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VA National Cemeteries Score High in Satisfaction Survey

WASHINGTON — People who arranged burial of loved ones in Department of Veterans Affairs (VA) national cemeteries in 2000 gave VA workers some of the highest marks for service in a national survey of users of federal government programs.  

Researchers asked questions about the quality of services, interactions of staff members with the public and the helpfulness of information.  The responses averaged 93 out of a possible 100 on the American Customer Satisfaction Index (ACSI).  That was 22 points above the ACSI score for all private-sector services and 25 points above the federal government score.  Results over 80 are considered excellent.

"These results tell us our VA national cemetery employees are on the right track of attentiveness and responsiveness to veterans and their families, especially in a time of great sadness.  Honoring our heroes in perpetuity and providing compassion to their families are among VA's highest callings," said Secretary of Veterans Affairs Anthony J. Principi.

First used by large companies, the ACSI is a measurement produced by the University of Michigan Business School, the American Society for Quality and a government management consulting group.

The survey was conducted in the first quarter of 2001 with 648 people who were next of kin or others who had arranged for interment in a VA national cemetery within six to 12 months of the survey.  

Another measurement, "user trust," ranked VA's cemeteries at 96 because those surveyed were extremely willing to say positive things about how well the VA's National Cemetery Administration provides final resting places for veterans.  Respondents also said they relied on VA to meet veterans' burial needs and maintain its cemeteries as national shrines.
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The ACSI is a national indicator of customer evaluations of quality of goods and services, the only across-the-board industry measure of customer satisfaction.  Since 1999, it has included 30 federal agencies that deal with 90 percent of the government's public customers.  It issues numerical rankings of companies, agencies and economic sectors on a 100-point scale. 

Information on VA burial benefits can be obtained from VA’s national cemetery offices, by calling VA regional offices toll-free on 1-800-827-1000 or from VA web sites on the Internet at http://www.va.gov or http://www.cem.va.gov.
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