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Excerpt: . . . system to accumulate and monitor the results, and had little information available concerning the value of FinCENs proactive analysis
to law enforcement. This is discussed in more detail below. Customer Response Data Are Not Formally Documented and Provide Little Useful
Information to Assess Complex Analysis The FinCEN strategic plan cites the use of customer ratings as a means of measuring the quality of its
analytic products. However, the response rate to FInCEN customer survey forms included with each of its case reports has also been low. FinCEN
also does not have a formal reporting system to accumulate and monitor the results derived from customer response forms provided with each of
its case reports. To compensate for the low response rate, FInCEN requested information through email and telephone surveys. FinCENs Office of
Regulatory Support, which performs institutional trend analysis, has an informal process to record responses to surveys provided to institutions.
FinCEN includes customer response forms with each of its completed case reports. We found two versions of a customer response form for reactive
cases and one form for proactive cases. FInCEN forms asked customers if ( 1) the bureau adequately responded to their requests, ( 2 ) more
analytical support would have been useful, ( 3) the information was timely, ( 4 ) the information was shared with other agencies, and ( 5) they were
satisfied overall with the services provided by FInCEN. One of the two versions of the form for reactive cases also asked customers to identify the
ways in...
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