family composition (i.e. “we are five, husband, wife, three kids, etc.)

6 Do you live in a private rental or in a Government quarter?

7 Please describe the home you were looking for

8 Did you find the home you were looking for? YES NO (Circle one)

9 If you have a landlord, what is his name? (optional)

10 | How much are you spending to rent your home?

11 [ How long have you been living in the current home?

12 [ If you live in a private rental, did you find your home through the YES NO (Circle one)
Housing Office ?

13 [ How many days did it take to move into your new home by the time

you arrived in Italy?
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ARRIVING IN ITALY - BEFORE DEPARTURE (THIS PART OF THE SURVEY IS FOR ALL FAMILIES)

(A.1.a) Before arriving at Camp Darby, how much and what information was given to you and your Family about available homes? (circle one)
None Some Enough Too much

Tell us more about your choice

(A.1.b) If you did receive some information, how do you rate the quality/accuracy/relevancy? (select one)circle one)
None Poor Good Excellent

Tell us more about your choice

Please suggest ways to improve how this information is presented to incoming Families before arriving to Camp Darby (i.e. website, brochure, etc.) by importance
(1=High, 3=Medium, 5=Low)

(A.2.a) Website with photos and description of currently available homes 1 2 3 4 5
(A.2. b) Brochure with photos and detailed information about current availability of homes 1 2 3 4 5
(A.2. ¢) Email with short and condensed but significant information 1 2 3 4 5

(A.2. d) Other (please specify)
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ARRIVING IN ITALY - FIRST APPROACH WITH THE HOUSING OFFICE (THIS PART OF THE SURVEY IS FOR ALL FAMILIES)

Once arrived in Italy, please rate the quality of service provided to you by the Housing Office (1=High, 3=Medium, 5=Low)
(B.1.a) Were you generally satisfied with your first encounter with the Housing Office staff? 1 2 3 4 5

Tell us more about your choice

(B.1.b) Did you receive courteous and professional service? 1 2 3 4 5

Tell us more about your choice

(B.1.c) Was it easy to setup an appointment with the Housing personnel? 1 2 3 4 5

Tell us more about your choice

(B.1.d) Were your questions and concerns answered adequately and correctly? 1 2 3 4 5

Tell us more about your choice

(B.1.e) How would you rate the inbriefings received by the Housing Personnel? 1 2 3 4 5

Tell us more about your choice

(B.1.f) How would you rate the written materials received by the Housing Office if any? 1 2 3 4 5

Tell us more about your choice




ARRIVING IN ITALY - FINDING AHOME (THIS PART OF THE SURVEY IS FOR ALL FAMILIES)

Please rate the following Housing services related to looking for a home (1=High, 3=Medium, 5=Low)
(C.1.a) How would you rate the available selection of homes? 1 2 3 4 5

Tell us more about your choice

(C.1.b) Has the quality of the homes available positively impressed you? yes no

Tell us more about your choice

(C.1.c) How many homes were you able to see ? (specify number) ?

(C.1.d) Was the number of homes visited enough to make a good choice? yes no

Tell us more about your choice




ARRIVING IN ITALY - OPENING A CONTRACT (THIS PART OF THE SURVEY IS FOR ALL FAMILIES)

Once you have found a home in Italy, please rate the easiness of opening a contract for your new home with the Housing Office support (1=High, 3=Medium, 5=Low)
(D.1.a) Were you generally satisfied with the process of signing the contract for your new home ? 1 2 3 4 5

Tell us more about your choice

(D.1. b) Was the contract explained in detail so you were knowledgeable about your rights and obligations? 1 2 3 4 5

Tell us more about your choice

(D.1. ¢) Did you find any ambiguity? yes no

Tell us more about your choice

(D.1.d) How would you rate the Housing Office personnel in facilitating this actions? 1 2 3 4 5

Tell us more about your choice

(D.1. e) How would you rate the landlord behaviour during the process of signing the contract? 1 2 3 4 5

Tell us more about your choice




ARRIVING IN ITALY - OTHER CONCERNS AND IDEAS (THIS PART OF THE SURVEY IS FOR ALL FAMILIES)

If you like to tell us more about your experience of arriving to Camp Darby please use the space below. Please provide us any feedback that you believe might be useful
for improving services offered by the Housing Office.




LIVING IN ITALY - YOUR HOME/THE LANDLORD (THIS PART OF THE SURVEY IS FOR FAMILIES ALREADY LIVING IN ITALY)

(E.1.a) Is the home you are living in adequate to the needs of you and your Family ? ((1=High, 3=Medium, 5=Low) ) 1 2 3 4 5

Tell us more about your choice

(E.1.b) Have your expectations been met? (1=High, 3=Medium, 5=Low) ) 1 2 3 4 5

Tell us more about your choice

(E.1.c) How would you rate the response time of the Housing Office when you have an issue at home ? 1 2 3 4 5

Tell us more about your choice

(E.1.d) How would you rate the response time of your Landlord when you have an issue at home ? 1 2 3 4 5

Tell us more about your choice




LIVING IN ITALY - UTILITIES (THIS PART OF THE SURVEY IS FOR FAMILIES ALREADY LIVING IN ITALY)

Rating your utilities

(E.2.a) How would you rate the electrical power system ? 1 2 3 4 5
(E.2. b) How would you rate the billing service associated with the electrical power system ? 1 2 3 4 5
(E.2. ¢) Did you receive clear instructions on how to read your electrical power bills? 1 2 3 4 5
(E.2. d) How would you rate the water system of your home ? 1 2 3 4 5
(E.2. e) How would you rate the billing service associated with the water system ? 1 2 3 4 5
(E.2.f) Did you receive clear instructions on how to read your water bills? 1 2 3 4 5
(E.2. g) How would you rate the gas system ? 1 2 3 4 5
(E.2. h) How would you rate the billing service associated with the gas system ? 1 2 3 4 5
(E.2. 1) Did you receive clear instructions on how to read your gas bills? 1 2 3 4 5
(E.2.j) How would you rate your phone services? 1 2 3 4 5
(E.2. k) How would you rate the billing service associated with your phone bills? 1 2 3 4 5
(E.2.1) Did you receive clear instructions on how to read your phone bills? 1 2 3 4 5
(E.2. m) Is Internet available in your area? yes no don’t know

(E.2. n) Have you been presented multiple choices by the Housing Office in selecting an Internet provider ? yes no

(E.2. 0) How would you rate your Internet services? 1 2 3 4 5
(E.2. p) How would you rate the billing service associated with your Internet services? 1 2 3 4 5
(E.2. g) Did you receive clear instructions on how to read your Internet services bills? 1 2 3 4 5




LIVING IN ITALY - FURNITURE (THIS PART OF THE SURVEY IS FOR FAMILIES ALREADY LIVING IN ITALY)

(E.3.a) If your home has furniture from your landlord, how do you evaluate them? (1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice

(E.3.b) If you have issues with furniture from your landlord, how do you evaluate his response in resolving those issues?
(1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice

(E.3.0) If you are using Government furnished furniture, how do you rate them? (1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice

(E.3.d) If you have issues with furniture provided by the Housing office, how do you evaluate the Housing personnel response in resolving those issues?
(1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice




LIVING IN ITALY - APPLIANCES (THIS PART OF THE SURVEY IS FOR FAMILIES ALREADY LIVING IN ITALY)

(E.4.a) If your home has furniture from your landlord, how do you evaluate them? (1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice

(E.4.b) If you have issues with furnitures from your landlord, how do you evaluate his response in resolving those issues?
(1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice

(E.4.c) If you are using Government furnished furnitures, how do you rate them? (1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice

(E.4.d) If you have issues with furnitures provided by the Housing office, how do you evaluate the Housing personnel response in resolving those issues?
(1=High, 3=Medium, 5=Low) 1 2 3 4 5

Tell us more about your choice




LIVING IN ITALY - OTHER CONCERNS AND IDEAS (THIS PART OF THE SURVEY IS FOR FAMILIES ALREADY LIVING IN ITALY)

If you like to tell us more about your experience about liviing in Italy please use the space below. Please provide us any feedback that you believe might be useful for
improving services offered by the Housing Office.




DEPARTING FROM ITALY - CLOSING A CONTRACT (THIS PART OF THE SURVEY IS FOR ALL FAMILIES THAT ARE PCSING)

If you are departing from Italy or you are already departed from it, please rate the easiness of closing the contract for your home with the support of the Housing Office
personnel (1=High, 3=Medium, 5=Low)

(F.1.a) Are you generally satisfied with the process of closing the contract for your home ? 1 2 3 4 5

Tell us more about your choice

(F.1.b) Was the contract closed in the terms established during the process of signing the initial contract? 1 2 3 4 5

Tell us more about your choice

(F.1.c) Did you find any ambiguity? yes no

Tell us more about your choice

(F.1.d) How would you rate the Housing Office personnel in facilitating this action? 1 2 3 4 5

Tell us more about your choice

(F.1.e) How would you rate the landlord behaviour during the process of closing the contract? 1 2 3 4 5

Tell us more about your choice
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DEPARTING FROM ITALY - LEAVING HOME (THIS PART OF THE SURVEY IS FOR ALL FAMILIES THAT ARE PCSING)

If you are departing from Italy or you have already departed from it, please rate the easiness of closing contracts of the utilities of your home with the support of the
Housing Office personnel (1=High, 3=Medium, 5=Low)

(F.2.a) Are you generally satisfied with the process of closing the contract for your new home ? 1 2 3 4 5

Tell us more about your choice

(F.2.b) Were the contracts closed in the terms established and explained during the process of signing the initial contracts? 1 2 3 4 5

Tell us more about your choice

(F.2.c) Did you find any ambiguity? yes no

Tell us more about your choice

(F.2.d) How would you rate the Housing Office personnel in facilitating this actions? 1 2 3 4 5

Tell us more about your choice
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DEPARTING FROM ITALY - CONCERNS AND IDEAS (THIS PART OF THE SURVEY IS FOR ALL FAMILIES THAT ARE PCSING)

If you like to tell us more about your experience departing from Camp Darby please use the space below. Please provide us any feedback that you believe might be use-
ful for improving services offered by the Housing Office.
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