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1986 SURVEY OF AVIATION BUSINESS OPERATORS:
THEIR VIEWS OF FAA AIRWORTHINESS INSPECTORS

Within the past two decades, the development and utiflzatlion of consumer
surveys to assess customer/consumer/cllient satisfactlion with products and
services have Increased significantly. Information from these surveys has
assisted management In modifylng, Improving, or developing products and
services. During 1985, the FAA Administrator, Admiral ©Donald Engen,
requested that Information be gathered concerning the perceptions by
aviation business operators (users) of the quality and performance of
avionics and mailntenance airworthiness safety inspectors (AWIs) throughout
the entire agency. As a result, a questionnalre entlitled "FAA Survey of
Users: Airworthliness inspectors,” was developed to assess aspects of the
working relationship between FAA AWIls and those business operators within
the aviation industry.

PROCEDURE

The Offlce of Alrworthiness and the Civil Aeromedical Instlitute (CAMI)
Jointly developed the survey instrument, which consisted of 21 items. Of
the ltems, four refer to aspects of the user’s awareness of, and
familiarlty with, agency regulations, policlies, and the dutles and
responsibllities of AWI's, as well as the extent to which the current
regulations permit flexlibility in decislon-making. The remaining |tems
assess ussr perceptlions of aspects of thelr Interactlons with AWls,
Including AWl availabllity, competence, conduct of duties, and
communication, to mention a few. In a short demographic section of the
survey, respondents were requested to ldentify: (1) the FAA reglon within
which they are located; (2) the location and type of FAA District Office
with which they have contact; (3) the aviation activity that Is most
representative of thelr current work; and (4) their length of time In the
aviation business. Space was provided for the respondent to write the
complete location of his/her servicing office. For the 21 questlonnaire
items, users -were asked to indicate the degree to which they agreed with
each statement by selecting one of six avalilable alternatives ("not at
all", "to a Iimited extent”, "to a moderate extent", "to a considerable
extent”, "to a great extent", or "do not Know". Space for written
comments was provided at the end of the questionnaire. A copy of the
booklet Is included in Appendix A.

Ihe Sample. The survey sample was developed from maillng llsts of members
provided by several aviation organlzations. Although an indeterminate

number of individuals named on those Ilists was probably not a proper
target for the survey, each of the 8,854 |Isted persons was sent a copy of
the questlonnalre and a franked return envelope Iin December 1985. A

follow-up letter prompting particlpants to return the questicnnaire was
malied approximately 15 days following the Initial dlistribution of the
survey. After eliminating 171 questionnaires that were returned as
undeliverable, the adjusted number of assumably dellvered forms was 8,683.

Returns. Returns were received from 3,813 anonymous users. Of this
group, 295 were not included In the analysis due to the lateness (after




March 1986), or incompleteness of thelr response, or an indication that
the respondent felt that the questionnaire was not appropriate for hils/her
business. The overall response rate was 45%, but this |s probably an
underestimate of the actual user response rate, since it is known that not
all persons on the flnal malling list were quallflied reciplents of the
questionnalre.

Comments made by the respondents were reviewed, and a numerical system was
developed to code each comment for subsequent analyslis. During scanning
and Inltial analysis of the results, it was noted that there were frequent
Instances where respondents had falled to provide coded responses to some
of the demographic questions, or where the responses were Inconsistent
with written Information provided. This problem generally occurred when
respondents had identified an ACDO, GADO, or FSDO that was no longer |In
existence. In Instances where the respondent provided written Information
concerning location of the facllity, an up-to-date code was used, based on
the current list of exlsting flight standards district offlices and numbers
provided by the reglons. Mlissing codes or Inconslistencles were reconciled
in 1,030 cases. Also, comments from a number of respondents who indlicated
that thelr major aviation activity was "Part 91 Operator” led to creation
of an additional demographic breakdown which had not been Included in the
original questlionnaire. Thus, modification of the data base was requlred
to include missing information from the respondents, to correct
inconsistent data, and to categorize responses from Part 91 Operators.

RESULTS

Besponding Users. <Characterlistics of the responding sampie are provided
in Table 1. The reglonal proportions of returned questlionnalres tended to
reflect the number of alrcraft repalir stations and the amount of related
aviation activity in the varlous FAA reglons. Thus, the FAA's Great Lakes
(AGL), Southwest (ASW), Southern (AS0), and Eastern (AEA) regions each
produced 13-17% of the responses while New England (ANE) and Alaskan (AAL)
had the lowest percentages (3.8% and 2.58%, respectively). Percentages of
respondents from the othsr regions were intermediate. Most of the
respondents (67.9%) Indicated that the Inspector assigned to thelr
operatlon was from a Fllight Standards District Office (FSDO). Although
respondents were requested to Indicate the major aviation activity on
which they based thelr ratings, 897 (24.8%) falled to provide that
designation. The largest percentage of the respondents who did Indicate
thelr major aviation activity were Part 135 Certificate Holders (29.5%)
and a slzeable percentage (19.3%) was Involved wlth Certificated Repalr
Stations. No other category reached as high as 9% and several categories,
(Part 125, Part 127, and Part 133 Certificate Holders, Certifled Parachute
Lofts, Approved Aviation Technical Schools, and FAA Parachute Rliggers)
each comprised less than 1X of the responses. Most of the respondents
(71.0%) had been in some aspect of the avliation business for 11 or more
years, 14.0% had been active for 6-10 years and only 5.3% Indicated that
they had been In the business for 5 years or less (data for 9.7X were
missing). Information concerning characteristics of the respondents was
used to make comparisons between reglons, types of servicing office, and
var lous user aviatlion activitlies.




TABLE 1.-CHARACTERISTICS OF RESPONDENTS TO THE FAA
SURVEY OF USERS: AIRWORTHINESS INSPECTORS

REGION NUMBER PERCENT MAJOR FUNCTION NUMBER PERCENT
AAL 92 2.5 PART 91 OPERATOR 58 1.8
ACE 247 6.8 PART 121 CERTIF!CATE HOLDER 55 1.5
AEA 493 13.6 PART 125 CERTIF1CATE HOLDER 15 0.4
AGL 619 17.1 PART 127 CERTIFICATE HOLDER 1 0.0
ANE 137 3.8 PART 133 CERTIFICATE HOLDER 14 0.4
ANM 3i2 8.6 PART 135 CERTIFICATE HOLDER 1068 29.5
ASOQ 556 15.4 PART 137 CERTIFICATE HOLDER 67 1.9
ASW 584 16.1 CERTIFICATED REPAIR STATION 698 19.3
Awp 372 10.3 CERTIFICATED PARACHUTE LOFT 1 0.0
MISSING 206 5.7 APPROVED AVIATION TECHS SCHOOL 6 0.2

INSPECTION AUTHORIZED MECHANIC 281 7.8
CERTIFICATED REPAIRMAN 46 1.3
CERTIFICATED MECHANIC 314 8.7
FAA PARACHUTE RIGGER 0 0.0
FAA DESIGNATED PERSON 96 2.7
MISSING 897 24.8

OFF ICE TIME IN AVIATION

TYPE

5 YEARS OR LESS 191 5.3
ACDO 21 .6 6 TO 10 YEARS 507 14.0
FSPO 2457 67.9 11 TO 20 YEARS 1153 31.9
GADO 919 25.4 21 YEARS OR MORE 1416 39.1
MISSING 221 6.1 MISS ING 351 9.7

Analyses of Responses. Percentages of respondents selecting each of the
six response alternatives, Inciuding the "do not know" category, were
calculated and are provided In Table 2, The proportion of respondents
selecting "do not know" ranged from 0% for the Item (Q1) concerning
respondents’ famillarlty with FAA regulations that apply to their aviation
functions to 15.8X for the item (Q20) concerning respondent satisfaction
with participation by AWis In safety seminars and other public mestings.
On the remaining questions, 7% or less selected the "do not know" respohse
alternative. For statistical comparisons, the "do not know" responses
were considered as missing values.

Responses to the first two rating alternatives ("not at all” and "to a
fImited extent”) were comblined to produce a non-positive response category
and responses for the last three rating alternatives ("to a moderate
extent"”, "to a considerable extent", and "to a great extent") ware
comblned to produce a positive response category. The percentages of
users who selected one of the three alternatives comprising the positive
response category for each item are shown In Table 3 for each region and
for the nation overall.
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TABLE 2.-OVERALL PERCENTAGE OF USERS SELECTING EACH OF THE AESPONSE ALTERNATIVES BY ITEM
1IN THE FAA SURVEY OF USERS: AIRWORTHINESS INSPECTORS

apply to your aviation functions?

are you fasiliar with the FAA published policies 2.0
and intarpretations regarding those regulations
that apply to your avistion functiona?

do thoze regulations policies, and interpretations &.0
give you flexibility in making decisions about the
work you do?

are you aware of the duties and responsibilities 1.9
of airworthinesa inapectora?

are you visited during the year by airvworthineas 7.2
inspectors masigned to you or your facility?

do airworthineas inspectors, assigoned to you or 0.4
your facility, appear to know the FAA regulations?

do airworthineas inspectors, asaigned to you or 0.5
your facllity, appear to know the FAA published

policies and interpretations supporting the

regulationa?

do airworthiness inspectors, assigned to you or 4.5
your facility, interpret the regulations in a
aonaistent way?

do airworthiness inspectors, assigned to you or 0.8
your facility, interpret the regulations accurately?

do airworthinesa inspectors, assigned to you or 5.5
your facility, explain the regulations and your
options clearly?

are differences of opinion between you and 4.9
airvorthineas inspectors (regarding interpretations

of a regulation) resclved in mutually acceptable

ways?

do airworthineas inspectors, assigned to you or 1.0
your facility, conduct their duties in a thorough
way?

do airvorthiness inapectors, aasigned to you or 2.3
your facility, appear to be technically competent
in the conduct of thelr duties?

are sirworthiness inapectors, assligned %o you or 1.1
your facility, courteous in the conduct of thelr
dutiea?

do airworthiness inapectors, assigned to you or L )
your facility, appear to underatand your
organization and its needa?

do alrworthiness inapeciors, assigned to you or 2.8
your facility, provide clear and accurate anawers
to your questiona?

do airworthiness inspectora, assigned to you or 3.0
your facility, provide answera in a timely mannar?

do you rely on airworthiness inapectors for 16.7
counseling in technical areasa?

do you rely on alrworthinesas inapectors for T.0
counseling in regulatory areas?

are you satisfied with participation by 4.5
airworthiness inspectors in safety seainars and
other public meetings?

are you satisfied with the performance of 3.7
airworthiness inspectors, assigned to you or
your facility?
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TABLE 3.-PERCENTAGES OF POSITIVE RESPONSES NATIONALLY AND BY FAA REGION
FROM EACK ITEM IN THE FAA SURVEY OF USERS: AIRWORTHINESS INSPECTORS

SATIONAL FAA REGION )
T0 WHAT EXTENT: OVERALL  AAL  ACE  AEA  AGL  ARE  ARM AS0  ASH AW
1. are you familisr with the FAA regulations that 98.1 98.9 9T.6 99.2 8.1 9B8.5 9B.4 98.6 9B.1 97.6

apply to your aviation functions?
2

are you familiar with the FAA published policles .6 77T.2 86.2 BB.6 B2.8 83.2 62,2 85.0 86.2 B4
and interpretationa regarding those regulations
that apply to your avistion functions?

3. do those regulations policies, and interpretations 61.7 56.5 61.9 65.9 55.6 68.2 S57.8 62.7 63.2 65.8
give you flexibility in making decisions about the
work you do?

4, are you aware of the duties and responsibilities 7.9 76,1  T6.1 B1.3 TT.4  75.6 TH.N  7B.0 T7B.8 B80.3
of airworthiness inspectors?

5. are you visited during the year by airworthiness 56.8 66.3 %9.% 58.6 53.2 48,2 SB.4 51.6 62.6 59.9
inspectors asaigned to you or your facility?

6. do airworthiness inapectors, asaigned to you or 94.2 95.7 97.¢ 94,7 92.8 91.0 94,1 95.6 95.2 9u.3
your facllity, appear to imow the FAA regulations?

T. do airworthiness inspectors, asaigned to you or 0.0 89.8 9.1 0.8 88.9 88,0 BE.,Y 90.2 93.6 B89.4
your facility, appear to know the FAA published
policies and interpretations supporting the
regulationa?

8. do airworthiness inspectors, assigned to you or 76.6 69.6 82.6 79.7 T5.5 7.5 TI.5 8.1 T6.3  72.3
your facility, interpret the regulations in a
conalstent way?

9. do airworthiness inspectors, assigned to you or 86.9 78.9 91.2 87.7 67.1 B80.3 B2.0 50.2 88.5 86.6
your facility, interpret the regulations accurately?

10. do airworthiness inapectors, assigned to you or 75.3 69.2 BA.&E 76,6 TH.E 69.4 69.6 T77.9 T76.5 T3.4
your facility, explain the regulations and your
options clearly?

11. are differsnces of opinion between you and 78.1 67.0 TB.% T79.% 76.9 B0.5 T6.3 T9.3 B0.7 TB.6
airworthinesa inspectors (regarding interpretations
of regulationa) resclved in sutually acceptable
ways?

12. do airworthiness inapectors, assigned to you or 89.7 91.2 93.2 89.8 88.3 89.0 B85.B 92.0 90.7 89.%
your facility, conduct their duties in a thorough
way?

13. do sirworthiness inspectors, assigned to you or 85.1 B80.2 B6.9 B6.4 B4.3 B81.2 81,8 B88.0 B65.3 84.5
your facility, appear to be technically coapstent
in the conduct of their duties?

14, are airworthiness inapectors, assigned to you or 9.2  92.% 9T.1  95.6 93.2
your facility, courteous in the conduct of their
duties?

91.9  90.6 95.4 93.5 95.9

15. do airworthiness inspectors, assigned to you or 78.8 67.4 B3.8 80.2 78.0 76.9
your facility, appear to understand your
organization and its needs?

76.0 83.1  79.7 TA.7

16. do airworthiness inspectors, assigned to you or 8.2 715.0 85.8 B83.6 78.2 77.2 T71.3 82.6 B80.1

8.0
your facility, provide clear and sccurate answers !
to your questiona?

17. ¢o alrworthineas inspectors, assigned to you or 82.5 87.0 86.% B4, B0.3 B80.0 79.8 BN.7 BA.T T6.M

your facility, provide answers in a timely manner?

18. do you rely on airworthiness inspectors for A5.0 4.8 50.2 6.8 a1.9

37.2  M6.Q0  N7.2 AT.6 ND.0
counseling in technical areas?

19. do you rely on airworthiness inspectors for 60.3 59.8 642 60.6 ST.7T 56.2 65.5 63.3 SB.1  S58.7
counseling in regulatory areas?

20. are you satisfied with participation by 78.0 70.1 B6.3 T6.7 TT.2
sirvorthiness inapectors in safety seminars and
other public msstinga?

81.0 72.9 B1.3 718.9 T3.5

21, are you satisfied with the performance of 83.1  73.9 89.0 8.1 81.1 B80.3
airworthiness inspectors, assigned to you or
your Tacllity?



In categorizing the various aspects of the performance of AWls, user
responses were considered satisfactory If 80X or more of the respondents
selected one of the positive alternatives. Items for which less than 80%
of the respondents selected the positive alternatives identify performance
areas that could be targeted for Improvement. This cutoff |Is compatibie
with other research concerning consumer satlisfaction with services. In ‘
those studlies, average or better levels of satisfaction for higher ranking ‘
professlional/technical occupations were reported by 70-91% of the
respondents. Of course, the relationship between AWis and avliation users [
is different from most other "consumer relations”, since AWis perform a !
relatively unique regulatory function with impiications not invelved In ‘
most studies of consumer satisfaction. Table 4 provides a summary of the
AWl performance areas above and below the positive criterion.

TABLE 4.-AREAS OF AWl PERFORMANCE ABOVE AND BELOW THE
POSI!TIVE CRITERION (SURVEY ITEMS 5 THROUGH 21)

ABOVE B80% POSITIVE
knowiedgeable concerning FAA regulations (94.2%)
courteous In the conduct of their duties (94.2%)
knowledgeable of FAA published policies and
interpretations supporting the reguiations (90%)
thorough In the conduct of thelr duties (89.7%)
able to Iinterpret the regulations accurately (86.9%)
technically competent (85.1%)
overall satisfaction with AWl performance (83.1%)
able to answer questions In a timely mannar (82.5%)
able to provide clear and accurate answers to questions (80.2%)

000

000000

BELOW 80% POSITIVE

o the understanding by AWis of the user’s organization
and its needs (78.8%)

o the resolution of AWl-user differences of oplinion In
mututally acceptabie ways (78.1%)

o participation by AWIs In safety seminars and other
public meetings (78.0X)

o the consistency of AWIs In interpretations of
regulations (76.6%)

o the extent to which AWis explain regulations and
options clearly (75.3%)

o the extent to which users were visited by AWIs dur ing
the year (56.8%)

o user reliance on AWIs for counseling In regulatory ‘
(60.3%) or technical (45%) areas

For analytic purposes, four major sets of statlistical treatments were

parformed. one of these was a factor analysls based on each response to
each Item (the final litem, @21 on overall satisfaction, was omltted since
it represented a criterion Item). Results of that analysis (Table §)

ylelded 3 factors by a princlpal components method with varimax rotation.
The first factor (survey ltems © through 17 pius Item 20) might be labeled

6
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TABLE 5.-FACTOR LOADINGS FOR RESPONSES TO THE FAA
SURVEY OF USERS: AIRWORTHINESS INSPECTORS

QUESTION FACTOR 1 FACTOR 2 FACTOR 3
Q1 0.754
Q2 0.811
Q3 0.494
Q4 0.658
Q5 0.503
@6 0.750
e 7 0.785
Q8 0.829
Q9 0.841
Q10 0.799
Qi1 0.651
Q12 0.741
Qt3 0.800
Q14 0.695
Q15 0.751
Q16 0.833
a7 0.722
Q18 0.763
Q19 0.753
020 0.517

ONLY LOADINGS ABOVE .400 ARE REPORTED

as “AWl Performance”, the second (ltems 1 through 4), as "User Knowledge",
and the third (items 5, 18, and 19), as “Contacts with AWis". A second
analysis ylelded the Intercorrelation of each questionnaire Item wlth
avery other Iltem (Table 6). And, finally, two multiple regression
analyses werse computed with overall user satisfaction (Q21) as the
criterion variable, For the first regression analysis, each survey ltem
and time In aviation served as the independent varliables (Table 7), while
In the second, the factor scores from the factor analysis were used (not
shown).

Overall User Ratings. Appiyling the above-mentioned criterla, 90% or more
of all responses were poslitive for user’'s own knowledge of regulations
(Q1), AW! knowledge both of regulations (Q6) and supportive policles (Q7),
and courteous beshavior by AWis (Q14). Slx other items, including cverall
gatisfaction (Q21-83.1%) ylelded positive responses from B0-89X% of users
(ses Table 3). These posltive responses Iincluded user famillarity with
published policiess and Interpretations of regulations, and satisfaction
with AWl performance In the areas of thoroughness, technical competence,
accurate interpretations of regulations, and, to lesser extents, clarity
and timeliness of respconses to questlions posed by users (see Tabie 4).

Areas betow the "satisfactory" cut off (l.e. thoss with Iless than 80%
positive responses) Included the percelved tack of user awareness of AWI
dutles (Q4), and (perhaps retated) the lack of AWl awareness of user needs
(Q15), along with Items assoclated with user-perceived shortcomings



regarding: the consistency of AWl Interpretations (Q8), resolutions of
AWl-user dlifferences (Q11), clarity of explanations by AWI‘'s about
regulations and user optlons (Q10), and AWl particlpation In safety
seminars and public meetings (Q20). The four remalning items were
considerably lower, 45-62X positive (see Table 4). This grouping included
alti Items (@5, 18, 19) in factor 3 of the factor analysis (l.e. frequency
of contacts with AWIs by visits and consuiltations) plus (Q@3) the perceived
flexibility of regutations and policies for decisions by users.

TABLE 6.-ITEM INTERCORRELATIONS FOR THE FAA SURVEY
OF USERS: AIRWORTHINESS INSPECTORS
ol Q2 03 o4 05 06 07 08 Q9 0l0 QLI 012 Q13 Q0l4 Q15 Ql6 Q17 QI8 019 Q20 Q21

o1 -

23 .49 —

03 .17 .3 —

ot .34 .43 .28 ——

05 .17 .18 .08 .27 -

06 .15 .21 .18 .25 .23 -

07 .12 .28 .25 .27 .23 .79 ——

08 .07 .24 .29 .23 .19 .63 .69 -

@9 .10 .23 .26 .23 .20 .66 .70 .79 —

010 .11 .26 .28 .27 .22 .60 .65 .70 .70 -——

oll .12 .21 .26 .21 .18 .41 .44 .51 .52 .54 —-

012 .11 .20 .18 .25 .31 .59 .59 .61 .63 .61 .51 ——

@13 .11 .20 .23 .23 .24 .64 .65 .66 .69 .65 .50 .69 —-

ol4 .11 .15 .22 .20 .18 .47 .49 .52 .54 .55 .52 .55 .59 -——

015 .10 .20 .28 .24 .21 .51 .55 .60 .61 .65 .56 .59 .64 .65 ——

Ql6 .09 .20 .26 .24 .23 .60 .65 .69 .70 .73 .57 .65 .72 .61 .74 -~

017 .07 .17 .20 .21 .22 .49 .53 .57 .58 .59 .51 .60 .59 .56 .62 .71 -—-

olg .08 .18 .20 .23 .26 .34 .36 .39 .38 .43 .30 .43 .48 .34 .43 .46 .39 —

ol9 .09 .15 .14 .21 .26 .36 .34 .35 .35 .43 .32 .38 .37 .36 .40 .42 .37 .59 ——
020 .08 .17 .18 .19 .20 .42 .42 .45 .46 .48 .37 .50 .49 .44 .46 .51 .48 .38 .37 -
021 .09 .20 .24 .25 .27 .60 .63 .68 .69 .68 .59 .69 .72 .67 .74 .76 .67 .48 .44 .60 —

*Al]l correlations are significant at the .0l level or better

Qverall User Satisfaction. The flinal survey Item, assessing user
satisfaction with AW!{ performance, yielded an 83.1% overall positive

response (see Table 3). The Item intercorrelations (Table 6) and the
regression analysis (Table 7) provide some useful information regarding
the determinants of this rating and areas where improvements are likely to
increase the rating. For example, the ltems (Q1-4) comprising Factor 2
(User Knowiedge) had llttle relationship to the satisfaction rating;
Factor 3 (Contacts with AWIs-Q5, 18, 19) had more, but, clearly, Factor 1,
the actual performance of AW|‘s, had the strongest relationship. (This
was supported by the second regression analysis of the factor scores on




Item 21, where Factor 1 was first to enter the equation, followed by
Factor 3 and Factor 2.) The Item regression analysis (Table 7) Indlcated
that the three items which best predicted the overall satisfaction rating
were: clear answers by AWIs to user questions (Q16), AWl thoroughness
(Q12), and AWl understanding of the needs of the user (Q15). Thres more
Items which added to the predictablity of overall satisfactlon ratings
were items dealing with AWI participation In safety seminars and publlic
meetings (Q20), courteousness (Q14), and consistency of Interpretations
(Q8).

TABLE 7.-STEPWISE MULTIPLE REGRESSION OF SURVEY {TEMS
AND TiME [N AVIATION WITH OVERALL SATISFACTION (Q21)

STEP ITEM MULTIPLE r r SQUARED rSQ CHANGE BETA
1 Q16 .75672 .57262 . 57262 . 175909
2 @12 .80756 .65215 .07953 .198192
3 Q15 .83235 .69281 . 04066 . 198247
4 Q20 .84876 .72040 .02760 176278
5 Qi4 .85722 .73482 .01442 .162140
6 Q8 .86390 . 74833 .01151 .158042

Comments by Users. Percentages of comments written by the users, as coded
into various categorles by reglon, are presented In Table 8. Examples of
the general comments within each of the categories are Included In
Appendix B. Of the user respondents, 42.3% provided one or more wrltten
comments. Of these comments, 5.5% fell In a general information category
("The above responses concern the FAA and our manufacturing/repair
functions. We alsoc deal with the modification branch."). Nearly one
fourth (24.1%) of the comments were favorable and could be accounted for
by three categories. Most favorable comments praised the performance of
the local office and/or inspectors In general (e.g., “All experience with
the local people Is positive. They are frlendly, helpful, and know thelr
Jobs.") The next largest category Included comments about a partlicular
Inspector who was cited for having a good working relationship with the
respondent ("...|s very knowledgeable of aviation technical and mechanlcal
probiems. He has been very helpful, as well as courteous."). In the
final favorable category, the agency was clted for doing a good Job ("The
FAA is by far the most efficient and professional of all government
agencies | have worked with, and | have worked with a great many.").

Negative statements comprised 70.3% of all comments. Almost half of these
alleged inconsistency and lack of knowledge/skillis/training/manpower. The
single category with the largest number of unfavorable commments (13.1%)
was conhcerned with the lack of conslistency of inspectors both within and
between offices ("No set rules or regulations. Decislion Is left to each
Inspector to interpret the regulations in his region. No two reglons seem
to apply the same rules."). The next highest percentage (10.6%) referred
to Ilimited manpower and an apparent need for more inspectors ("FAA seems
to be understaffed, their visits are few and far between."). A third
major category of negative comments (also 10.6%) Involved the
training/knowledge/skills of Inspectors ("Most inspectors avold discussing
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anything technlical about alrcraft or equipment, as most have no recent
hands-on exper {ence or training on the subjlects.”). No other single
category of comments comprised as much as 8X of the total responses.

in general, the comments tended to provide some personallzed support for
ratings made below the satisfactory cutoff score for the frequency of
inspection vislts (Q5), consistency of interpretations of regulations
(@8), clarity of explanations (Q10), and resolutions of differences of
opinion (Q11). The comments may a!so suggest some reasons why Inspectors
are not more frequently relied on by users for counseling in technical
(Q18) and regulatory (Q19) areas.

TABLE 8.-SUMMARY TABLE OF COMMENTS PROVIDED BY RESPONDENTS NATIONALLY AND BY FAA REGION
TO THE FAA SURVEY OF USERS: AIRWORTHINESS INSPECTORS

NATIONAL FAA REGIONS
OVERALL AAL ACE AFA AGL ANE ANM ASO ASW AWP
TOTAL NUMBER OF RESPONDENTS 3618 92 247 493 619 137 312 556 584 372
TOTAL NUMBER OF RESPONDENTS MAKING COMMENTS 1529 42 99 205 269 59 149 264 213 168
PERCENTAGE OF RESPONDENTS MAKING COMMENTS 42.3 H5.7 H4O.1 W1.6 43.5 43.1 45.2 U47.5 36.5 45.2
TOTAL NUMBER OF SEPARATE COMMENTS CODED 2029 57 120 279 362 80 197. 350 273 218

COMMENTS CATEGORY

FAVORABLE PERCENTAGE OF CCMMENTS
GOOD LOCAL OFFICE AND/OR INSFECTORS 8.1 17.5 21.7 22.6 16.3 21.3 12.7 18.3 20.9 14.7
PARTICULAR PERSON CITED FOR GOOD RELATIONSHIP 4,3 8.8 4,2 5,7 3.0 2.5 5.6 3.7 4.8 .6
AGENCY DOE3 A& GOOD JOB 1,7 0.0 0.8 1.4 0.6 2.5 2.0 3.1 1.1 1.8

NON-FAVORABLE
TQO MANY INSPECTORS p.2 0.0 0.8 0.0 0.0 0.0 0.5 0.3 0.0 0.9
NEED MORE INSPECTCRS (LIMITED MANPOWER) 0.6 5.3 6.7 16,5 11,9 12.5 6.1 10.0 8.1 12.8
LIMITED AVAILABILITY (LACK OF MANPOWER NOT CITED} 3.5 3.5 4,2 2.5 3.0 5.0 4. 2.9 5.1 3.7
INSPECTORS ARE INCONSISTENT (WITHIN AND BETWEEN OFFICES) 13.1 10.5 17.5 10.0 14.1 20.0 13.7 14.3 11.4 1.9
INSPECTORS LACK KNOWLEDGE, SKILLS, ABILITY, TRAINING 10.6 10.5 8.3 10.0 11.0 5.0 15.7 7.1 12.5 10.6
ATTITUDES OF INSPECTORS (AUTHORITARIAN, UNHELPFUL) 7.2 8.8 9.2 7 7.7 5.0 9.1 7.4 1.7 7.3
AGENCY IS TGO REGULATED/RESTRICTIVE 2.0 7.0 0.8 0.7 1.9 2.5 2.5 1.1 2.6 2.3
AGENCY POLICIES/PRGCEDURES MAKE WORK DIFFICULT 7.6 1.8 8.3 6.5 B8.0 10.0 9.6 8.3 8.8 5.5
AGENCY IS TOO LAX/DOESN'T ENFORCE REGULATIONS 6.0 15,8 2.5 5.0 7.7 &.8 5.1 5.1 3.7 6.9
REGULATIONS ARE TOO DIFFICULT TG READ/INTERPRET 5.4 8.8 4.2 6.4 3.9 2.5 4.1 7.1 5.9 5.0
GENERAL NEGATIVE/MISCELLANEQUS 3.9 0.0 3.3 4.3 4.1 1.3 41 3.1 2.9 6.9

GENERAL INFORMATION 5.5 1.8 7.5 3.9 6.6 1.3 5.1 8.0 5.1 5.0

Results by Regions. One way of further analyzing the data Is to examine
differences among regions (see Table 3). The variability of positive
responses to a glven Item ranged from 1.6% (@1 -user knowledge of
regulations) to 18.1% (G5 -frequency of AWi visits). Overall, across
regions 14 items had a range of positive scores greater than 10% and six
Items ranged from 6.0-9.4%. An examination of Table 3 indicates that,
overall, the Central Reglon (ACE) had the most positive responses,
followed by a ciustering of the Eastern (AEA), Southern (ASO), and
Southwest (ASW) Regions. The lowest positive scores for a number of I|tems
were shared by the two smallest regions- Alaska (AAL) and New England
(ANE) and by the Northwest Mountain region (ANM).
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TABLE 9.-PERCENTAGE OF POSITIVE RESPONSES NATIONALLY AND BY AVIATION ACTIVITY
FOR EACH ITEM IN THE FAA SURVEY OF USERS: AIRWORTHINESS INSPECTORS

AVIATION BUSINESS ACTIVITY

NATIONAL PART PART PART PART CERT INSP CERT CERT DESG
TO WHAT EXTENT: OVERALL _§1 121 135 137 STAT MECH REPR MECH PERS QTHER®

1. are you femiliar with the FAA regulstions that 98.1  98.3 98,2 99.1 100.0 99.0 95.6 §7.8 98.7 96.9 $7.3
apply to your aviatlon functions?

2

ars you familiar with the FAA published policies Bh.6  72.4 B87.3 82.8 06,4 88.4 85.7 89,1 86.9 90.6 T3.0
and interpretations regarding those regulations

that apply to your aviation functions?

3. do those regulations policies, and interpretations 61.7 66.1 70.6 54.1 1.5 k.4 6.2 61.4 69.1 68,4 58,3
glve you flexibility in making decisions about the
work you do?

4. are you sware of the dutiea and responaibilities 7.9 S57.9 89.1 77.4 75.8 83.6 80.3 7B.3 TB.S BM,2 B3.8
of airworthiness inspectors?

S. are you visited during the year by airworthineas 56.8 12.3 77.8 68,4 67,2 6B.8 M4 60.9 32.9 42.T 55.6
inapectore assigned to you or your facility?

6. do airworthiness inapectors, assigned to you or 94.2 86.3 B8.9 94.0 93.9 97.1 $1.5 93.3 97.3 92.6 97.2
your faecility, appear to know the FAA regulations?

7. do airworthiness inspectors, assigned to you or 90.0 B89.6 85.2 88.% B9.1 93.0 88.9 B8.1 95.5 90.2 2.4
your facility, appear to know the FAA published
policies and interpretations supporting the
regulations?

8. do airworthiness inapectors, assigned to you or 76.6 73.8 &67.3 70.1 73.1 B3.B T6.1 85.4 B2.2 B0.0 7Th.3
your facility, interpret the regulationa in a
conalstent way?

9. do airworthinesas inspectora, assigned to you or 86.9 95.0 81,1 841 81.5 90.3 BB.S 94,9 91.1 B6.2 86.1
your facility, iaterpret the regulations accurately?

10. do airworthiness inspectors, assigned to you or 75.3 69.% 67.3 70.6 7h.6 B3.4 73.2 81.0 80.2 76.8 75.7
your facility, explain the regulatione and your
opticns clearly?

11. are differences of opinion between you and air- 8.1 77.8 78.2 72.9 76.6 B6.% B80.9 83.7 T9.M B80.2 82.9
worthiness inapesctors {regarding interpretationa
of regulations) resclved in mutually acceptable
ways?

12. do airworthiness inspectors, assigned to you or 89.7 82.9 90.9 88.8 85.1 ¢4k.0 B87.5 90,5 88.9¢ B7.2 88,9
your facility, conduct their duties in a thorough

vay?

13. do airworthineas inspectors, asaigned to you or 85.1  B89.8 76.% 885 80.3 B7.0 79.9 86.4 86.0 B5.1 B6.t
your facility, appear to be technically competent
1n the conduct of their dutiea?

14, are airworthiness inspectors, assigned to you or 94,2 985 94,5 92.3 B6.% 97.7 95.7 93.3 96.1 95.85 9u.6
your facility, courteous in the conduct of their
dutiea?

15. do airworthiness inspectors, assigned to you or 76.8  B0.9 81.8 74,2 T4.6 B6.6 T75.6 B1.M 82.B 78,7 82.9
your faeilliy, appear to underatand your
organization and ita needa?

16. do airworthineas inspectors, assigned to you or 80.2 81.8 72.7 76.3 77.6 86.9 B1.M 79.5 B2.5 T8.9 86.5
your facility, provide clear and accurate answers
to your questions?

17. do airworthiness inspectors, assigned to you or 82.5 82.7 8.5 T7.8 82,1 88.0 84.9 82.2 85,7 B7.% £3.8
your facility, provide answers in a timely manner?

18. do you rely on airworthiness inspectors for 45.0 32,7 4.4 uB.2 55,2 3.7 #1.8 37.0 40.3 M1.1 K0.5
counseling in technical areas?

19. do you rely on airworthiness inapectors for 60.3 35.T 66.7 60.9 6%.2 71.5 59.1 58.7 S51.% 58,7 75,7
counseling in regulatory areas?

20. are you satiafied with participaticn by T8.0 66.7 78.9 78.1 82,5 B80.8 76.6 TH.3 T9.3 TH.® 72,7
airvworthiness inspectora in safety seminara and
other public meetings?

21. are you satisfied with the performance of 83.1 88.9 90.9 78.2 B82.1 B89.5 79.9 7B.3 85.% 85,8 86,1
alrworthiness inspectors, assigned to you or
your facility?

#This breakdown is a combination of Parta 125, 127, and 133 certificate holders, gertificated parachute lofts, and
approved aviation technicians schools,




Generailly low scores across reglions for given |tems suggest areas where an
agency-wide effort or emphasls probably would be required to bring about
signiflicant Improvement. On the other hand, high bpositive scores
tabulated for any glven item in one or more regions suggest that
improvement, to at teast those levels, Is attainable for any region.

Results by Aviatlon Actlvity. Another way of analytically evaluating the
same overall data Is to examine differences as they relate to specific
user activities (see Table 9). DIfferences in the percentages of positive
responses among aviation activity groups were larger than those noted for
regions, ranging from 3.1% (Q1 -user knowledge of regulations) to 65.5%
(@5 -fregquency of visits). Overall, across types of activity group Ings,
only one Item (Q1) had a percentage range under 10%¥, 16 items varied from
10-19%, 3 Items varied from 20-39%. An examination of Table 9 Indicates
that the Certificated Repair Station (CERT STAT) respondents had more
items with posltive responses than any of the other activity group lngs.
Some of the lowest positive scores for Items were from Part 91 Operators.
Part 121 Certificate Holders presented an Interesting response pattern.
Next to CERT STAT respondents, they exhibited the highest positive scores
on several Items; however, they also followed Part 91 Operators In the
number of Items for which they had the least positive scores. These three
groups (CERT STAT, Part 91, and Part 121), also had the highest positlve

TABLE 10.-SUMMARY TABLE OF COMMENTS FROM RESPONDERTS BY THEIR AVIATION BUSINESS
ACTIVITY TO THE FAA SURVEY OF USERS: AIRWORTHINESS INSPECTORS

AVIATION BUSINESS ACTIVITY

PART PART PART FPART CERT INSP CERT CERT DESG
91 121 135 137 STAT MECH REPR MECH PERS OTHERS®

TOTAL NUMBER OF RESPONDENTS 58 55 1069 67 698 28 46 314 96 37
TOTAL NUMBER OF RESPONDENTS MAKING COMMENTS 52 26 511 21 309 124 17 115 4o 16
PERCENTAGE OF RESPONDENTS MAKING COMMENTS 89,7 7.3 U7.8 31.3 44,3 44,1 37.0 36.6 .7 3.2 -
TOTAL NUMBER OF SEPARATE COMMENTS CODED 58 34 682 3 420 176 23 14 57 25

COMMENTS CATEGORY

FAVORABLE PERCENTAGE OF COMMENTS
GOOD LOCAL OFFICE AND/QOR INSPECTORS 12.0 8.8 15.1 25.8 23.1 138.8 17.4 15.3 15.8 8.0
PARTICULAR PERSON CITED FOR GOOD RELATIONSHIP 3.4 2.9 WL.8 0.0 6.4 1.7 0.0 2.1 0.0 0.0
AGENCY DOES A GOOD JOB 3.4 2.9 24 0.0 1.4 0.0 4.3 1.4 1.8 4.0

NOHM-FAVORABLE
TOO MANY INSPECTORS 0.0 0.0 0.6 0.0 0,2 0.0 0.0 0.0 0.0 0.0
NEED MORE INSPECTCRS (LIMITED MANPOWER) 3.4 17.6 7.8 6.5 4.5 14.8 8.7 13.9 14.0 20.0
LIMITED AVAILABILITY (LACK OF MANPOWER NOT CITED) 3.4 2.9 2.9 6.5 3.6 5.7 4.3 5.6 3.5 0.0
INSPECTORS ARE INCONSISTENT (WITHIN AND BETWEEN OFFICES) 0.0 8.8 12.6 12.9 13.6 13.1 4,3 10.4 15.8 24.0
INSPECTORS LACK KNOWLEDGE, SKILLS, ABILITY, TRAINING 0.0 20.6 11.3 9.7 8.3 12.5 17.4 11.8 8.8 8.0
ATTITUDES OF INSPECTORS (AUTHORITARLAN, UNHELPFUL) 1.7 8.8 10.7 12.9 3.6 2.1 6.0 6.9 5.3 W0
AGENCY IS TOO REGULATED/RESTRICTIVE 5.2 0.0 2.9 3.2 0.5 2.3 &3 24 0.0 9.0
AGENCY POLICIES/PROCEDURES MAKE WORK DIFFICULT 1.7 11.8 9.8 3.2 6.7 6.8 0.0 4.2 8.8 8.0
AGENCY IS TOO LAX/DOESN'T ENFORCE REGULATIONS 0.0 5.8 Uu.8 6.5 6.7 6.3 87 97 7.0 8.0
REGULATIONS ARE TOO DIFFICULT TO READ/INTERPRET 3.4 2.9 5.4 12.9 5.5 5.1 17.4 L3 8.8 8.0
GENERAL 'NEGATIVE/MISCELLANEOUS 3,4 2.9 4.7 0.0 2.4 2.8 8.7 4.9 T.0 0.0

GENERAL INFORMATION 51.7 0,0 4.4 0.0 3.6 1.1 4.3 6.9 3.5 8.0

8This category is a combination of Parts 125, 127, and 133 Certificate Holders, Certified Parachute Lofts, and
Approved Aviation Technicians Schools.
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TABLE 11.-RANGES OF POSITIVE RESPONSES (PERCENTS) TO EACH ITEM AND
NUMBER OF USERS (N) RESPONDING FOR DISTRICT OFFICES WITHIN EACH REGION

ITEM AAL-FSDO ACE-FSDO AEA-GADO AEA-FSDO AGL~GADO AGL-FSDO
1 88.9-100.0 96.0-100.0 96.3-100.0 97.9-100.0 96.6-100.0 97.1-100.0
2 66.7- 83.8 80.6- 91.9 64.3- 96.3 87.0- 94.3 74.1- 89.3 B0.0- 92.9
3 29-2" 87.5 5303- 71." 55.9" 88-9 55.8- 19-2 "3.2- 7"-1 46.2- 5303
4 55.6- 80.0 76.3- 81.8 66.7- 88.6 73.1- 86.4 75.9- 89.3 70.2- 86.7
5 55-6' 75‘7 5‘-3- 7507 uscg_ 79-2 "‘3-"" 68-2 n‘-s- 78:6 3“:0’ 66-7
6 88.9-10000 97-""100.0 8507"'100-0 90-9- 98-0 85.7- 96." 78.6- 95.6
7 87.0-100.0 96.4-100.0 84.8-100.0 80.0- 94.0 82.5-100.0 78.6- 93.8
8 52.0- 83.8 80.0- 88-6 69.6- 9102 77.6" 85.7 65.7- 8“-0 58-1- 8“06
9 68-0- 88-9 89-2- 96-7 68-2- 9603 850"" 9500 7“-3" 93-9 78-6- 9607

10 50.0" 88‘9 83.3- 88.6 5?-1- 88.9 7".0- 80.0 58-3- 8“.0 57-1- 80.8

11 36-0“ 88-9 63-3- 8709 710“'100-0 69-0- 8000 65-7‘ 87-5 53.3' 8303
12 89.2'100.0 8905- 9609 8602- 9609 8“.0- 85.“ 82-"‘ 98.1 8"‘.6- 93-5
13 65.7‘ 86.5 77-“' 90.6 79.2- 9603 1905- 8"’.2 8007" 8605 78-6"100.0
% 91.9-100.0 94.7-100.0 87.5-100.0 90.2-100.0 80.6- 96.3 71.4- 95.6
15 55.6- 72.0 75.7- 90.6 70.8- 90.3 71.4- 81.8 70.6- 84.9 71.4- 83.3
16 6“.0- 8809 83-3- 93-5 8201‘- 9206 7"‘05- 8000 7"03- 88.7 66-7- 8".6
17 88-0- 89.2 81.1- 9101 75-0' 9603 78-“' 9009 7509‘ 96.” 62.2- 91.7
18 37.5- l‘".l‘ 38.5- 5701 35."' 55.6 ’IO.”- 5202 25-0- "60" 3607- 6".3
19 “3.0- 66-7 5308- 1500 2607- 7“-2 55-8- 6509 'Iu.u— 6900 56.3- 69.2

20 65.0" 78-6 8507- 90.6 69.8- 9107 68.2- 83.3 6“.6- 88.0 69-2’ 93.3

21 72.0- 71-8 8“.6" 9301 8103- 9303 72-7- 81-8 7“.3- 8507 71-“'100-0

R= 9 - 37 32 - 50 15 - 48 22 - 53 27 - 58 13 - 79

ITEM _ ANE-FSDO ANM-FSDO ASO-FSDO  _ASW-FSDO AWP-FSDO
1 100.0 98.0-100.0 97.7-100.0 95.3-100.0 94.2-100.0
2 75-0- 87.2 7007- 89-1 33.3- 92.2 73-7- 9508 69-2‘ 91-2
3 50-0- 71-“ 530"‘ 66-7 50-0- 67-" 53.8- 69-" u2-9- 90-0
ll 68.2- 78.3 70.2' 76-1 66.7" 83.7 61.5- 92-6 "5.2- 95.5
5 31.8- 50.0 43.5- 86.2 38.1-100.0 51.0- 78.6 22.2- 93.8
6 79.2- 90.9 90.9- 96.6 33.3- 98.0 87.0-100.0 82.4-100.0
7 6502- 86.8 80-9- 87'3 3303- 9“06 83-3- 97-3 70-6-10000
8 58.3- 68.2 60.3- 80.4 33.3- 88.0 56.5- 86.8 33.3- 86.7
9 72.7- 80.0 7"-5- 8809 66.7"‘ 9"-8 8006- 95-7 5000‘100.0
10 MS.B- 65.8 63.8‘ 77.8 33-3- 88-0 63-2' 87-3 28-6- 8705
11 75-0- 86." 710"" 8202 66-1- 91-9 75-0- 86-“ 5701-10000
12 79.2- 92.3 77.8- 91.4 82.4-100.0 75.0- 97.2 80.0-100.0
13 70-8- 8".2 73.7-' 8906 33-3- 96.0 65-2- 9“09 50.0‘100.0
1" 83.3‘100-0 82.8" 98.0 6607— 97.8 81.6- 98." 88.2"100.0
15 65.2- 76.9 67.2" 83!3 3303- 8801 56.“" 92.3 22.2- 9000
16 66.1- 76-9 70-7" 83-3 66-7- 88.1 62-5- 87‘5 3303"’ 95.0
17 58.3- 86.4 75.9- 87.9 66.7- 88.9 74.0- 95.0 33.3- 93.8
18 1607- I‘Goz 3901- 56-3 25.5— 55-3 3705" 6009 10.0- 71."

19 “1.1- 61.5 63.8- 67.1‘ 33-3- 70-9 35‘0- 65-6 '"2.9- 81.3
20 73.7- 84.4 68.4- 73.8 50.0- 93.8 67.5- 85.7 51.9-100.0
21 72-7- 8303 71-1" 87-5 66-7- 9002 62-5- 9308 33.3- 95-0
N= 22 - 39 he - 58 3~ 113 24 - 99 7 - 52
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ratings on overall satisfaction (88.9-90.9%). Part 135 Certlificate
Holders had the smallest percentage of positive responses for several
Items and the lowest overal! satisfaction level (78.2%). It Is noteworthy
that the greatest variability across the aviation activity categories
occurred for the item concerning visits during the year by AWI!S (Q5).
That Item ylelded a fow score of 12.3% positive responses for Part 91
Operators and a high score of 77.8X% positive for Part 121 Certificate
Holders. The differences in percentages across these groupings reflects,
to some degree, the emphasis that the agency places on inspections In each
of the areas. - '

A categorization of the users’ comments by thelir primary avlation activity
areas 1Is presented In Table 10. Part 121 users and users In the combined
group made proportionately fewer overa!l favorable comments  (14.6% and
12.0% respectively), than did users In any of the other groups. CERT STAT
users had the highest percentage of favorable comments (30.9%). Compared
to other user groups, Part 91 respondents made only a smail percentage of
hegatlve comments; most of their comments (51.7%) fell In the general
informatlion category. Part 121 users and users In the combined group had
the highest percentage of non-favorable comments concerning the need for
more Inspectors (17.6% and 20.0% respactively). Part 121 respondents and
Certificated Repalirmen had the highest percentage of comments concerning
the tlack of knowledge, skills, ability, and training of inspectors (20.6%
and 17.4%, respectively). .

Besults by Facilities. Of perhaps most value In improving some aspects of
the services of AWIs Is to focus on the facility ratings made by the
users. The wvartabilty of ratings, by Item, is consliderable among
facilities (see Table 11). For example, on overall satisfaction with AWls
(Q21), the range of positive scores among facilitles within a region |Is
small for AAL (5.8%) and very large (61.7%) for AWP, By focusing on
user-percelved deflciencles at selectad facilitles, consliderable
improvement in service to users may be feasible. A full report of results
from each facillty appears in Appendices C through |.

DISCUSSION

The level of satisfaction with AWIs expressed by the aviation business
respondents of this survey is comparable to that obtained in studies of
other selected professional areas. For example, Day and Bodur (1977),
found the following levels of user satisfaction with public, professional
and personal services: veterinarians (91%), Iincome - tax ' preparation
services (88.3%), optometrists and opthalmologists (86.2%), scheduled
major alrline services (84.9%), dentists and dental technlicians (84.8%),
alr commuter and air charter services (83.1%), medical doctors and nurses
in offices or homes (81.3%), lawyers (79.2%), psychologists/marriage
counselors (78.1%), medical doctors and nurses In hospitals (75.9%), the
local telephone company (76.5%), and the U.S. postal service (69.2%X).
Lower levels of satisfaction were noted for such services as computer
dating, nursing and rest homes, architects and home designers, and home
security agencles/private detectives, among others. Andreasen and Best
(1977), in their survey of dissatisfaction among purchasers of goods and
services, provide a quote from the manager of the Consumer Research
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Division of Ssars, Roebuck and Company . That manager noted that a
“problem rate” (l.e. ' level of dissatisfaction) of 10-12% might be the
lowest figure reasonably achlevabie In any survey of consumers.

In a large scale survey, Yankelovich, Skelly, and White, Inc.
(1984) reported a 65% positive rating by taxpayers for thelir overall
evaluation of Internal Revenue Service (IRS) performance based on direct
contacts with the [RS; that rating may be compared to the 83.1% overall
positive evaluation for AWIs. (It should be noted that items dealing with
some specific aspects of the IRS’ performance recieved hlgher ratings.)
Yankelovich, et al., also asked taxpayers to provide ratings on a
seven-point scaie from “"much better than others" to "much worse than
others” to indicate their overali satisfaction with the services provided
by IRS employees as compared to other federal departments. For that
rating, 86X of the surveyed taxpayers rated the IRS from “"about the same"
to “"much better than others", reiative to other federal government
departments. That finding, In conjunction with the overall 65% positive

rating for the RS, suggests a relatively high standing for AWl
performance. ' '

Within the past year (1985-1986), several state banking associations have
completed participation In a Natlional Bankers Association (NBA) Bank
Examination Survey, which was desligned to assess bank satisfaction with
examinatlons conducted by the Federal Deposit Insurance Corporation
(FDIC), the State, the Office of the Comptroller of the Currency (0CC),
and the Federa! Reserve. Based on available reports of participating
banks in Kansas, 79% gave the FDIC a satisfaction rating of "average" or
“good;" "in Nebraska that percentage was 88%. A related finding of
Interest was the percelved consistency of evaluatlons made by examiners;
in Kansas, 79% of the banks felt that the FDIC examliners had changed the
basis for classifying loans from the previous examination (1.e., were not
consistent), whlle only 31% felt the same way about the state examiners.
By comparison, although * the questions ‘are obviously not directly
comparable to those of the present survey, over 75X of user repondents
were satisfled with the conslistency of AWI's. '

Based on the survey results reported here, aviation users appear to be
generally satisfied with the manner in which AWls conduct thelr dutles
(83.1X of the respondents Indicated a "moderate”  to “great extent" of
overall satisfaction with AW! performance). Satisfaction was highest for
AW| ‘s courtesy In the conduct of their duties, their kKnowledge of FAA
reguiations and of FAA published policles and interpretations supporting
the reguiations, the thoroughness with which they conduct their duties,
and the accuracy of their interpretations of the regufations, Most users
did not rely heavily on AWIs for counseling in either technical or
regulatory areas. Satlisfaction with the performance of AWIs was below the
poslitive cutoff for responses In areas concerning the number of AW] visits
In a year, AWl consistency in interpretations of regulations, the extent
to which AWIs cleariy explained regulations and options, and ths extent to
which the regulations permitted the users flexibility In making decisions
about the work they do.

Separate analyses of the same data by FAA regions and by the major
aviation activity of the users, point to a fair conslistency .In the overall
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perceptions of the performance of AWls, but some regions and some aviation
bus iness areas generate more positive responses than others. For example,
AWlsS In the Central (ACE), Southern (ASO), Eastern (AEA), and Southwest
(ASW) regions are clearly percelved more satisfactorily than are those In
the other regions. AWis in the Alaska (AAL), New England (ANE), and
Northwest Mountaln (ANM) reglons recelved the Ilowest proportions of
positive ratings. Analyses by the user's primary aviation activity showed
the most positive responses for AWls who worked with Certificated Repalr
Stations. Some of the lowest positive responses on selected |tems
regarding the performance of AWIs were from Part 135 Certificate Holders,
who tied with Certificated Repairman (CERT REPR) for reporting the lowest
positive rating for overall user satisfactlon.

A finer focus Is available through analysis by AW! facllitles. This slice
of the data g¢lves more Information on relative strengths and weaknesses
and provides opportunities to (i) pinpoint locatlons where policles and
procedures appear to be working either least effectively or most
effectively and (11) compare managerlal procedures and conditions which
differentiate the less successful from the more successful servicing
facilitles as Indicated by the users.

Thess results tend to support other information gathered as a part of
Project Safe. The Allen Corporation, in a study of FAA Inspectors
(1985), reported the concerns Inspectors have about a lack of
standardlization which affects their consistency in the interpretation of
regulations. This consistency Issue was an area in the survey that users
rated below the satisfactory cutoff score, and user comments (13.1%) noted
the Inconsistency of Interpretations both within offices and between
offlices. A second area ldentified In Project Safe as one of concern to
Inspectors was that of “lIncomplete and outdated handbooks and other
guidance material, as well as confusing and obsolete Federal Aviation
Regulations (FARs)." Whlle users responding to the survey were highly
satisfled wlith AWI's knowledge of FAA reguiations, publicatlons, and
policies, the single item that best predicted overall user satisfactlion
was concerned with clear and accurate answers from AWIs to user questions
(@16). Concelivably, Inadequate guidance material and confusing FARs could
contribute to user dissatisfaction In this regard. Related Items that can
be considered In a "needs to Iimprove"” category include consistent
interpretations (08) and mutually acceptable resolutions of AWi/user
differences of oplnion In Interpreting regulations (Q11).

CONCLUSI10NS AND COMMENTS

1. The overall satisfaction level (83.1%) reported by users of AWI|
services Is fully acceptable. It Is within the range of levels reported
in the literature for higher ranking professional/technical services,
about In the middle of ratings recently reported for consumer satisfaction
with work of FDIC bank examiners (by participating banks), and above
overall ratings given the IRS (by taxpayers).

2. There are variations in user perceptions of AWl's between regions,

between groupings of users by thelr primary aviation business actlivity,
and by FAA faclitity. These differences should be closely examined to
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determine how Improvements can be effected. Compar isons can be made of
high vs. low rated facllities to determine what features of the
facilities/Inspectors/procedures produce the differences.

3. Results from this survey suggest that substantive Improvements In
varied forms of communication by AWI‘'s will positively impact user
satisfaction. These areas for continued efforts and/or Improvement would
include:

-Providing clear and accurate responses to questions

—Conducting duties thoroughly

-Galning an understanding of the needs of the users’ organizations
(and communicating that understanding)

-Becoming Involved In safety seminars and other public meetings

~Being courteous

~Working at malntaining consistency

4. Efforts should be davoted to increasing user awareness of the dutles
and responsibllities of AWls.

5. Consistent with the goals of ProjJect Safe, there is a need to improve
standardization of interpretations of regulations, both within and bstween
offices/regions. A mechanism to process unique problems and communicate
Interpretations to other offices should be Included.

6. User comments and user responses to the item on the frequency of AW
visits suggested some need for additional AWI manpower. This finding
supports current efforts (Including Project Safe) to Increase AW} staffing
and, thereby, Increase the frequency of visits to users.

7. An increase In AWI-user contact, In and of itself, will not
necessarlly lead to more satisfied users. As this study and others
demonstrate, It Is the quaiity of the Interaction that is gsigniflcant.

8. Although users were generally satisfled with the technical skiltis of
AWls, there were Indications In the user’'s comments of some perceived need
to upgrade the overall knowiedge, skill, and abilitles of AW!'s. Tralning
curricula and training schedules should address these Issues and should
incorporate Instructional methods related to the communication needs noted
above. An effective continuing education program for AWis to upgrade and
maintain their technical and communicatlion skills should be deve loped.

9. User expectations play an Important role In determining overall
satisfaction. Nearly all users, regardiess of the extent of their total
aviation experlence, report moderate or greater famlliarity with FAA
regulations. That user perceived levei of thelr own expertise is |ikely
to affect discussions and Interactions with A¥Wls concerning
interpretations of regulations. AWIs need to be aware of how these user
perceptions may influence and shape user responses to Interpretations.
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APPENDIX B.-REPRESENTATIVE COMMENTS FROM SURVEY RESPONDENTS

GENERAL INFORMATION = 5.5% (NO.= 112 COMMENTS)

1. "We rely on manufacturer for most technical questlions.”

2. "For a perlod of time that ended 5 years ago | would have
answered 14 and 21 qulte differently.”

3. "We are operating Part 91 and therefore not in contact with the
GADO as much as when we were a Part 135 Certificate Holder."

FAVORABLE COMMENTS - 24.2% (NO.= 491 COMMENTS)
A. GOOD LOCAL OFFICE AND/OR INSPECTORS - 18.1X

1. "There exists a good working relationship between the governing
GADO office and our operation.”

2. "They are most helpful and are an asset to me."

3. "They do a fine job."

B. PARTICULAR PERSON CITED FOR GOOD RELATIONSHIP - 4.3%

1. *. . . has provided leadership with fairness Iin dealing with the
aviation community.”

2. “We wish to express a specific recommendation for . . .“

3. ", . . |Is a valuable person In your organization, If they were
al! like him, It would be great."

C. AGENCY DOES A GOOD JOB - 1.7%

1. "1 have never worked with a better agency."
2. "Best appreciate FAA when compared to your foreign counterparts
who are unresponsive autoc¢rats.”

NON-FAVORABLE COMMENTS — 70.3% (NO.= 1426)
A. INSPECTORS ARE INCONSISTENT (WiTHIN AND BETWEEN OFFICES) - 13.1%

1. "1 feel all regions are not treated equally. Some FAA Inspectors
require everything letter perfect, while others accept less."

2. "Each person has his own opinion about the same subject."

3. "|t seems that everytime we get a new inspector he wants
procedures done differently - It would be nice If they all
wanted thelr procedures the same — [T WOULD SAVE TIME AND
MONEY . ™

B. NEED MORE INSPECTORS (LIMITED MANPOWER) - 10.8%

—
.

"Need more Inspectors.”

2. "{ fee! In our area at least, that both maintenance and safety
functions are |imited by man power."

3. "Not enough Inspectors assigned to enforce regulations.”
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APPENDIX B.-REPRESENTATIVE COMMENTS FROM SURVEY RESPONDENTS (CONT INUED)

C. INSPECTORS LACK KNOWLEDGE, SKILLS, ABILITY, TRAINING - 10.6%

1. "Professional abliity - poor, knowledge — very shaliow."
2. "They often do not know what should be done about major issues."
3. “Lack mechanical knowledge and skills."

D. ATTITUDES OF INSPECTORS (AUTHORITARIAN, UNHELPFUL) - 7.2%

1. "If | ran my business the way the Inspectors do | would not have
a business."

2. "Too often the inspectors seem to be more interested In
demonstrating their power and control over us peasants than in
being of real service In resolving the problems of the aviation
community. First priority seems to be to show that they are in
charge." :

3. ") have had very curt inspectors at times for no apparent
reason...can be very Intimidating."

E. LIMITED AVAILABILITY (LACK OF MANPOWER NOT CITED) - 3.5%

1. "Have never been visited by an AW|.”
2. "Need more contact with general aviation."®

F. TOO MANY INSPECTORS ~ 0.2%

1. "The FSDO Is overstaffed and personne! are overpaid for the amount
of work they do, It Is twice as big as it needs to be."

G. AGENCY POLICIES/PROCEDURES MAKE WORK DIFFICULT - 7.6%

1. “Expedite U.S. certification procedures on previously U. §.
registered aircraft.

2. "The entire regulatory system needs overhaul if general aviation Is
to survive."

3. “The major drawback is the repeated submission of requests that the
FAA knows the answer to, but they make you discover It.

H. AGENCY IS TOO LAX/DOESN'T ENFORCE REGULATIONS — 6.0%

1. "It Is my opinion that the FAA shouid keep a tighter rein on ALL
alrcraft malntenances."

2. "FAA takes little or Ilimited stand in enforcing section 1305A,
1349A, and in pollicing sponsor‘s assurances under sectlon 2210."

3. "Don‘t enforce consistently, one operator is leaned on heavily while
another is unsupervised."
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APPEND1X B.—REPRESENTATIVE COMMENTS FROM SURVEY RESPONDENTS (CONTINUED)

|. REGULATIONS ARE TOO DIFFICULT TO READ/INTERPRET - 5.4X

1.

2.

3.

“"FAR‘s governing flight operations and pifot certiflcation are
very confusing and worthless Iin many cases."

"The problem of Interpretations of reguiations Is always
present.”

"FAA regulations have long been known to be amblguous, verbose,
over—complicated. Stop trying to hide behind your lawyers and
wr |te documents that can be readily understood by atl people in
the aviatlon community.”

J. AGENCY IS TOO REGULATED/RESTRICTIVE - 2.0%

"The industry Is vastly over-regulated."

"focal Inspectors are good men, but somewhat intimidated by FAA
regulations and directives publ ished by a bureaucracy that Is more
intent on being legally correct than they are on addressing
probiems in practical terms."

K. GENERAL NEGATIVE/MISCELLANEOUS - 3.9%

1.
2.

“There should be no double dippling."
“The FAA has been Insensitive by reassigning their N numbers to
other alrcraft.”
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APPENDIX C.-PERCENTAGES OF POSITIVE RESPONES FOR ALASKAN AND NORTHWEST MOUNTAIN REGION
FSDOS FOR EACH ITEM IN THE SURVEY

TO WHAT EXTENT:

1.

2.

3.

5.

7.

8.

0.

1.

12.

13.

15.

16.

17.

18.

19.

20.

21,

ars you familiar with the FAA regulations that
apply to your avistion functions?

ars you fasilier with the Fik published policies
and interpretations regarding those regulations
that apply to your mviation functions?

do those regulations policies, and interpretationa
give you flexibility in making decisions about the
work you do?

are you sware of the duties and responsibilitiss
of airworthiness inspectors?

ars you visited during the yesr by airworthiness
inspectors assigned to you or your facility?

do airworthiness inspectora, assigned to you or
your facility, appear to know the FAA regulations?

do airworthiness inspectors, assigned to you or
your facility, appear to know the FAA published
policies and interpretations supporting the
regulations?

do airvorthineas inspectors, assigned to you or
your facility, interpret the regulationa in a
consistent way?

do airdorthineas inspectors, assigned to you or
your facility interpret the regulations sccurately?

do airworthineas inapectors, assigned to you or

your facility explain the regulations and your
options clearly?

are differences of opinion betwesn you and
sirvorthiness inspectors (regarding
interpretations of regulations)} resoclved in
mutually acceptable ways?

do airworthiness inspectors, assigned to you or

your facility, conduct their duties in a thorough
way?

do airworthineas inspectora, assigned to you or
your facility, appear to be technically competent
in the conduct of their duties?

are airworthiness inspectora, assigned to you or
your facility, courtsous in the conduct of their
dutiea?

do alrvorthiness inspectors, assigned to you or
your facility, appear te understand your
organization and ita nesds?

do airworthiness inapectors, assigned to you or
your facility, provide clear and accurate answera
to your questiona?

do atrworthiness inspectors, assigned to you or
your facility, provide answers in a timely manner?

do you rely on airworthiness inspectors for
counseling in tachnical areas?

do you rely on airworthiness inspectora for
ocounseling in regulatory areas?

are you satisfled with participation by
airvorthinesa inspectora in safety seminars and
other public meetinga?

are you satisfied with tbe performance of
alrworthiness inapectors, asasigned to you or
your faciljity?

TOTAL WUMBER OF RESPONDENTS: N=

23

FsD0
ALASKA NORTHWEST MOUNTAIN

&+ _ B _C_ A 2 ¢ D
100.0 B88.9 100.0 100.0 100.0 98,3 98,0
72.0 66.7 B3,8 8.1 8.9 7T0.7 87T.2
29.2 87.5 70.6 58,7 66.7 53.4 s58.3
80.0 55.6 75.7 T6.1  70.2 T4, 75.0
72.0 $5.6 75.7 43.5 55.2 B6.2 52.1
W0o.0  88.9 97.3 90.9 96.6 91.1 93,9
87.0 100,0 91.7 B6.4 87.0 &T7.3 80.9
52.0 T7.8 83.B 75.6 60.3 69.0 80.4
68.0 B8.9 B6.5 79.5 83.6 7T4.5 88.9
50.0 88.9 78.4 7.8 71.9 63.8 6.6
36.0 88.9 78.4 82.2 12.7 T1.4 761
91.7 100.0 B9.2 77.8  91.8  B2.8 89.1
83.3 66.7 B6.5 80.4 81.0 T3.7 89.6
92.0 100.& 91.9% 91.1 B7.9 82.8 9¢8.0
72.0 55.6 73.0 82.6 70.2 67.2 83.3
648.0 88.9 B86.5 6.1 79.3  T10.7 8.3
88.0 B86.9 89.2 78.3 B87.9 T5.9 84.8
37.5 4.4 b3.2 39.1 B4.8  N1.4 563
48.0 66.7 64.9 67.4 67.2 63.8 64.6
65.0 7.8 78.6 73.8  73.3 68.4 T2.1
72.0  17.8 75.7 7.1 79.3 72.4 B7.5
25 9 a7 46 58 58 9




APPENDIX D.-PERCENTAGES OF POSITIVE RESPONSES FOR NEW ENGLAND AND CENTRAL REGION
FSDOS FOR EACH ITEM IN THE FAA SURVEX

TO WHAT EXTENT:

1.

2

6.

9.

10.

11.

12.

13.

.

5.

7.

19.

20.

21,

are you familiar with the FAA regulations that
apply to your aviation funoctions?

are you fasiliar with the FAA published policles
and interpretations regarding those regulations
that apply to your aviation functions?

do thoss regulations policies, and interpretations
give you flexibility in making decisions about the
work you do?

are you awars of the duties and responsibilities
of airworthiness inspactora?

ars you visited during the year by sirvorthiness
inspectors assigned to you or your facility?

do airworthipess inspectoras, assigned to you or
your facility, appear to \nmow the FiL regulations?

do airworthinass inspectors, assigned to you or
your facility, appear to imow the Fik published
policies and interpretations supporting the
ragulations?

do alrworthiness inspectors, sasigned to you of
your facility, interpret the regulations in a
consistent way?

do airwvorthiness inspectors, assigned to you or
your facility interpret the regulations mocuratsly?

do airworthiness inspectors, assigned to you or
your faeility sxplain the regulations and your
options olearly?

ars differences of opinion between you and
airworthiness inspactors (regarding
interpretations of regulations) resolved in
autually acceptable vays?

d0 sirworthiness inspectors, assigned to you or
your facility, conduct their duties in a thorough
uay?

do airworthiness inspectors, assigned to you or
your Tacility, appsar tc bs technioally compstent
in the conduct of their duties?

ars airworthiness inspectors, assigned to you or
your facility, courtecus in the conduct of their
duties?

do airworthiness inspectors, assigned to you or
your Tacility, appear to understand your
organization and its needa?

do airworthiness inapsctors, assigned to you or
your facility, provide clear and sccurate answers
to your queaticas?

do alrworthiness inapectors, assigned to you or
your facility, provide ansvwera in a timely manner?

do you rely on airworthineas inspectors for
counseling in technical areaa?

do you rely on airvorthiness inapsctors for
counseling 1n regulatory arsas?

ares you satiafied with participation by
sirworthiness inapectors in safely asainars and
other public sestinga?

are you satisfied with the perforsance of
airvorthinesa inspectors, sssigned to you or
your facility?

TOTAL NUMBER OF RESPONDENTS: W=

rSDO
NEW ENGLAND CENTRAL
A [ ] [ A [} C D l
100.0 100.0 100.0 100.0  97.3 100,0 96.0 100.0
5.0 81.2 T3 29.7 91.9 B4.8 82.0 B0.6
50.0 66.7 T1.04 60.5 60.0 59.4 Ti.4 £3.3
8.3 73.7 8.2 76.3  T8.%4  B1.8  TT.1  78.9
50.0 3.6 31.8 51,3 75.7 60.6 69.%  59.A
.2 89.7 90.9 97.% 100.0 100.0 97.9 100.0
65.2 86.8 1.3 97.2 100.0 100.0 9T.8  96.8
58.3 67.6 8.2 81,1 82.% B87.5 88.6 80.0
72.7  80.0 T12.7 89.2 93.9 96.7 91.3  92.6
§5.8 65.8 59.1 86.5 88.6 84.% 87.2 83.3
5.0 19.5 06,4 B1.1 87.9 T8.1 T79.2  63.3
9.2 92.3  90.9 89.5 98.3 96.9 9.7  93.3
T0.8 Bu.2 T2.7 89.5 88.6 90.6 89.6 1.4
83.3 92.3 100.0 o8.7 97.1 100.0 97.% 100.0
&5.2 76.9 12.7 75.7 88.6 90.6 83.0 90.0
66.7 16.9 68.2 86.8 88.6 90.3 83.3 9.5
58.3 Bk.2 B6.% LY | 85.7 90.9 91.7 BT.1
16.7 46.2 18.2 38.5 51.8 %1.6 57.1 £3.1
N7 61.5 50.0 53.8 75.0 65.6 69. 4 5.5
73.9 844 T3I.T 88.2 90.6 86.2 89.7 8s.7
83.3 76.9 T2.7 84.6 91.2 87.9 91.7 93.1
39 22 39 31 33 50 32
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APPENDIN E.-PERCENTAGES OF POSITIVE RESPONSES FOR SOUTHWEST REGION
FSDOS FOR EACH ITEM IN THE SURVEY

FSDO

TO WHAT EXTENT: A

1.

2

9.

10.

1n.

12,

13.

1,

5.

16.

1.

18.

19.

20.

21,

are you familiar with the FAA regulations that 100.0
apply to your aviation functions?

are you familiar with the FAA publishad policies 85.7
and interpretaticns regarding those regulationa
that apply to your aviation funotions?

do those regulationa policies, and interpretations 63.0
give you flexibility im making deciaiona about the
work you do?

are you aware of the duties and responsibilities g92.6
of airworthiness inspectors?

are you visited during the year by ajirworthiness T78.6
inspectora assigned to you or your faeility?

do airworthineas inspectors, asaigned to you or 100.0
your facility, appear to know the FAA regulations?

do airworthiness inapectors, assigned to you or 92.0
your facility, appear to know the FAA published

policies and interpretaticna supporting the

regulationa?

do ajirworthiness inspectors, assigned to you or 80.0
your Tacility, interpret the regulationa in a
consistent way?

do airworthineas inapectors, assigned to you or 95.7T
your facility interpret the regulations accurately?

do airvorthiness inspectors, assigned to you op 80.8
your facility explain the regulations and your
options clearly?

are differences of opinion between you and 75.0
alrworthiness inapectors (regarding

interpretations of regulations) resolved in

mutually acceptable ways?

do airworthiness inspectors, assigned to your or 96.4
your faeility, conduct their duties in a thorough
Way?

do airworthiness inapectors, assigned to you or 81.5
your facility, appear to be technieally competant
in the conduct of their duties?

are alrworthiness inspectors, assigned to ¥ou or 96.2
your facility, courteous in the conduct of their
duties?

do airworthiness inspectors, assigned to you or 76.9
yYour facility, appear to understand your
organization and its needs?

do airworthiness inspectors, assigned to you or T1.4
your facility, provide clear and agcurate anawars
to your questiona?

do airvorthiness inspectors, assigned to you or 8.6
your faclility, provide answers in a timely manner?

do you rely on airworthiness inspectora for 39.3
counseling in technical areas?

do you rely on airworthiness inapectors for 42.9
counseling in regulatory areas?

are you satisfied with participation by 85.7
alrvorthiness inspectors in safety seminars and

other public meetings?

are you satisfied with the performance of T8.6

airworthiness inspectors, assigned to you or
your facility?

TOTAL NUMBER OF RESPONDENTS: Ns= 28

25

68.0

1.4

75.0

82.0

85.4

1.4

76.0

TH.0

6.9

54,2

85.0

76.0

51

69.4

80.8

54,1

97.9

97.8

91.6

86.6

86.0

85.7

40.8

55.1

67.5

9%

D

95.3

90.6

62.3

82.8

57.8

56.8

96.7

75-4

91.8

87.3

86.4

94.9

98.4

83.3

85.9

60.9

65.6

83.6

93.8

&4

54,2

90.9

81.8

69.6

5.0

65.2

56.5

7.4

62.5

24

97.5

73.7

53.8

61.5

72.5

63.2

5.7

81.6

81.6

16.3

78.9

37.5

35.0

1.4

Ll

_€

160.0

65.8

85.0

57.5

86.8

84.2

97.2

§2.3

87.5

95.0

45.0

65,0

B1.3

92.3

o

100.0

92.7

68.5

88.7

50.2

73.1

75.9

7.4

813

19.6

83.3

50.9

61.5

81.3

85.2




APPENDIX F.-PERCENTAGES OF POSITIVE RESPONSES FOR SOUTHERN REGION

FSDOS FOR EACH ITEM IN THE SURVEY

TO WHAT EXTENT:

1.

2,

3.

Se

6.

1.

8.

9.

10.

1.

12.

13.

15,

15,

16,

17.

18.

19.

21.

are you familiar with the FAA regulations that
apply to your aviation funotions?

are you familisr with the FAA published pollolen
and interpretations regarding thoas regulations
that apply to your aviation functions?

do those regulationa policies, and interpretations
give you flexibility in making decinions about the
work you de?

are you aware of the duties and reaponsibilities
of airworthiness inspectors?

are you vislted during the year by alrworthiness
inapectors assigned to you or your facility?

do alrworthiness inspectors, asaligned to you or
your facility, appear to know the FAA regulations?

do airworthiness inspeotors, asaigned to you or
your facility, appear to know the FAR published
policies and interpretationa supporting the
regulationat?

do airworthiness inspectors, assigned to you or
your facility, interpret the regulations in a
conaistant way?

do alrworthiness inspectors, asslgned to you or
your facility interpret the ragulations accurately?

do airworthiness inspectors, asaigoed to you or
your facility explain the regulations and your
options clearly?

are differences of opinion between you and
airworthiness inapectors (regarding
interpretations of regulations) resclved in
mutually acceptable ways?

do smirworthiness inapsctors, asaigned to you or
your facility, conduct their duties in a thorough
way?

do airworthiness inspectors, assigned to you or
your facility, appear to be technically competent
in the conduct of their duties?

are airworthiness inspectors, assigned to you or
your facility, courteous in the comduct of their
dutiea?

do airworthineas inspectors, assigmed to you or
your facility, appear o understand your
organization and its needa?

40 airworthiness inspectors, assigned to you or
your facility, provide clear and accurate answers
to your questions?

do airworthiness inspectors, assigned to you or
your facility, provide answers in a timely manner?

do you rely on airworthiness inspectors for
counseling in technical areas?

do you rely om airworthiness inspectors ror
counseling in regulatory areas?

are you satisfied with participation by
sirvorthiness inapectors in safety seminars and
other public meetings?

are you satisfied with the performance of
alrworthiness iospectors, assigned to you or
your facility?

TOTAL NUMBER OF RESPONDENIS: N=

26

FSDO
A #® ¢ o _E F__6 _HB
100.0 97.7 98.6 98,7 1wo.0 9B.%1 100.0 100.0
33.3 B86.0 85.5 92,2 #87.2 82.7 620 78.9
50.0 6T.4 2.7 61.0 67.4 53.5 65.4 61.1
66.7 63,7 #81.2 75.3 80.9 738 76,8 77.8
00,0 60,5 51.5 48,7 S2.2 61.2 3B Mr.A
33.3 97.6 9z2.6 97.3 93.2 98.0 96,1 @88.3
33,3 86,5 B86.6 94,6 90.7 92.9 BB.S B3.3
33.3 T76.2 B6.8 B1,1 T75.0 88.0 TH.I T2.2
66.7 90.5 92.4% 90.% B6.,0 94.8 BN3 B8.9
33.3 81,0 79.4 Bs.,1 63.0 B88.0 69,2 7T71.8
66.7 91.9 80.3 179.5 7T9.5 82.% T0.5 2.2
100.0 05.2 89.4 g4.5 8BB4 g4.1 9.3 B2.4
33.3 68.1 89,6 89.2 844 96.0 85.2 B4.2
66.7 95.2 95.7 93.2 G97.8 96.1 9N.5 9H.7
33,3 B8.1 83,3 811 844 85.1  B5.2 68.4
66.7 BB.1 Bz.6 T9.7 7TB.3 @&7.0 7B.0 Bh.2
66.7 7T8.6 83.8 80.8 83.0 68.9 B5.2 B3.3
33.3 48,8 50.0 #5,3 25.5 55.3 89.1 36.8
33.3 65.1 60.9 65.3 4.7 70.9 61.6 68.4
50.0 80,0 80.0 4814 B80.6 82,4 7T9.0 93.8
66.7 B7.8 84,1 89.3 83.0 90.2 862 T3.9
3 43 69 11 Ly 104 13 1%



APPENDIX G.~PERCENTAGES OF POSITIVE RESPONSES BY QREAT LAKES REQION
GADOS AND FSDOS FOR EACH ITEM IN THE SURVEY

GADY AND FSDO
T0 WHAT EXTENT: A B C ] E F BB [4 [1]i] EE FF
t. sre you familiar with the TAA regulaticas that 98.3 100.0 97.3 96.6 100.0 100.0 100.0 §7.9 97.1 100.0 100.0 100.0

apply to your aviation functiona?

2. sre you familiar with the FAA published policles B84.2  TH.,7 63,8 79,3 66,9 89,3 BN.6 80,9 88,2 B0.0 81.0 92.%9
and interpretations regarding those regulations
that apply to your aviation functions?

3. do those regulations policies, and interpretations 63.2 53,7 3.2 60.3 7T4.1  53.6 W6.2 %S2.2 51.6 53.3 52.0 50.0
give you flexibility in making decisiona about the
work you do?

4. are you avare of the duties and responsibilitisa 82.5 75.9 A1, 810 B89 89.3 76,9 T0.2 TRT  BA.T  TZ.T  T1.M
of airworthineas inspectora?

5. are you visited during the year by sirworthiness 59.6 N1.5 ¥3.2 S50.0 51.9 T&.6 61.5 340 58.8 66.7 6.9 64,3
1 inspectors ssaigned to you or your facility?

6. do alrworthineas inspectors, assigned to you or 96,2 92.6 B5.7 89.7 96.0 96,4 §2.3 §5.6 93.9 BE.T 949 TO.E
your facility, appear to know the FAX regulations?

.

do alrworthinesa inspectors, assigned to you or 96.0 90,2 82.9 82.5 91.7 100.0 92.3 8.6 93.% 86.7 B5.2 TB.6
your facility, appear to know the Fik published

policies and interpretations supporting the

regulationa?

-3
.

: 8. do airworthiness inspectors, asaigned to you or 82,0 76,8 65.7 75.9 B40 76.6 BL.& 5B.t 80.0 66.7 BO.B T6.9
: your facility, interpret the regulations in a

| consiatent way?
1

: 9. do mirworthiness inapectors, assigned to you or 93%.9 90.¢ 7h.3 85.7 7.5 O5.7 B4.6  B5.M  96.T TB.6 92,1 TR.&
i your facility interpret the regulaticna aocurately?

10: do airworthiness inspectors, snaigned to you or 83.3 T4, 56,3 T9.3 64.0 67.¢ TE.9 77.3 TT.A 66.T 80.8 57.1
your facility explain the regulations and your
cptlons clearly?

i

; 1. are differences of opinion between you and 81.5 T4.5 65.7 T73.T 81.5 #85.2 61.5 7TB.0 83.3 53.3 83.3 6a.3
i alrworthiness inspsctors (regarding

i interpretations of regulations) resclved in

l sutually scceptable wvaya?

12. 4o airwerthineas inspectora, assigned to you or 98.1 82.7 82.4 @8%.5 83.0 89.3 2.3 B6.4 93,5 B5.7 91.1 8.6
your facility, conduct their duties in a thorough
vay?

l 13. 4o airworthiness inspectors, assighed to you or 86.5 82,7 #2.9 B0.7 84.6 2.1 100.0 88,6 B4.N  BO.0 835 TB.6
your facllity, appear to be technically competant
’ in the conduot of their duties?
14, are airworthineas inspectors, asaigned to you or 94.3  96.3 80.6 9.7 96,2 92.9 92.3 95.6 93.9 93.3 949 T71.4
your facility, courtecus in the comduct of thelr
duties?

15. do airworthiness inspectors, wssigned to you or 84,9 72,2 70.6 B0 BME TILN  B3.3 81.0 78.% 73.3 82.3 Ti.a
your facility, appesr to understand your
organization and its needs?

16. do airworthiness inspectors, assigned to you or 88.7 71.8 TA.3 79.3 B85 820 846 T5.6 B1.B  66.7 78.5 Ti.4
. your feoility, provide olear and scourate anmwera
J to your questions?

‘ 17. do atrworthiness inspesctors, assigned to you or 75.9 T9.6 YT T79.3 92,3 968 917 62.2 B80.6 80.0 B6.1 T1.M
! your facility, provids answers in a timely ssnner?

J 16. do you rely on atrworthi inspestors for 37.9  33.3  25.0 H1.4 37,0 N6.4  53.3  K2.2  36.7 #6.7 M6.6 6.3
oounssling in tachnical areas?

| 19.- do you rely on alrworthiness inspectors for 69.0 55,6 55.6 50.0 M4.M 64,3 69.2 56.5 56.3 66.7 61.5 €8.3
' counseling in regulatory areas?

20, are you satisfied with partioipation by 78.7 6.6 TH.1 86,8 75.0 88.0 83.3 7T5.7 69.2 93.3 T8.3 Ti.%
airworthiness inspsators in safety seminars and
othar public ssstings?

21. are you satisfied with the performance of 82.1 8.9 T3 01.0 615 B5.7 100.0 75.6 81,3 73.3 8.9 TN
sirvorthiness inspectors, assigned to you or
your factlity?

TOTAL NUMBER OF RESPOMDENTS: N= 58 54 37 58 27 28 13 L 3 15 T9 1L
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APPENDIX M,-PERCENTAGES OF POSITIVE REPSONSES POR EASTEAN REGION
OADOS AMD FSDOS FON ZACH ITEM IN THE SUNVRY

0ADO AND F3DO
TO WHAT EITENT: ) ) BN SRS S i d . T 3 X T
1. ars you familiar with the FiA regulations that 100.0 00,0 96.3 100.0 100.0 100.0 100.0 100.0 100.0 Wwo.0 100.0 97.9 .
apply to your aviation funotions?
2. sre you familisr with the PAA published policies 87.5 B8.6 96.3 89.6 9.0 83,7 B2, BN 6N.3 9%.3  90.% 67.0
and interpretations regarding those regulations
that apply to your avistion functions?
.
- 3. do those regulations policies, and interpretstions 65.2 61,8 88.¢ 70.82 55.9 61.9 %8.B <S6.3 60.0 s5.8 72.7  19.2
give you flexibility in making decisions adout the
work you do?
4, are you aware of the duties and responsibilities 75.0 B8.6 85,2 87.5 82,9 8.4 BA.2 B1.3 66.7 T3+ BE.M 79,2

of airworthiness inapsctors?

5. are you visited during the year by sirworthiness 79.2 60.0 TO.M 686 57,1 57.t 67.6 M6.9  60.0 A4 68.2 52.1
inspectors asaigned to you or your facllity?

6. do sirworthiness inspsctors, assigned to you or 87.5 97.1 100.0 91T 943 100.0 9k 96,7  85.7 98.0 90.9 95.6
your facllity, appsar to know the FAk regulationa?

T. 40 airvorthiness inapectors, assigned to you or 87.0 90.9 190.0 9.3 9N.3  97.6 B4.8 B89.7 85.7 9.0 0.0
your facility, appear to know the FAA pudlished
policiss and interpretations aupporting the
regulations?

8. do airworthiness inspectors, assigned to you or 69.6 91,2 B88.9 77.1 TI.A 8O.5 5.8 62,8 76.% 7.6  85.7 0.4
your facility, interprst the regulations in a
oconslistant way?

§. do airvorthiness inspactora, assigned to you or 8.2 90.3 96.3 85.8 93.9 67.5 9.2 8.5 On.6 858 95.0 BT.5
your facility interpret the rsgulations scouratsly?l

10. do airworthiness inspectors, assigned to you or 5.0 82.8 BB 0.8 TI.1 Ti.A B2, 733 5T
your facility sxplain the regulations and your
eptions clearly?

1. ars differences of opinion betwean you and 79.2 018 100.0 B0.9 B5.T TI.A B39 75.9 TA.6
alrvorthiness inspectors (regarding
interpretations of regulations) resolved in
wutually acosptable ways?

12. do sirworthiness inspectors, assigned to you or 87.0 96.9 92.3 91.5 BB.6 92.7 9k.t  BE.2 92,9 Bh.0 B85.0 B5.h4
your Tacility, comduct thelr duties in & thorough
way?

13, do sirworthiness inapsotors, asaigned to you or &7.5 68,2 96,3 T9.2 8B.6 92.7 88.2 90.0 92.9 80.0 B&.2  79.5

your facility, appsar t¢ be techniocslly competent
in the oonduct of their dutises?

4. are alrvorthiness Sinspactors, asalgned to you or 87.5 93.9 100.0 97.9 97.1 ST.6 94.0 96.8 92.9 90.2 1W00.0 95.5
your facility, courteous in the oconduat of their
dutiss?

15, do airvorthiness inspectors, assigned to you or 70.8 85.3 81.5 8.4 T6.5 B1.0 T2.7 90.3 18.6 O TI.N
your facility, appsar to understand your
organisation and its nesds?

16. 4v airworthiness inapsctors, assigned to you or 83.3 88.2 92.6 B3.0 B2.9 887 B2.4  90.3 86.7 .5
your facility, provide clear and acourate answvers
to your queationa?

6.2 80.0

17. do airworthiness inspectors, assigned to you or 5.0 93.9 9$6.3 Te.2 BS.Y BB BS.3 TILA B0.D T8.4  90.% BA.N
your Tacility, provide answers in s tismely manner?

18, do you rely oo airvorthiness inspectors for 41,7 M0 55.6  35.% 514 588 A7.1 51,6 53.3 AC.A  45.5 52.2
counseling in technical aress?

19. do you rely oo airworthiness inspectors for 58.3  57.1  Th.r 62,5 ST.Y 50.0  T0.6  TM.2  26.7 55.8  63.6 65.9
cocunseling in regulatory aresa?

20. are you satisfied with partiocipation by 75.0 BA.N  B1.5  69.3 BN T6.5 B39 TT.8  9l.7 68.2
airworthiness inapectors in safety seainars and
other publiic meetings?

8.3 1.5

21. are you satisfied with ths performancs of 83.3 90.9 92.6 61.3 SN 9.5 9.2 9.3 9.3 78.08
airworthiness inspsctora, assigned to you or
your facility?

T2.1 0.2

TOTAL NUMBER OF RESPOWDENTS: M= F1] 35 27 L] 35 3 3 » 15 53 22 L} |
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, APPINDIE X.-PERCENTAGES OF POSITIVE RESPOMSES FOR WESTEMM-PACIFIC REGION
! £3003 FOR BACH ITEM IN THE SURYEY

Fabo

TO WHAT EXTENT: A ] [ ] E ¥ ] H I J K L [] []

1. are you familiar with the FiA regulstions that 98.2 971 100.0  100.0 106.0 100.0 96,6  100,0 100.0 100.0 100.0 100.0  100.0  100.0
spply to your aviation functiona?

2. are you familiar with the FAR published policien 80.8 9.2 3.9 88.9 8.2 85.7 79.3 85.7 Bu.s 90.0 87.5 75.0 69.2 90.9
wdl interpretations regarding thoss regulstions
that apply to your aviation fmations?

3. do those regulations policies, and intsrpretatioms 60.8 76.5 [TH ] 7.8 647 2.9 58.6 61.9 T6.9 90.0 3.3 5.0 T12.7 12.7

give you Tlexibility in making decisions sbout thl
work you do?

4. are you sware of the duties and respooaiblilities 80.8 67.6 7.8 BN 765 TN BAT 65,7 6.2 0.0 $3.8 70.0 8.6 55.5
of airworthineas inspsotora?

5. are you visited during the year 3y alrworthinsss .2 61.8 22.2 T2.2 58,8 511 65.5 61.9 69.2 30.0 93.8 B85.0 53.8 T2.7
inspactors sasigned to you or your facility?

6. do airworthiness inapeotors, sssigned to you or 9.1 100.0  87.5 8z.4 94,1 3.3 00.0 95.2 92.3 90.0 100.0 $00.0 92.3
your fuoility, appear to know the Fik regulationsT

7. do airworthiness inspeators, assigned to you or 93.9 9o.6  BT.5  T0.6  86.2  83.3 100.0 905  76.9 90.0 100.0 9N, T  90.0  85.7
your fwcility, appsar to know the FAk pub]ished
policiss and intsrpretations supporting the
regulationa?

8. do airworthiness inspectors, assigned to you or 1.1 T0.6 62.5 T0.6 76.5 33.3 78.& B1.0 61.5 45,6 86.7 65.0 T2.7 66.T
your facility, interpret the regulations is &
consistent way?

9. do alrvor & to you or 9.7 90,3 62.5 T6.5 B1.3 50.0  92.6 85.0 T6.9 7.5 100.0 100.0 T0.0 Bh.2
your facility m-rput th- Tegilatione sccurately?

10. do airworthiness inapectora, asaigosd Lo you or £5.5 67.6 7.5 716 765 28.6 86.2  B5.T  TH.9  66.7 BT.5 85,0
your facility explain the regulatioms mnd your
opticns clearly?

58.3 6.7

11, are differences of opinicn betwesn you and £9.2 81.8 57.1 70.6 82,8 66.7  99.3 90.0 1.5 TI.B
airvorthiness inspsctors ( ing
jntarpretations of regulstions} resolved in
sutually asceptable ways?

100,90 89.5 6.7 76.2

12, do airworthiness inspectors, assigned to you or 90,0  90.9  85.7 gh.1 BBz 83.3 B89 100.0 BH,6 BO.0  100.0 100.0 BN B6.%
your facility, conduot their duties in a thorough
way?

13. do airvorthiness inspsctors, assigoed to you or 84,3 91,2 5T T76.5 76.5 50.0 Bs.7 95,2 76.9 50.0 1D0.0 100.0 84,6 7.3

your facility, appear to be technioslly ocompetent
in the conduct of thelr dutiss?

4. are ajrvorthiness inspectors, assigned to you or g8.0 981 88.9 8.2 9h.1  100.0 96.6 100.0 82.3  W0.0 1000 100.0 92.3 95.5
your facility, courtsocus in the conduct of their
duties?

15. do airwor i ., ighed to you or TR 57.6 2.2 T2.2 B8.2 0.0 T9.3 90.0 61.5 8.0 87.5 85.0 16.9 7.3
] your facility, appear to understand your
§ organization and its newds?

16, do mir 1gned to you or 76.9 T9.4 AN B2.A 76,5 33.3  19.3 8.0 69.2 80.0 675 95.0 69.2 81,8
your facility, pnﬂu alur and agourats answers
to your quastims?

17. o airworthiness inspectors, assigned to you or 62,6 &8.7 66.7 88,2 [ -} 33.3 86,2 90.0 BN 6 1.4 93.8 80.0 61.5 81.4
your facllity, provide answers in a timely sanner?

18. do you raly oo airworthiness inspectors for 32.7 38.2 22.2 LR ] AT 268.6 5.7 T1.4 38.5 10.0 56.3 0.0 38.5 5.5
oounseling in technloal areas?

19. do you rely oo airwerthiness inapsctors for 6.2 61.8 50.40 IR ) 0.6 #2,9 58,6 &5.0 69.2 MA 81.3 T0.0 6.2 59,1
oounseling in regulatory arees?

20. are you satisfied with participatian by 5.9 51.9 66,7 75.0 81.3 60.0 BB.0 89.5 60.0 100.0 100.0 58,1 0.0 12,2
airvorthiness inapsotors in safety seminars and
other public meetings?

21, are you satisfied with the perforsance of T8.A T9.0 66,7 Th.5 8.2 33.3  82.8 8.0 76.9 90.0 8T.5 95.0 8.6 7.3
sirworthiness inspectora, assigned to you or
your facilicy?

TOTAL NUMBER OF MESPONDENTS: K= 52 L] 9 8 17 7 29 21 13 10 % 20 13 2
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