VII. Service First Benefits 

Focus Group Results: In May of 2001, the Forest Service commissioned an outside group to conduct focus groups in Southern Colorado and Central Oregon, to learn employees’ perceptions and suggestions regarding Service First. Some comments from the focus groups (verified by both Colorado and Oregon employees and managers):

	Employee Comments about Service First

“There were a lot of fears as far as what Service First might do to morale. We met those straight on, and most of those issues turned into non issues.”

“Where we’ve integrated services, the efficiency and the feedback, both internal and external, has improved. It’s really been wonderful.”

“The higher up you go in the hierarchy of either agency, the more territorial it becomes.”

“Customers love it. Everything’s consolidated right here, and we can answer the questions for all the agencies. I enjoy it myself. I’ve learned so much from the different agencies.”

“Overall it’s for the good of the land. I was so excited in the beginning because we really all do the same thing, so why do we have these two separate agencies anyway?”

“With Service First you’ve got two levels to work on. It has to work on the person-to-person basis, but we also have to get the rules changed at the top … with the rules for computer systems and payments.”


The May, 2001 focus group also showed strong support from various Service First customers. They praised it for making service easier to obtain, for increasing timeliness of response, and for sharing more information and knowledge with the public. Customers also appreciated the standardization across offices, which gives them consistent responses to their questions.

	Customers’ Comments about Service First

“From my standpoint, government is government. I realize that one agency is Dept. of Agriculture and one’s Dept. of Interior, but they still both deal with land that I pay money to run cattle on. In my mind it’s all the same … the way they’re doing it is great.”

“We used to feel that the land management agencies were here to rule. Now we feel that they’re here to serve the public.”

“Where I really see the change is in the fact that any time you need expertise or help, you’ve got one or the other or both agencies combined.”

“The most practical thing that could’ve happened was for other two agencies to move into the same building, use the same receptionist, and use the same copy machine. It’s saving taxpayer money.”



You’ll find more information on Service First focus group results in the Service First website. In addition, the GAO has done a thorough study of Service First, and documented its findings. That report is also available on the Service First website: http://www.fs.fed.us/servicefirst
