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PREFACE

This report summarizes analysis of the resultswéb-based feedback survey that has
been conducted shortly after the conclusion oflita Maccabiah in July, 2009. This
report represents the culmination of intensiveréttoat started over a year prior to the
Maccabiah 18th and ended with this report and ptifsentation of its results to Maccabi
World Union Executive. This effort comprised forratihg, in cooperation with the
Maccabiah Headquarters, of requirements that theegwas supposed to satisfy,
mapping of major processes, constructing the thoestionnaires of this survey,
conducting the survey via the Internet, translatirig English non-English textual
responses and finally statistically analyzing teguits and summarizing them in this 3-
volume report.

This Volume 1 expounds major results and conchssbtained from analyzing
responses from participating athletes, Maccabiddgadéon officials (henceforth DOs)
and Israeli Maccabiah staff. Volume 2 displaysdach item in the three questionnaires
distribution of responses (in the form of histogeamas well as summarizing statistics
(total number of respondents, averages and stan@ardtions). Volume 3 details
textual responses for each item that required &xasponses. The Introduction section
below further details the survey, its structure aodsiderations and tools used in its
build up.

We wish to thank all of the Maccabiah 18th stafflheing so helpful and
instrumental in designing and implementing thisseyr In particular, we wish to thank
Avinoam Gilad, director of the Maccabiah Headquatte/ho has initiated this survey
and accompanied it to its conclusion. We also tHaakid Amiel, head of Maccabiah
18th Human Resources & Volunteers Department, wé® our partner to this survey and
had escorted us with his good advice and strongrcmmsense every step of the way.
Also very helpful were Maya Tshuva and Oshrit R&win same department. We wish
to express our debt to the Maccabiah 18th IT (mftion technologies) people, who had
helped, with their programming skills, turning tipgestionnaires into Internet-accessible
feedback survey. Last but not least, we wish taaakedge with thanks the invaluable
inputs of Rinat Bidany and Keren Farm, undergraskuat their final year of study in the

Department of Industrial Engineering and ManageméBen-Gurion University, who
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helped design and build the questionnaires asopéneir 4th year final project. There are
many others of Maccabiah staff who have contribsigdificantly, however space
limitations do not allow us to acknowledge them Wle hope that improvements
implemented in future Maccabiahs, as a resultisfgarvey, will be the real reward that

all of us would be delighted to share.

Professor Haim Shore
Ben-Gurion University

Beer-Sheva
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EXECUTIVE SUMMARY

The conclusions detailed here are based on resptshde-edited comments and
suggestions (Volume 3), analyses of individual g@mthe questionnaires (Volume 2)
and further in-depth analyses that are reporteu fegre (Volume 1 of the report). Some
other conclusions are based on the author’'s ownilggaof the Maccabiah processes
(however superficial, due to the short time spaaimbined with his past experience as a
management consultant and his professional expexrtiprofessor in a department of
industrial engineering and management, with pelsspecialization in quality
engineering and process improvement techniquesadkteowledge insufficient in-dept
knowledge of the Maccabiah internal processes.éfber some of the conclusions given
may be debatable, superfluous (namely, solutiomse hlieady been practiced during the
Maccabiah which we were unaware of) or impractigawever, the conclusions given
below convey our best efforts to summarize theltesit this feedback survey, and we
attempted to relate to survey data to support dimelasions, wherever possible. This
executive summary highlights major findings, cosadns and recommendations

suggested by the survey results.

Major Findings

e The overall experience of Maccabiah by particigptthletes is extremely positive
with high satisfaction also with the general prograf the Maccabiah.
Accommodation and transportation was source of nfiutration.

e Sports events were very gratifying with equallysfging level with the challenges
faced.

e There was much variation in levels of satisfactith facilities, their location
relative to accommodation venues, training condgiand level of judges and
referees. This variation should be attributed forapiable differences in the
conditions experienced by athletes in the diffesgdrts fileds.

¢ On the whole, high satisfaction was experiencet WMaccabiah events. However,
desire for more interactions between participamis Jeast those from different
countries, was expressed. This was explicitly esged in comments requiring shared

accommodation centers and shared buses on tolrp&ople from other countries.
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Opening and closing ceremonies were extremely guigiaverage of 4.3 for both).
Interestingly, regarding the contents of the censig®) satisfaction levels were
probably in inverse proportion to the cost of thoeeemonies: the opening ceremony
was rated 3.9 while the closing ceremony was ratédAs conveyed additionally by
comments made, one possible reason for the diferaas the feeling that the open
ceremony dragged on for too long and ultimatelgriigred with athletes capability to
compete the next day. Likewise, feeling of attamfpaid to care for the needs of
athletes was better felt at closing ceremony (ageetd 4.2) compared to 3.9 for the
opening ceremony. Dispersing after conclusion @nipg ceremony was also source
for frustration.

Non-sports events generally got high marks althdugh variation exists (ranging
from average of 3.2 to over 4 for the different sfiens). Most praised were
PopMacc beach & Cycling events (4.0), JMacc closwent in Ra'anana (3.9), Party
in Ramat Hasharon (junior) (3.8), Welcome evenB§), Party in "Ha-Oman 17" Tel
Aviv (open) (3.8), Jerusalem day (3.6).

Accommodation centers were probably the worst mobdf this Maccabiah, with
large variation in conditions provided. This wasi®e for much resentment amongst
athletes, who have all paid about equally for taecommodation. Level of
satisfaction ranges from the worst (average lems 80) for Ben-Shemen Youth (1.0,
with only one response!!), Hadassim Youth (1.6)lilG&.9), Hakfar Hayarok (2.0),
Gan Vanof Youth (2.5), Optima (2.6), Park (2. Hd&Meir Shfeya Youth (2.7). The
best were (average at least 4.0) Leonardo (4.7%),Haamorama (4.4), Dan Carmel
(4.3), Kfar Maccabiah (4.3), Nave Hadassa YoutBQ}.Tal (4.1), Grand beach (4.0)
and King Solomon (4.0). Although many youth hostels represented in the set of
worst accommodation centers, Nave Hadasa YoutB)4ad Beit Berel Youth (3.7)
are testimony that youth hostels can deliver gaodise if proper care is delivered by
the individuals in charge. Delegations officialoof) were generally satisfied with
their own accommodation (3.8) but less so with agoodation provided to their
delegations (3.0). Thefts in Ben-Shemen and in Bsidaprobably contributed.



Much satisfaction was expressed regarding ther sytem in terms of helping with
transportation and getting around (3.8), thougbdasariation exists amongst
respondents (standard deviation of 1.20).

Security and safety got high marks (3.9) and s@kealth services (4.0). There is
high variation between marks given to the form@¥®f 1.25, with responses
ranging from 1 to 5). Reasons for this variatiogareling security and safety might be
the theft in Ben Shemen, undesirable free flowedgde in and out of
accommodation centers with little supervision, ctaimis about guards sleeping
during night hours and lack of proper guard fords/k

Maccabiah staff generally got high marks (averaif€s8 at least). General
satisfaction with Maccabiah staff was expressetidift Dos and athletes. This
probably reflects the feeling of good will and angme wish to be helpful from
Maccabiah staff. Same sentiment was also genesdlcted in comments made
(Vol. 3). In particular, sports coordinators (4.1€jucational staff (4.0), security
personnel (4.1) and reps at accommodation certélsWere praised. Less
satisfaction was expressed with the proficiencgastain groups of people, like a
feeling of bias towards Israelis by judges andrexs. Very high praise was given to
the Moked (3.8 at least), less so to the Maccabigh site (3.5 to 3.7). With regard to
the latter, a general feeling was expressed tleatveb site was lagging behind
technology in its design and user-friendliness, @ad vital information was missing
or hard to find (like addresses of sports venuasnsary of medals earned by each
delegation on a daily basis, and no sufficientlicuesponse times for sports events
achievements).

Delegations officials (DOs) expressed feeling atcabiah organizing committee
(or HQ) could be more helpful in organizing theetgtion and EF3 registration (two
thirds expressed that feeling). The average giwesatisfaction with help provided is
also not high (3.6). Perhaps a thorough readirgpofments made (Vol. 3) could help
clarify this sentiment. General satisfaction wagressed regarding assistance
provided by the web site in the buildup and registn process (89% answered “yes”

to question whether web-site was helpful).



High satisfaction with the color code system (@) absorption process in the
Maccabiah framework (including at Ben-Gurion antpo

High satisfaction with the Maccabiah overall expede by DOs (3.8 and higher)
Like with athletes, so delegations officials (D@&re generally dissatisfied with
accommodations centers of athletes (3.0), or thsiance from sports events venues.
DOs were very satisfied with their own accommodai®.8).

Average satisfaction (around 3.0) of DOs with spestents envelope (facilities,
equipment, training)

High satisfaction of DOs with non-sports events emds (over 4)

DOs were relatively indifferent to all aspects loé bpening ceremony (3.4 to 3.8)
and much more enthusiastic about the closing cemgri¥0 to 4.5). Same
phenomenon was witnessed with athletes. Thesestensfindings probably call for
re-thinking whether Maccabiah opening ceremony khatiempt to compete with
the opening ceremonies of Olympics games (it priybamnnot due to budget
constraints), or aim to deliver a more local Isragtl Jewish flavor with less
extravaganza.

Average satisfaction (3.2) of DOs with respectragtiency of rides and suitability to
delegation needs. This is consistent with athletesiplaints about being bound to
their accommodation centers, with transportatiotside these centers relatively
expensive or unavailable. We will relate to thisgnpan the recommendations section.
Generaldissatisfaction was expressed regarding educational contentsrisest
athletes Junior (2.9). This calls for further praoft® the causes for this general
dissatisfaction. Perhaps review of comments in 8ahay be helpful in this regard.
As with athletes DOs expressed appreciation foMbked (4.5 and over), less so
with the web site (3.5 and over). Yet, 88% convetyed the web site fulfilled their
requirements.

Maccabiah staff generally expressed high satisfaatiith colleagues from other
departments, although much variation exists, aalddtlater on in this summary.
Although high satisfaction was expressed regarfiingtioning of Human Resources
and Voluneteers Department (4.3), relatively lows$action (3.3) was expressed

regarding suitability of training programs condutt&his calls for a more in-debt
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study because it probably conveys some dissatisfaaiith the actual proficiencies
of individuals during the Maccabiah itself. Regagirecruiting and selection of
workers and volunteers there was a general go@d ¢é\satisfaction (mostly 3.7 and
higher).

e Maccabiah HQ (“Matte”) was generally appreciatedit® functioning in organizing,
planning and over-viewing the Maccabiah (3.9). Wunthly meetings with heads of
departments were less appreciated (3.2).

e Much variation exists in general evaluation of fimectioning of various Maccabiah
departments. Most appreciated were Human Resoance¥olunteers (4.30),
Finance department (4.2), IT (information techn@syDepartment (4.2),
Ceremonies and Events (4.1) and Junior Maccabidl. @Bopular Maccabiah
department, while average in general evaluatid8b(3 gained much praise in
responses to questions about various aspectsfahittoning (usually over 4.2).
Low ratings were given to PR, Media & Spokeman’p&ément (3.4), Sponsorship
Department (3.6) and Marketing Department (3.7) pdbably suffered from a

general sentiment of invisibility of the Maccabient in the local media.

Major conclusions and recommendations

As stated earlier, the conclusions and recommemisagxpounded below reflect an
attempt to deliver them in an integrated fashi@sdal on comments made by the survey
respondents, statistical analysis of the resuliisthe author’s acquaintance with the
Maccabiah processes and his own professional experi Each of the conclusions and
recommendations below is debatable, however we a&@mpted to corroborate them

mainly with information gained from the survey.

e Overall success of the Maccabiahfhis Maccabiah received very high evaluations
by respondents with regard to major features,digening and closing ceremonies,
schedule and carrying out of sports events, nontspoents and tours. The success
of the Maccabiah may be deduced from responsesnergl questions (like those

relating to the “Maccabiah experience”) and froomaoents made by individuals.
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This general high evaluation should not be clouglethe pursuing conclusions and
recommendations, which naturally tend to emphasizat needs to be corrected.
Accommodation, transportation (from accommodation enters and between
sports events venues) and general mobility of attks: Lack of proper
accommodation or proper supervision of the qualitgccommodation services, large
variation in the quality of accommodation accorg@ladous delegations and
disturbing distances from sports-events venuesmde constitute a major problem
in this Maccabiah. Lack of free transportation frantommodation centers to city
centers and a sense of impaired mobility also dmuterd to a feeling of unfulfilled
expectations. Lack of regular transportation betwggorts events venues still
increased a degree of frustration. We offer sesahitions:

o Employing a fleet of shuttles affiliated to accondation centers (or
delegations) around the clock, with uniform (sulzd) fees for required
drives for distances that do not exceed a pre-oheted value. For example:
“Ten shekels for a drive not exceeding 10 km”.

0 Better quality control of services delivered by gpective accommodation
centers (ACs), prior to selection of these ACs, takthg measures to increase
quality-based competition between hotels and ybostels that wish to host
Maccabiah participants. Furthermore, future Macalaloirganizers should
prepare a “Specifications Document” that would tishimum requirements
for eligible ACs, and these specifications showddhart of the binding
contract. Typical items in the list: “Providing eence that all rooms were
sprayed against bugs”; “Minimum Food RequiremeriBtpvision of shuttle
to city center from 6.00 to 23.00”; “Room speciticas”; “Personal safety
specifications (including lockers)” and so on.

0 Increasing the inventory of ACs available to Magahlparticipants is one
means of enhancing quality-based competition betyweespective
contenders. For example, during summer months ledsdsf accommodation
spaces are available at universities and collegesitbries around the
country. We were surprised to find out that nongi@pated in hosting the

Maccabiah’s athletes although campuses usually tafeterias that are open
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throughout the summer. Another example is guessdémacattered around the
country. With proper arrangements for convenientté# transportation they
do not have to be confined to the center of thatgu

o Provision of an additional exit time (transportadidor participants who wish
to depart from night events earlier.

o ldentification, from the survey raw data, of delegn officials that have
expressed extreme dissatisfaction with their deiegaAC for an in-debt talk
aimed to identify root causes of the dissatisfaciiad how to eliminate them.

o Introduction of several types of transportatiohietes (like regular buses and
minibuses) in order to allow more flexibility inglransportation provided.
For example, mini-buses can shuttle on a regulsistietween major venues
where sports events take place.

Opening and closing ceremoniesAppreciably higher satisfaction with contents of
closing ceremony than opening ceremony, as welbagplaints about opening
ceremony interfering with sports events the follogvday, stand in sharp contrast to
the investment probably allocated to these two &vghis is a personal assessment
based on watching both events). The low profilthefopening ceremony in local
media possibly contributed to the low evaluatioregi by Maccabiah staff to all three
departments charged with interactions with extenmadlia-related factors (Marketing,
Sponsorship and PR, Media and Spokesman’s depddmeépeneral Maccabiah low
visibility in local media kept re-appearing in corants made by Maccabiah staff
(Vol. 3). It is suggested that better visibility ynattract more sponsors and thus allow
the Maccabiah organizers better flexibility in resding to participants needs (like
the need for increased mobility).

Maccabiah web-site and MokedFrom comments made, and on comparison of
grades given to the web-site and to the Mokeakatrss that this Maccabiah’s web-
site left too much to be desired. While the web-s#ems to have delivered the basics
needed, the fact that such a web-site today catesia major connection between
athletes and their family and friends back homeyelsas delivering other major
functions (like assistance in the registration ps®, indicate that the level of

sophistication needed is much higher, and perhegpsnes considering outsourcing
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the buildup and maintenance of the web-site inrfudaccabiahs. For example, a
delegation official complained that he was unablddwnload data into an excel
sheet, a basic necessity in today’s highly intéractnvironment. Spanish-speaking
individuals wondered why they cannot read in tlo&in language. An athlete
wondered why he cannot find sum up of medals gdatwte@ach delegation on a daily
basis. It is suggested that in future Maccabidieweb-site should be designed well
in advance, perhaps by an external company, wéloghion to integrate advanced
technologies like text messaging to cellular phdiaason-existent option in the last
Maccabiah)ln addition, it is suggested that responsibility dpdating web-site
should be put individually on each sports fielddh€Ehis need not be connected with
free access in updating the web-site: it is endbgheach individual responsible for a
certain sports branch shall sent an updated ekeelt £very evening to the web-site
administrators. Regarding the Moked, given its uradgacity in responding to calls
(as suggested by comments), perhaps a divisiobeamplemented between “Front
Moked” and “Back stage Moked”. A similar divisios commonplace in hotels,
where there is division between “Front Desk” (remapsts, check-in and check-out
officers and so on) and “Rear Desk” (individuale\pding services to guests without
direct communication with them).

Making good use of comments in Volume 3Fhat volume contains about 2000
comments made by Maccabiah participants. Some comsmeg&press feelings, others
deliver concrete suggestions. This is a valuablaldese of feedback responses that
should be used appropriately. It is suggestedaitsaecial team be established that
will examine in detail each comment and attemptdansform those comments into
actionable items, like process improvement suggestiintroduction of new
functions or elimination of existing ones and sdtoTo assist in this process, a form
may be designed that would deliver for each releitam the following information:
Definition of relevant process (which process tbmment relates to), process owner,
process major customers, what went wrong, whabottmaorrect the process,
individual responsible to carry out the correciation. See also form designed

during the buildup of this survey, as given in thapter describing the survey.

14



Judges and referees in sports eventft:was surprising to learn of repeated
complaints about favoritism of judges and refeteggards Israelis. While this is an
unsubstantiated claim, the very repetition of tlaéne by different participants
requires some more in-debt examination of the afsuch recriminations.
Unjustified favoritism towards Israelis was alsgpeessed in regard to the cost of
tickets for the opening ceremony. This should &ksee-considered.

Timing of sports events and non-sports events anaurs, and after-Maccabiah
tours: A recurring theme in comments by athletes and D@s timing of sports
events, either with regard to time of day, in rielato the open ceremony (“USA Pre-
Camp was a nightmare!”) or relative to time of yéldre unbearable heat of July may
require some un-orthodox solutions, like moving+sports events to noon and
afternoon hours while allocating more time to spenents during dark hours, or
early morning hours. Examining temperature varrataring the months of July and
August (the only two months where schools and geleare generally not operating
and the Maccabiah can be held) may suggest thdilmesto have the Maccabiah.
Additionally, participants suggested after-Maccaliaurs, a practice well known for
people participating in international conferenddss may allow for reduced
intensity in engaging participants concurrentlgports events and in non-sports
events and tours.

Lack of use of formal forms, tag-lists, flowcharts:A well-designed form may serve
as a major tool for problems prevention and qualdgtrol. A form forces the
individual who fills it to relate to all aspectsatirequire her attention. | personally
experienced it when | once compared syllabi filkydecturers who used the
department’s formal form and those who did not. Sehthat filled the formal forms
produced much higher-quality syllabuses that ult@lyavere also more helpful to
students. Same characterization may be extended-csts. From our meetings with
Maccabiah staff we received the impression thafisermal well-designed forms
and tag-lists is not widely spread. For example there tag-lists for final quality
control of ACs prior to the arrival of athletes?8arly, we have not seen wide
spread use of flowcharts regarding Maccabiah peaseand their interfaces with

other processes. Mapping of Maccabiah process mdnelpful in settling
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misunderstanding that later prove to be critidak recommended that this issue, of
using basic tools for process analysis and debgexamined and addressed
seriously towards the next Maccabiah, perhaps thi#hassistance of an external
management consulting company (see also next item).

Maccabiah staff knowledge in process analysis, dgsi and control: Better
attention should be given to training Maccabialff steformal techniques of process
analysis, design and control. Such practices @y@ady implemented in various
organizations (industrial and otherwise) and shdadearned and practiced towards
future Maccabiahs. Certain elementary tools (magtiyphic) are used in
implementing these practices, and they may proweyha the design of major
processes of the Maccabiah. In our meetings withddlliah staff we sensed lack of
use of such techniques. An example is the formgdahiced by us, which was
designed to learn of requirements before questicemaere constructed. Many in
the Maccabiah staff admitted that it was the firse they were required to produce
such documents. Overcoming a tendency towards wgaton, natural in such one-
time major operation, is of over-riding importanttés believed that the suggested
training would help overcome this tendency. We hawggested carrying out a
workshop (on voluntary basis) to Maccabiah managenide workshop was
intended to focus on interfaces between processgadiprocess owners from
different departments. The idea was greeted withusmasm but failed to materialize.
In our department, as part of the curriculum, estadent is required already in the
first or second year of her studies to participateuch workshop. This might be
beneficial as part of the training program of fetilaccabiah staff.

Retaining staff from previous Maccabiahs:This suggestion is self evident.
However, it is not clear how much effort is indelderted to achieve this goal.
Formal acceptable procedures, formal auditsMaccabiah staff comments often
reflect a sense of “Balagan” due to lack of forqadcedures. Cumulative experience
from previous Maccabiahs in our mind justifies ¢tajlizing this experience in formal
procedures that will be known to all. This effoaincbe integrated with the
requirement of better use of tag-lists, forms dadi¢harts. In particular, a procedure

is needed for performing quality-assurance augii®i to the start of the
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Maccabiah), regarding degree of readiness of cepi@icesses and facilities for the
upcoming Maccabiah. For example, a formal audgpairts facilities and AC rooms
and facilities should be performed, either by Matah staff or by externally hired

audit companies. Results of these audits shoufdrb@ally reported to the Maccabiah

HQ.

1. INTRODUCTION

This feedback survey was conducted at the reqdi¢ise dMaccabiah 18th headquarters,
aiming to provide feedback from Maccabiah partitippathletes, delegations’ officials
(DOs) and Maccabiah Israel-based staff. The objedf this survey was two-fold: To
provide Maccabiah organizers with measures of ewtkatisfaction, regarding various
aspects of the Maccabiah, and to provide spe@gdlback comments, indicators and
recommendations that would help improve process#si planning stage and in the
implementation stage of future Maccabias. In acaocé with these objectives, various
stages of the buildup of the survey were desigmeldsaheduled (as detailed in Chapter
2). The final result was a set of three questiamsaifor the three populations of interest.
These were administered in four languages: Endhggnch and Spanish, for the athletes
and delegations officials, and Hebrew, for Macchlsiaff. The responses obtained via
the Internet were converted into excel sheetsviea¢ then statistically processed. This
3-volume report summarizes the results and thelgsionis obtained thereof. No formal
statistical analyses (like hypothesis testing) werdormed in this survey. However, the
relatively large sample obtained from respondelhbsva us to derive various conclusions
with high degree of credibility. Confidence intelvéor averages of the various items in
the questionnaires can be easily derived from tinensarizing statistics displayed for

each item (Vol. 2), if a need for such analysisesi

The structure of this report (Vol. 1) is as folewn the following Chapter 2 we
deliver details about the various stages of theesudesign and implementation. The
next Chapter 3 analyzes the profile of participdateeletes and officials), based on an
excel sheet, delivered to us from the Maccabiahpeder database. The next three
chapters 4, 5 and 6 analyze results obtained frenathletes questionnaire, from the

delegations officials questionnaire and from Madalalstaff questionnaire, respectively.
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Each chapter starts with major overall conclusiamsl then proceeds with detailed
analyses, in accordance with the various sectiostsnave appeared in the original
questionnaires. The final Chapter 7 delivers gatiié analysis of textual comments
made by respondents (athletes). We attempted imetteaf chapter) to deliver as best we
could our overall impressions from the vast arragamments (as these are detailed,
individually for each questionnaire item, in Volo8this report). Quantitative analysis of
these comments is feasible, however it needs madepth analysis that could not be
performed in the time framework allotted for thdiwksy of this report.

Various tables and plots, that were judged byusetof secondary importance to
understanding the main results of this survey -ewelegated to appendixes at the end of

this report.

2. MACCABIAH 18TH WEB-BASED FEEDBACK SURVEY-A DESCR IPTION

Already at the start of the design phase of theesuit was decided, in agreement with
Maccabiah management team, that this survey wdtédhat to collect information not
just about levels of satisfactions, as expressegghycipants in the Maccabiah, but also
about various processes, with the aim of providiogcrete info about processes that
functioned improperly, or at less than desired leeé performance. Accordingly, it was
decided to divide each questionnaire into wellrkdi chapters and sections, and in each

chapter we aspired to include four types of quastio

* Questions about the general level of satisfacffonexample, satisfaction with non-

sports events organized during the Maccabiah);

* Questions about levels of satisfaction regardisdj-defined aspects of the discussed
subject (for example, in the section “Accommodadtjsatisfaction with hygiene of

rooms);

* Questions about occurrences of specified undelgiiacidences, regarding various

processes associated with the subject addressed,;

* Questions allowing free textual responses (cadito no more than 150 words each).
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In order to deliver to us the required informatfonthe construction of the
guestionnaires, we have attempted at first to coinalo overall mapping of Maccabiah
major processes, using dedicated Industrial Engimg@rocess mapping software. Once
it was realized that this effort will take too lot@implement, we have prepared a form
for filling by heads of departments. The form reqdispecifications for major processes

as follow:

* Process name

* Individual responsible for the process;

* Process customers (whom the process intendse)se
* Interfaces with processes in other departments;

* Information desired from the questionnaire abibwt actual operation of the process

before or during the Maccabiah;
* Possible Failures regarding the process (whedehanv the process can go wrong!!)
* Comments

Two examples for filled formes, delivered by tieDepartment and by the
Accommodation and Transport Department, are digolayAppendix 2.1.The collected
filled forms helped us focus on the important pesas, their particular requirements,
how they can go wrong, and what process ownersdenesl vital information, needed
from the questionnaire, in order to apply apprdpr@orrective action in future

Maccabiahs.

Once meetings with departments representative®éen concluded and the
required filled forms collected, the survey teanhigh included David Amiel, the
students Rinat Bidany and Keren Farm, the authtnisfreport, and occasionally other
Maccabiah staff members, particularly Maya Tshustajted a series of meetings for
constructing the survey questionnaires. Severnaltitms were performed where relevant
individuals in the Maccabiah staff expressed tfe@dback to the questionnaires’ items.
Regrettably, during this phase of the design ofstheey, the war in Gaza started, and

communications and interactions between the teambraes were to a great deal
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obstructed (due to the interruption of studiesaet®urion University and the missile

risk posed to Beer-Sheva and its surroundings).

An additional questionnaire was especially prepaogvards the Plenum that took
place at the beginning of February, 2009. This weshded as a pilot, and department
heads were again asked to submit questions theyinterested in asking Plenum
participants. The final questionnaire used forRheEnum is given iMppendix 2.2
Statistical analysis and conclusions for the Plepilot questionnaire were submitted
shortly thereafter and formally presented to Ma@dabfficials. The file displaying the

results from this Plenum mini-survey is availabp®n request.

After the Plenum was over, it was suggested td haine-day workshop in which
senior management officials from the various depants will hear an opening lecture
followed by teamwork focusing mainly on streamlminterfaces between processes
belonging to different departments. This worksh@prebt materialize, however the
program for this workshop is available on requiestase future Maccabiah organizers

may wish to hold such a workshop.

Once the survey questionnaires were concludedgcandent of requirements was
submitted to the IT professionals. This documealted “Chararacterization
requirements for the Maccabiah 18th Feedback strwes delivered to the IT people
towards mid-March, 2009. It is displayedfAgpendix 2.3 As can be seen from the
document, we have required the option of using tiypes of questions. In addition, due
to the length of the athletes questionnaire ancassumption that the young athletes will
be impatient to filling the complete questionnaixe, have asked the IT people to design
internet delivery of the questionnaire in such & Wt only a third of athletes would
receive the full questionnaire, while the rest gt only half the questionnaire (half of
the questions that appear in each section of thstgunnaire; both halves were randomly
allocated to respondents). Each respondent whodtailved the incomplete
guestionnaire was given the option to fill the othalf, once she completed filling the
(partial) questionnaire originally allotted to hbtaking sure that requirements in the
document were actually met somewhat delayed artydémentation of the survey
(subsequent to the conclusion of the Maccabiamuition pilots were carried out in the
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weeks following the Maccabiah in order to root etrors detected. This intensive effort
came to an end towards mid-August, when the questices were finally dispatched (on
August, 13th). Several reminders were later serd,the time window for replying to the

guestionnaires was finally closed on September 9th.

3. PROFILE OF PARTICIPANTS IN MACCABIAH AND IN SURVEY

This chapter analyzes profile of participants ia accabiah 18th, based on an excel
sheet provided. Altogether, 11% of athletes ansd/ére questionnaire (507 responses,
discounting Israeli atheletes), 16% of delegatiffisials (59 responses) and 30% of
Maccabiah staff (136 responses). Among countrigesented by delegations of over

100 participants, three countries, Israel FranceRussia, have not responded at all.

Table 3.1presents breakdown of participating athletes aegation officials
according to country and gender, arable 3.2presents rate of survey response

according to country.

The response rates were acceptable for the atl{tet86) and disappointing for
delegation officials (16%). Given that the lathee expected to show more involvement
and carrying for the success of future Maccabititis finding is itself interesting and
perhaps requires a survey in itself. Maccabialf stablvement in the survey was very

high (30%), again in sharp contrast to involvenwdrdelegation officials.

Figure 3.1shows breakdown of athletes according to spoesdir (relating only
to survey respondentdjigure 3.2likewise shows breakdown of athletes according to

country.

4. ANALYSIS OF RESULTS FROM ATHLETES' QUESTIONNAIRE

4.1 Major results

Appendix 4.1presents averages for all items in the athletestqpnnaireTable 4.1and
Table 4.2show responses to Q5 (“Overall rating of Maccalegbperience”), according to
sports field and according to country, respectivéile the overall average for all
respondents is high (4.8 on a 1-5 scale), someaittall for a deeper investigation.
Thus, responses in sports fieldakle 4.) for Cycling (3.3), Chess (3.5) and Karate
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(3.8) were extremely poor (low averages). Similanith respect to countryléble 4.2,
extreme dissatisfaction was expressed by CzechliRefR.0), Switzerland (2.5), India
(3.0), Urugay (3. 0), Slovakia (3.7). Overall thadtabiah experience was positive (Q5,
average of 4.5), with high satisfaction also withgrogram (Q6, 4.1). However, while
satisfaction with meeting Jewish athletes was 884), less satisfaction was expressed
regarding contact with Israelis (Q10 with averag8)pand similarly a general feeling
that the Maccabiah did not deliver enough oppotyuioi know the country (Q11, 3.4).

4.2 Detailed Analysis
This detailed analysis will focus on results wheoer averages (low satisfaction) were
expressed.

First, with regard to sports, poor evaluationsen@btained for items regarding
location of facilities relative to accommodatiomtar (Q16, 3.45), quality of facilities
(Q17, 3.5), training conditions (Q20, 3.2) and lesfgudges and referees (Q21, 3.4).
Item 23 (“Undesired events during sports eventistss that 27% of respondents
complained about delays due to transport, a largeqgption relative to complaints about
other incidents.

Events and tours were highly appreciated ove@®E, 3.9), with closing
ceremony contents more appreciated than openiegnoery contents (4.4 for Q32 vs. 3.9
for Q28). Events and tours with particularly loviing were Mini Israel (3.20), Maccabi
Night Show (3.1) and Jo’ara Day (2.9).

Satisfaction with accommodation was generally Vevy (refer to Q51 through
Q58, with averages between 2.8 to 3.6). This standsntrast to high satisfaction with
Maccabiah staff on the venue (3.8). Averages fdividual hotels are given ihable 4.3
The table clearly shows large variation among aconodation centers. Here, again, lack
of public transport to and from accommodation centeas noted as undesirable by
relatively large proportion of respondents (Q5904). Other “complaints” regarded
check-in delays (21%), inadequate response to/pposbnal needs (21%) and lack of
needed information (19%).

Appreciation for transportation was average (@66), with particular emphasis
on inadequate frequency of rides (Q68, 3.3). Csystem was generally appreciates
(Q70, 3.8). The last items in the questionnaired@8ough Q88), show average
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satisfaction with the Maccabiah web-site (with agas between 3.5 and 3.7).

5. ANALYSIS OF RESULTS FROM MACCABIAH OFFICIALS’
QUESTIONNAIRE

5.1 Major results

Appendix 5.1presents averages for all items in the officiglgéstionnaire. About 60
responses were received. The questionnaire hasblodeto convey satisfaction both of
various aspects regarding the respondent’s owrtibmin the 18th Maccabiah and
satisfaction with how his (or her) delegation wasaltdwith. Most respondents have been
to Israel twice or more before (Q1, about 71%), andut equal proportions participated
at least twice or never before (Q2, 42% and 37%peaetively). Most participated in
regional Maccabiah games (Q3, 71%). As with atkleteurce of frustration was
distance from accommodation centers to facilit@3(, 3.2) and training conditions
(Q33, 3.02). Asked to evaluate how the delegatppreciated their Maccabiah
accommodation, low grade was given by delegati@ds€Q40, 2.96), in accord with
how athletes rated their accommodation centersa édsisistent with athletes’ complaints
was lack of appropriate equipment and facilitiasgersonal use (Q46, 3.22). Questions
65-69, all regarding tours, were rated low (avesdgetween 3.2 to 3.6). This contradicts
with athletes’ evaluations, which generally shovaégher satisfaction with the tours and
their contents. Questions relating to Junior Ma@alQ82-Q84) all were rated low
(around 2.9). Maccabiah staff were praised (Q8B4 ¢ also consistent with the athletes’
overall response. Moked drew high praise (Q94-@8®, averages in the range of 4.4 to
4.5). Less enthusiasm was expressed regardingehesite (Q99-100, 3.6 to 3.8),
although basic needs were satisfied (86% answergitiely to Q101).

5.2 Detailed Analysis
Based on questionnaires detailed analysis and cotsiMajor areas that could possibly

be improved in future Maccabiahs are:

e The process of organizing the delegation and EF3gestration: While web-site was
helpful (Q8, 89%), average ratings for Q6-Q11 (8.8.8) reflect a sentiment that

much more could be done. A thorough analysis optieeess of organizing
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delegations and registration may highlight whiapstof the process could be
improved and in what ways Maccabiah staff couldrioee helpful.

Sports events:Q30-Q35 all had low ratings between 3 to 3.4.drtipular, training
conditions were perceived to be poor (Q33, 3.0yhHates of undesirable incidents
that occurred during sports events (Q36) includeel &rrivals to sports events or
tournaments (41% complained about that) and disageats with judges’ decisions
(39%).

Accommodation: Generally low satisfaction with delegation’s aceoadation (Q40,
2.96), and high satisfaction with one’s own (Q3813, tells the story about how
accommodation was perceived in this Maccabiahamiqular, delegation officials
consistently complained about lack of basic faesitfor personal use (Q46, 3.22).
Events and tours:As related earlier in this report, appreciationdontents of
opening and closing ceremonies were polarized, awdrages of 3.4 and 4.5 (Q53 and
Q57), respectively. While events in general reagivigh rating (Q49, 4.2), most
events got average rating (Q60-Q69) that fluctuattdieen 3.2 to 3.9. In particular,
there was general feeling that tours were not meadk®rcefully enough (Q67, 3.2).
Transportation: Complaints expressed by athletes are repeatedlbgation

officials, with particular emphasis on (Q75) del§$%% of respondents complained),
disorder at assignment to buses (34%) and driesiad their way (44%). The last
finding is particularly bothering, and we belietsat it will require a thorough solution
in future Maccabiahs. Room on buses was sufficient.

Junior Maccabiah: While implemented as planned (Q81, 69%), generalation
was extremely low (Q82-Q84, with averages of al2o@}. Reasons for this may be
learned from comments made (see volume 3).

Maccabiah staff: Generally received high marks, ranging from 3.4.ta Particularly
high ratings were received for Maccabiah staffc@banmodation centers, (Q88, 4.2),
sports coordinators (Q91, 4.1) and by the Moked(Q98, 4.5 to 4.7). Security and
safety was less appreciated both in general evalu@®78, 3.5) and with regards to
personnel (Q89, 3.6).
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6. ANALYSIS OF RESULTS FROM MACCABIAH STAFF QUESTIO NNAIRE

6.1 Major Results

Appendix 6.1presents averages for all items in the Maccaligthguestionnaire. High
response rate was obtained (136 responses, whd€i®4sf Maccabiah staff). Of those
responding, 74% never before participated in theddhiah staff (Q1a). This finding
perhaps calls for investigating whether the higjurfe can be reduced in future
Maccabiahs in order to preserve cumulative expeei@athered from one Maccabiah to
the next. Answers to Q141 (satisfaction with werlg1) and to Q142 (willing to
participate in 19th Maccabiah; 94% answered “y@wd)cate that this objective is not
difficult to achieve (in particular, with regard itedividuals after retirement).

Table 6.1presents averages of general evaluations obténdide various departments.
As one may realize from the table, and as conveyé#ie executive summary,
evaluations varied appreciably between departn{éois 3.42 to 4.3 for Human
Resources). It is therefore suggested that thgsartieents that received extremely low
evaluations should be structured differently irufetMaccabiahs in order to increase
their effectiveness. All departments engaged wotlraes outside Maccabiah
(Sponsorship; PR, Media and spokesman; Marketithgpalow evaluations, probably
reflecting dissatisfaction with Maccabiah expodrenedia. This was also reflected in
comments made (Vol. 3). Low number of responderdbably also reflects low
exposure to Maccabiah staff by these departmemngb. $htisfaction with one’s own team
(Q141, 4.5) shows general cohesiveness among sapagtthent members of Maccabiah
staff.

6.2 Detailed Analysis

The Maccabiah staff questionnaire had standarddbregarding each Maccabiah
department: general evaluation (give etble 6.), evaluation of various aspects in the
operation of the department, difficulties encouatleand comments (the latter are given
in Volume 3). Some departments had tailor-madetoresthat relate to specific aspects

of that department operation. We will henceforthikirly refer to each department.

e Headquraters (Q2-Q4):General appreciation of the operation of the HQs &0

with the monthly meetings (Q4, 3.5ee also comments to Q25 in Volume 3.
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Logistics (Q5-Q17):General good evaluation of the department operaess so
with regard to obtaining data from this departm(€it0, 3.6) and to adhering to
agreed time schedule and oral or written agreen{@&s3.8).

Moked (Q18-Q24):General good evaluation. Some dissatisfaction weigfard to
obtaining data (Q23, 3.7).

Sports (Q26-Q32):General good evaluation. Some dissatisfaction witjard to
obtaining data (Q31, 3.7). See also comments ta Q33

Accommodation and Transport (Q34-Q40): General good evaluation. Some
dissatisfaction with regard to obtaining data (Q88) and adhering to agreements
(Q37, 3.7). Some problems, from a list specifiethm questionnaire, appeared with
high rate of incidence. These are (see Q40): detatyansport (Q40a, 35%),
complaints about allocating rooms to athletes (Q2@86), accommodation issues
not closed on time (Q40b, 17%) and lack of fooavater (Q40c, 15%). Refer also
for comments to Q41 and Q42 in Vol. 3.

Security, Safety and Medical services (Babar, Q4349): General good evaluation.
Some problems, from a list specified in the questaore, appeared with high rate of
incidence. These are (see Q49): lack of necesseaycal equipment (Q49b, 11%)
and absence of a guard (Q49c, 9%). Refer alscofmments to Q50 in Vol. 3.
Junior Maccabiah (Q51-Q56):General good evaluation, less so with regard to
obtaining data from this department (Q56, 3.8).eRafso for comments to Q57 in
Vol. 3.

IT (Q58-Q69): Very good general evaluation (Q58, 4.2). Howevema problems,
from a list specified in the questionnaire, appéavéh high rate of incidence. These
are (see Q70): Difficulties in the registration gges (Q70a, 16%), inappropriate
updating of sports events (Q70b, 15%) and obtaimagcurate data about
participants (Q70c, 16%). Refer also for comment®71 in Vol. 3.

Ceremonies and Events (Q72-Q77)ery good general evaluation (Q72, 4.1).
However, some problems, from a list specified | gnestionnaire, appeared with
high rate of incidence. These are (see Q78): Defagbtaining Ceremonies&Events
programs (Q78a, 15%), “chaos” in rehearsals onénceremonies (Q78c, 16%).

Refer also for comments to Q78 in Vol. 3.
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¢ Human Resources & Volunteers (Q80-Q94)This was the most highly appreciated
department (Q80, 4.3). This also is reflected engbneral operation of the
department (Q81-Q86). However, relatively high dissaction was expressed with
regard to recruiting and training of staff and vakers (Q87-Q94).

e Popular Maccabiah (Q96-Q101)Very good general evaluation (Q96, 3.9) that
extended also to specific areas (Q97-Q101, all aldo®).

e Sponsorship; PR, Media & Spokesman; Marketing (Q103125): Generally low
evaluations, with no singke question obtaining agerabove 4.0.

e Finance (Q127-Q133)Very high evaluation with almost all questions watverages
that exceed 4.0.

7. ANALYSIS OF RESULTS FROM TEXTUAL RESPONSES (QUALITATIVE
ANALYSIS)

Volume 3 of this report presents comments madééytree populations surveyed,
namely, athletes, delegation officials and Macdabkiaff. The total number of comments
made is around 2000. This is a valuable treasuirgaimation for taking corrective
actions in future Maccabiahs and should be consttlas such. A good use of this
database of participants’ feedback responsesastablish a working team that will go
over each of the comments documented in Volumed3uwam these comments into tag
lists (“Reshimot Tiug”), which will serve as basaol for monitoring and control of
major processes in future Maccabiahs. For examptemment about finding bugs in
accommodation rooms may turn into an item that téadhis: “Have rooms in this hotel
been sprayed against bugs?”

In this chapter, we have attempted to deliver mappressions and main findings
that are conveyed by the comments in Volume 3. &laes qualitative impressions, and
another individual could emphasize other aspediscted from the comments. Our
suggestion, again, is to refer to each commen#edpt to find root causes that
triggered the comment and how to eliminate thossesiin future Maccabiahs with the
assistance of “Reshimot Tiug”.

Three last comments: first, we should draw attenthat we do not relate in our

comments below to the truthfulness of the commeraide by respondents to the survey.
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We only relate the essence of the comments, aegedrom the survey. Secondly, one
should bear in mind that textual comments in swsvegturally tend to be negative
(relating to complaints rather than praise) ane thks into proportion. Thirdly, the
comments below should be regarded as highlights ¥olume 3, rather than as an
exhaustive summary of these comments. Furtherrtioeg,are no substitute to a detailed
examination of each comment that appeared in Vol8aed deriving proper
conclusions thereof. For these reasons, we refemdto Athletes’ comments and left
the in-dept probe into comments by delegation @fiscand Maccabiah staff for the

currently active investigative teams of Maccabi.

Athletes Comments (highlights)

e Opening and closing ceremoniesiVhile these gained much praise, many comments
related to the time periods before and after tmermenies. For example, waiting over
5 hours to the start of the opening ceremony witheod, much “balagan” in finding
correct buses after opening ceremony was overgulifies in finding transportation
to Ben-Gurion airport after closing ceremony, estisie of pre-Maccabiah
tournaments that caused athletes fatigue, whiafiedaover to competitions held the
day after the open ceremony (“Pre-camp USA waglatmare”), discrimination
against guests (and favorably to Israelis) in tteepof tickets sold for the open
ceremony;

e Accommodation Centers (AC):Too much variation between ACs, with some
providing bad services in all possible ways. Exaaibr the latter are Ben-Shemen
and Hadassim, where thefts were reported. Typmaincents relate to bugs in rooms,
stains of blood on bed, the need to pay for inteseevices (if available at all),
sleeping four per-room while two per-room was preedi too long travel time from
hotel to sports venues (specially fierce commemts fathletes hosted in Jerusalem),
lack of updated daily information about sports @égeand tours at the AC, lack of
opportunity to interact with athletes from diffet@ountries since each delegation
was accommodated in same AC, security problemgghibt properly guarded
(“Bykes guarding was a joke!”), free unmonitoreohil of people in and out of AC,

theft in Ben-Shemen), lack of available transpartaapart from cabs) to and from
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ACs, cost of cabs very high. Much praise was gigethe Madrichim in the ACs who
did excellent job and were extremely helpful. Alaguggestion was made to
accommodate Masters in same places (like swimmudgennis Masters).

Sports venues and event€€omplaints here related both to facilities andvidtiials.
Greens were not in good shape or inappropriatthiotype of competition, hardly
any transportation between sports events that walldd/ an active participant in one
sports event to travel and see a sports eventothanvenue, bias of Israeli referees
and judges towards Israelis, misconduct of refeferes was witnessed talking to a
friend in the middle of a sports event), lack aftection against the sun for
spectators, timing of competitions (more in everongarly-morning cooler hours
was required). One suggestion was to move the Nbeaicao April/May or October.
Tours and Events:Much praise was given to the tours and non-sgwesits of the
Maccabiah, with emphasis on the emotional expeeenour guides were also much
praised. Typical complaints referred to departures from events (asking allowance
for early departure for athletes competing the meottning), bus drivers sometimes
lost their way, not all bus drivers are minimallyent in English that would allow
communication with passengers, not enough mixirtg wiher delegations on tours,
not enough publicity to tours and events thatdéftetes ignorant about these events.
Moked, Web-site: Typical complaints expressed the desire to haver@ m
sophisticated web-site with more videos, betterecage of results from competitions,
equal coverage for all sports events, better ugdatere details about addresses of
events and sports events (perhaps maps), muchkrgaoting of schedule for the day.
There was complaint about pro-Israelis discrimmrain updating results, and lack of
updated medal count for each country. Suggestiskeasdsfor messages sent via
cellular phones, to have the web-site also in SaMany athletes did not know

what Moked was. Both extreme praise and complaa# given to the Moked.
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TABLE 3.1. BREAKDOWN OF PARTICIPATING ATHLETES AND
DELEGATION OFFICIALS ACCORDING TO COUNTRY AND GENDE R.

Open Juniors Masters Delegation

Delegation Male | Female | Male | Female | Male | Female | Male | Female | Total
Argentina 68 30 98 0 98 10 13 6 323
Australia 149 60 68 34 53 12 17 14 407
Austria 5 0 0 0 1 0 1 0 7
Azerbaijan 1 0 10 1 0 0 0 1 13
Belarus 1 1 0 1 0 0 2 0 5
Belgium 0 0 27 1 0 0 3 o 31
Brazil 88 43 91 13 83 33 14 5 370
Canada 171 80 107 41 71 5 32 16 523
Chile 45 0 1 0 2 0 3 5 56
Colombia 2 0 0 o o 0 1 o 3
Costa Rica 0 1 1 0 o 0 1 o 3
Czech

Republic 0 0 0 0 0 0 0 0 0
Denmark 12 o 0 o o 0 1 (v} 13
Estonia 10 1 4 2 1 0 V] 0 18

Finland 15 1 1 18 0 0 2 0 37

France 60 2 38 1 7 0 6 4 118
Georgia 5 0 0 0 0 0 2 0 7
Germany 71 24 66 7 6 0 4 1 179
Great Britain 136 52 129 66 97 22 17 9 528
Greece 19 0 0 0 0 0 0 0 19
Guatemala 11 0 0 0 0 0 o 0 11
Holland 16 21 20 2 0 0 11 3 73
Hungary 12 7 1 4 3 1 2 3 33
India 17 0 1 0 0 0 5 o 23
Israel 795 353 291 163 365 86 299 124 2476
Italy 3 8 30 o o 0 2 o 43
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Kazakhstan 1 o 0 (v} (v} 0 1 V] 2
Latvia 2 0 1 0 o 0 1 o 4
Lithuania 12 2 1 0 0 2 7 3 27
Macedonia 1 0 0 0 0 0 2 o 3
Mexico 109 25 105 9 47 1 13 o 309
Moldova 1 0 o o o 0 o 0 1
MWU 0 0 0 0 0 0 0 1 1
Palau 0 0 1 0 0 0 2 o 3
Peru 20 0 0 0 1 0 0 0 21
Poland 2 0 0 0 1 0 o 0o 3
Puerto Rico 0 0 1 /] /] 1 /] 0 2
Romania 2 o o 0 (v} 0 /] V] 2
Russia 121 24 41 9 15 0 4 4 218
Scotland 1 (v} 2 0 9 1 1 1 15
Slovakia 7 (o} 0 0 2 0 o 1 10
Slovenia 2 0 0 0 0 0 0 0 2
South Africa 91 17 73 28 29 0 12 7 257
Spain 14 0 22 13 12 0 2 1 64
Sweden 26 5 25 1 6 0 4 0 67
Switzerland 26 4 3 0 2 0 6 1 42
Turkey 0 0 33 1 0 0 5 o 39
Ukraine 10 1 0 0 0 0 1 1 13
Uruguay 1 0 0 0 11 0 0 0 12
USA 284 171 158 93 150 35 44 27 962
Uzbekistan 0 0 2 1 0 0 V] 1 4
Venezuela 47 1 15 6 23 5 7 4 108
Total 2492 934 1467 515 1095 214 550 243 7510
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TABLE 3.2. RATES OF SURVEY RESPONSE ACCORDING TO CQUNTRY.

Survey Response Rate According to Country

Response Rate

Response Rate

Athletes Delegation

Delegation Total No. % No. %
Argentina 323 64 21% 5%
Australia 407 60 16% 7 23%
Austria 7 0% 0%
Azerbaijan 13 0% 0%
Belarus 5 0% 0%
Belgium 31 2 7% 0%
Brazil 370 21 6% 1 5%
Canada 523 71 15% 10%
Chile 56 4 8% 2 25%
Colombia 0% 0%
Costa Rica 0% 0%
Czech

Republic 0 1
Denmark 13 1 8% 1 100%
Estonia 18 3 17%
Finland 37 5 14% 0%
France 118 0 0% 0 0%
Georgia 7 0% 0%
Germany 179 6 3% 0%
Great

Britain 528 26 5% 6 23%
Greece 19 0%
Guatemala 11 0%
Holland 73 11 19% 4 29%
Hungary 33 3 11% 0%
India 23 2 11% 0%
Israel 2476 0 0% 1 0%
Italy 43 2 5% 0%
Kazakhstan 0% 0%
Latvia 0% 0%
Lithuania 27 2 12% 0%
Macedonia 3 100% 0%
Mexico 309 47 16% 2 15%
Moldova 1 0%
MwuU 1 1 100%
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Palau 3 0% 0%
Peru 21 3 14%
Poland 1 33%
Puerto Rico 0%
Romania 1 50%
Russia 218 0 0% 0 0%
Scotland 15 4 31% 50%
Slovakia 10 3 33% 1 100%
Slovenia 2 0%
South

Africa 257 23 10% 3 16%
Spain 64 12 20% 0%
Sweden 67 13% 2 50%
Switzerland 42 17% 1 14%
Turkey 39 0% 0%
Ukraine 13 0% 1 50%
Uruguay 12 1 8%
USA 962 102 11% 16 23%
Uzbekistan 4 0% 0%
Venezuela 108 11 11% 3 27%
Total 7510 507 8% 59 7%
X'77) >"no

(e 5034 507 11% 59 16%
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Sports (in Survey)
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FIGURE 3.1. BREAKDOWN OF ATHLETES ACCORDING TO SPOR TS
BRANCH (RELATING ONLY TO SURVEY RESPONDENTS).
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Country (in Survey)
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TABLES 4.1. RESPONSES TO Q5 (*OVERALL RATING OF MAC CABIAH
EXPERIENCE”), ACCORDING TO SPORTS FIELD

Breakdown Table of Descriptive
Statistics (Maccabiah Feedback
Sport Q5 Q5 Q5
Means | N | Std.Dev.
Sport 101.000C 1
Basketba 4.4857 35 0.98133¢
Football 4.6140 57 0.79629=
Tennis 4.5278 36 0.90982:
Futsal 4.5385 26 0.90468¢
Field Ho 49091 11 0.301511
Judo 4.6000 5 0.894427
Softball 4.3043 23 1.22232Z
Ten Pin 4.3846 13 1.19292¢
Squash 4.8571 7 0.377964
Lawn Bow 4.5000 6 0.83666(
Beach Vo 0
Golf 50+ 45556 9 0.72648:
Gymnasti 4.7500 8 0.707107
Rugby 5.0000 7 0.00000C
Table Te 4.6667 6 0.816497
Track & 4.5000 14 0.75955E
Swimming  4.3333 21 1.11055t
Netball 4.0000 6 0.63245€
Golf 4.0000 8 1.19522¢
Triathlo 4.0000 7 1.414214
Cricket 4.2222 9 1.39443:
Water Po 4.8000 5 0.447214
Baseball 4.7500 4 0.50000C
Cycling 3.3333 3 1.154701
Fencing 4.6667 3 0.57735C
Volleyba 4.8824 17 0.33210¢€
Karate 3.8333 6 1.83484¢
Chess 3.5000 2 2.12132C
Rhythmic 5.0000 1
Taekwond 5.0000 1
Rowing 0
Wrestlin 5.0000 1
All Grps 4.7737 358 5.185271
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TABLE 4.2. RESPONSES TO Q5 ("OVERALL RATING OF MAC CABIAH
EXPERIENCE”), ACCORDING TO COUNTRY

Breakdown Table of Descriptive Sta
Smallest N for any variable: 358
Country Q5 Q5 Q5
Means | N | Std.Dev.
Country | 101.000C 1 0.00000C
Argentin 4.8462 39 0.67036¢
Australi 4.4500 40 0.78282¢
Belgium 0
Brazil 4.7857 14 0.578934
Canada 4.5192 52 0.779401
Chile 4.6667 3 0.57735C
CzechRe  2.0000 1 0.00000C
Denmark 5.0000 1 0.00000C
Estonia 5.0000 1 0.00000C
Finland 4.2000 5 1.30384C
Germany 4.2000 5 1.788854
Great Br 4.3158 19 0.88522¢
Holland 47778 9 0.44095¢
Hungary 5.0000 2 0.00000C
India 3.0000 2 2.828427
Italy 5.0000 1 0.00000C
Lithuani 5.0000 2 0.00000C
Macedoni 4.0000 1 0.00000C
Mexico 4.3889 36 1.248491
Peru 5.0000 3 0.00000C
Poland 0
Romania 0
Scotland 5.0000 4 0.00000C
Slovakia 3.6667 3 1.52752F
South Af 4.4375 16 0.89209:
Spain 4.6364 11 0.50452%
Sweden 4.6667 6 0.816497
Switzerl 2.5000 2 0.707107
Uruguay 3.0000 1 0.00000C
USA 4.4366 71 1.05197C
Venezuel 4.8571 7 0.377964
All Grps 4.7737 358 5.185271
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Table 4.3.Averages of individual accommodation centers (basedthletes’ responses).

Breakdown Table of Descriptive Statistics (Maccabiah Feedback Survey Athletes1.sta)
Smallest N for any variable: 336
Hotel ‘ Q51 |Q51] 051 Q52 QSZ‘ Q52 Q53 QSB‘ Q53 Q54 Q54‘ Q54 Q55 st‘ Q55
Means | N | Std.Dev. Means | N | Std.Dev.| Means | N | Std.Dev.| Means | N | Std.Dev. Means | N | Std.Dev.
Hotel 101.0C 1 0.0 101.0C 1 0.0 101.0C 1 0.0 101.0C 1 0.0 101.0C 1 0.0
Blue Bay 3.42 33 1.2 3.50 36 1.3 3.15 33 1.3 3.73 33 1.0 3.19 32 1.1
Shefayim 412 16 1.0 3.86 21 1.1 3.94 16 1.0 412 16 0.9 3.50 16 1.4
Tal Hote 4.10 10 0.7| 4.05 20 0.9 3.78 9 0.8 4.44 9 0.9 4.20 10 0.9
Grand Be 4.00 5 1.0 4.33 9 0.9 4.40 5 0.9 4.40 5 0.9 4.00 5 0.7,
The Marg 327 11 1.2 327 11 1.0 427 11 0.9 455 11 0.7, 327 11 1.3
Regency 3.67 18 1.1 3.76 21 1.4 3.24 17 1.3 3.71 17 1.1 3.78 18 1.3
Shalom H 2.70 40 1.2 291 34 1.3 3.05 40 1.2 3.66 41 1.1 256 41 1.1
Galil 189 18 1.3 157 14 1.0 244 18 1.4 418 17 1.1 2.00 17 1.3
No Accom 395 37 1.2 3.97 37 1.2 4.06 35 1.1 3.61 36 1.4 4.16 31 1.1
Hakfar H 2.00 25 1.4 2.04 23 1.4 2.08 24 1.2 2.68 25 1.5 183 24 1.3
Marina H 3.67 15 1.1 3.89 18 1.1 413 15 1.2 440 15 0.6 393 15 1.0
Dan Caes 342 12 1.4 3.90 10 1.4 3.92 12 1.2 4.00 12 0.7 4.00 12 0.7
Kfar Mac 433 12 0.9 4.40 10 1.0 455 11 0.7 473 11 0.5 442 12 0.9
Dan Pano 4.43 7 0.5 4.29 7 0.5 4.71 7 0.5 4.86 7 0.4 4.43 7 0.5
King Sol 4.00 7 1.5 4.25 8 0.9 4.43 7 1.1 4.00 7 1.0 3.86 7 1.5
Optima H 264 14 0.9 293 15 1.0 3.31 13 0.8 4.46 13 0.8 3.08 13 0.9
Ben Shem 100 1 0.0 1.00 2 0.0 1.00 1 0.0 200 1 0.0 1.00 1 0.0
Leonardo 467 6 0.5 450 8 0.8 450 6 0.8 483 6 0.4 400 6 0.6
Meir Shf 2.67 3 1.5 2.60 5 1.5 2.67 3 0.6 2.33 3 1.5 1.67 3 0.9
Hadassim 165 17 1.1 150 22 0.9 2.56 18 1.5 261 18 1.2 194 18 1.0
Beit Ber 3.71 7 0.8 3.75 4 1.3 4.57 7 0.5 4.57 7 0.8 3.86 7 0.9
Nave Had 417 12 0.8 3.63 8 1.5 3.67 12 1.4 3.92 12 1.2 4.00 12 0.9
Gan Vano 2.50 4 1.0 3.33 3 1.2 2.00 4 1.2 3.00 4 1.4 2.50 4 1.7
Mount Ca 350 6 1.0 380 5 1.1 483 6 0.4 5.00 6 0.0 350 6 1.4
Dan Carm 4.25 4 1.0 4.00 3 1.0 4.50 4 0.6 4.33 3 0.6 3.50 4 1.0
Park 2.67 3 1.5 2.00 5 1.2 2.67 3 1.5 3.67 3 1.2 1.67 3 1.2
All Grps 3.55 344 5.5 3.61 360 5.3 3.76 338 5.5 4.13 339 5.4 3.53 336 5.5
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Table 6.1. AVERAGES OF GENERAL EVALUATIONS OBTAINED FOR THE
VARIOUS DEPARTMENTS.

Department Question Average No. of respondents
Headquarters Q2 3.90 118
Logistics Q5 3.76 117
Moked Q18 3.92 117
Sports Q26 3.88 102
Accommodation & Q34 3.95 103
Transport
Security, Safety &
Medical Services Q43 3.91 %
Junior Maccabiah Q51 4.05 65
Information
: 58 4.15 94
Technologies (IT) Q
Ceremonies &
72 4.06 86
Events Q
Human Resources
80 4.27 77
& Volunteers Q
Popular
. 96 3.85 40
Maccabiah Q
Sponsorship Q103 3.58 31
PR, Media & Q112 3.42 64
Spokesman
Marketing Q120 3.74 31
Finance Q127 4.18 44
One’s Own Q135 4.48 114

Department Staff
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APPENDIX 2.3. IT REQUIREMENTS FOR THE MACCABIAH 18T H
FEEDBACK SURVEY
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APPENDIX 4.1. AVERAGES FOR ALL ITEMS IN THE ATHLETE &
QUESTIONNAIRE

Number of
# # AVERAGES Responses
01 1.Have you been to Israel before (not connected to
the Maccabiah)?
Qla la. Never 0.27 312
Qlc 1c. Twice or more 0.50 312
2.Have you previously participated in a Maccabiah
in Israel?
Q2a 2a. Never 0.67 312
Q2b 2b. Once 017 312
Q2c 2c. Twice or more 0.13 312
3.Have you ever participated in regional Maccabhi
Q3 | games?(PAN American, European, JCC Maccabi,
Maccabi games)
3a. Yes 0.44 210
3b. No 0.59 267
5.Participation in the Maccabiah was an 452
Q5 . : 216
unforgettable experience for me
6.The general program of the Maccabiah matched 4 15
Q6 : : 241
my expectations
Q7 7.My social experience in the framework of 4.10 241
Maccabiah participation
Q8 8.The Maccabiah strengthened my Jewish identity 357 214
Q9 9.1 formed connections with Jewish athletes from 3.84 213

other countries
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Q10 10.I got to know Israelis 3.05 236
Q11 11.1 got to know the country 3.39 238
Q12 12.My personal sports achievements improved 3.59 237
014 #4.Satisfaction with the sports events | parti@pat 3.88 214
Q15 15.Level of sports challenge | faced 4.16 238
016 ;Sé:la?:\:?r;tijodnagg :]hce:: efrz]atceilrities in relation to the 3.45 214
Q17 17.Quality of the facilities 3.50 212
Q18 18.Quiality of equipment 3.94 229
Q19 19.Quantity of equipment 3.79 224
Q20 20.Training conditions | was given 3.19 236
Q21 21.Level of the judges/referees 3.37 213
Q22 22.The schedule was reasonably spaced 3.59 239
23.Mark one or more problems in sports events you
participated in
Q23a| 232 0.15 312
Q23b| 23P 0.12 312
Q23c| 23¢ 0.09 312
Q23d| 23 027 312
Q23e| 23€ 0.14 312
Q25 (Zsbir?gsgsgﬂﬁsn (;/)v(i(t;rugheed)events | participated in 3.92 209
026 26.Forming of associations amongst participants 350 234

during the events (1-very little)

53




27.Intensity of the experience

Q27 4.32 214

Q28 28.Content of the ceremony 3.93 214

Q29 29.0rganization of the ceremony 3.90 240
30.Care for the needs of the athletes during the

Q30 | ceremony (food, water, directional instructions, 3.96 237
general guidance)

Q31 31.Intensity of the experience 4.28 188

Q32 32.Content of the ceremony 4.36 188

Q33 33.0rganization of the ceremony 4.28 216
34.Care for the needs of the athletes during the

Q34 | ceremony (food, water, directional instructions, 4.15 216
general guidance)

Q35 35.Welcome evening 3.69 164

Q36 36.Jerusalem day 3.56 137

Q37 37.Mini Israel 3.16 111

Q38 38.Party in "Ha-Oman 17" Tel Aviv (open) 3.76 115

Q39 39.Party in Ramat Hasharon (junior) 3.73 44

Q40 40.JMacc closing event in Ra'anana 3.82 44
41.Maccabi Night Show (evening activity at the 3.07

Q41 . : 60
accommodation centers)

Q42 42.Jo'ara Day 2.93 43

Q43 43.Forming associations with Israelis 3.20 15

Q44 44.1 enjoyed the experience 4.23 29

Q45 45.Professionalism of the tour guides 3.77 130
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46.Tours contents

Q46 3.75 130
Q47 47.General organization 3.59 169
Q48 48.Selection of tours/destinations offered 3.67 174
Q51 ﬁ;;/cgesrzggzldsatisfaction with the place where yoy 3.23 207
052 r5n2>;l\él))(/psetga/rjl ;1; :]r;e accommodation center matched 357 291
053 53.General attitude towards guests of hotel staff 3.36 203
054 54.Avai|_abi|ity and acces_sibility of 3.81 203

Maccabiah/accommodation-center staff
Q55 55.Level of food 3.25 201
Q56 56.Level of hygiene 3.60 223
Q57 57.Room | stayed in 3.41 221
Q58 58.Equipment and facilities for personal use 2.84 218

59. Undesirable incidents at your accommodation

center
059a 59a 0.21 311
Q50b| 9P 0.14 311
Q59c | °9¢ 0.21 311
Q5ad | 99d 0.19 311
Q59e | 29 0.12 311
Qsof | 99 0.24 311
061 ?;bféiséor:gtiﬁ/g Sprocess by Maccabiah 3.91 188
062 62.Guidance given at the airport 4.02 211
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63.Assignment to buses bound to accommodatiq

4.02
Q63 centers 206
Q64 64.Efficiency (speed of dispersal, means of 366 178
transport, orderliness)
Q65 65.No unreasonable delays in the process 3.76 200
Q66 66.Rate your general satisfaction with the 3.60 285
transportation provided
Q67 67.Courtesy of drivers 3.87 201
Q68 68.Frequency of rides and suitability to your needs 3.8 198
Q69 69.Arrival to competitions on time 3.93 293
Q70 70.'I_'he color system helped with transportation and 3 7¢ 215
getting around
Q71 71.Room in the bus: On arrival to Israel/to-from 4.09 218
games/to-from tours
73.Security and safety (adequate
instructions/information provided during your stay
Q73 | in the accommodation center, like escape routeg,  3-74 200
means of protection, expected behavior during
emergency)
Q74 74.Med|cal serwceg/health (availability, level of 3.95 207
service, response time)
Q76 76.At your accommodation center 3.97 203
Q77 77.Tour guides 3.75 163
Q78 78.Security Personnel 4.14 230
Q79 79.Sports coordinators 4.08 236
Q80 80.Educational staff 3.88 200
Q81 81.Availability of Moked 3.85 141
Q82 82.Reliability of Moked 3.77 140
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Q83 83.Courtesy of Moked 4.13 167

Q84 84.Professionalism of Moked staff 4.00 166

Q85 85.Provision of needed information by Moked staff 391 164

Q86 86.Receiving updated results from sports events 3.53 188

087 87.General appreciation of the website (desigrm, use 3 s5; 191
friendly, updated information)

088 88.Accuracy of personal details as they appearin 369 207
the website

Q91 91.(Juniors only) | expanded my knowledge of 3.41 63
Israel, Judaism, and Zionism during the Maccablah

092 92.Would you consider coming to Israel for a 6

months or 1 year program?
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APPENDIX 5.1. AVERAGES FOR ALL ITEMS IN DELEGATION OFFICIALS’
QUESTIONNAIRE (AVERAGE FOR “YES” GIVEN AS PROPORTI ON FROM
ALL RESPONSEYS)

Question | Average respN:I;g:nts
Qla 0.14 >9
Qb 0.15 29
Qlc 0.71 29
Q2a 0.37 >9
Qzb 0.20 29
Q2c 0.42 29
(O':ies") 0.71 56
(C'llies") 0.76 59
a6 3.60 >3
(c'l'\7(es") 0.66 56
(C'llies") 0.89 26
R0 3.56 >4
Q10 3.60 >2
Qil 3.79 22
YE 4.18 >7
Qla 3.98 >8
ais 3.91 >7
a6 3.96 >7
L7 4.15 >4
Q18 4.14 >7
Q19 3.66 26
Q20 3.95 26
Q21 3.79 48
Q22 3.83 47
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Q23a 0.39 59
Q23b 0.46 59
Q23c 0.34 59
Q23d 0.24 59
Q23e 0.39 59
Q23f 0.31 59
Q23g 0.37 59
Q23h 0.19 59
Q26 4.53 58
Q27 3.79 58
Q28 421 57
Q29 3.88 56
930 3.20 55
Q31 3.43 56
Q32 3.58 55
Q33 3.02 56
Q34 3.64 56
Q35 3.39 54
Q36a 0.31 59
Q36b 0.41 59
Q36¢ 0.19 59
Q36d 0.39 59
Q37a 0.24 59
Q37b 0.20 59
Q37c 0.25 59
Q37d 0.10 59
Q37e 0.08 59
Q39 3.81 54
Q40 2.96 55
Q41 3.84 56
Q42 4.11 55
Q43 3.55 56
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Q44 3.85 53
Q45 3.65 55
Q46 3.22 55
Q47a 0.19 59
Q47b 0.12 59
Q47c 0.20 59
Q47d 0.10 59
Q47e 0.12 59
Q47f 0.27 59
Q49 4.15 55
Q50 3.69 54
Q51 3.75 56
Q52 3.84 57
Q53 3.39 57
Q54 3.61 57
Q55 3.67 55
Q56 4.42 53
Q57 4.53 53
Q58 4.40 53
Q59 4.06 52
Q60 3.88 41
Q61 3.50 28
Q62 3.50 18
Q63 3.80 25
Q64 3.66 38
Q65 3.63 38
Q66 3.57 37
Q67 3.22 36
Q68 3.39 33
Q69 3.38 34
Q71 3.82 56
Q72 3.24 55
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Q73 3.56 54
Q74 3.82 55
Q75a 0.37 59
Q75b 0.34 59
Q75c¢ 0.44 59
Q75d 0.08 59
Q77 4.05 42
Q78 3.54 52
Q79 3.68 47
(Cfiis,,) 0.69 36
Q82 2.94 36
Q83 2.97 37
Q84 2.89 37
Q85 3.30 27
Q86 3.72 29
Q87 3.32 28
Q88 4.14 51
Q89 3.63 49
Q90 3.65 46
Q91 4.04 51
Q92 3.62 39
Q93 4.16 51
Q94 4.49 49
Q95 4.44 48
Q96 4.67 48
Q97 4.58 48
Q98 4.52 46
Q99 3.63 51
Q100 3.75 51
(C,l,\l(g:,,) 0.86 49
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APPENDIX 6.1. AVERAGES FOR ALL ITEMS IN MACCABIAH STAFF
QUESTIONNAIRE (AVERAGE FOR “YES” GIVEN AS PROPORTIO N FROM
ALL RESPONSEYS)

Question | Average res::r;::nts
ala 0.74 137
Qib 0.10 137
Qe 0.12 137
Q@ 3.90 118
a3 3.56 115
Q4 3.23 43
Qs 3.76 117
Q6 3.96 114
a7 4.00 113
a8 3.77 1
Qo 3.84 107
Q10 3.58 107
Qi1 4.04 113
Q12 4.06 106
Qi3 4.05 74
Q14 3.84 3
ais 4.30 112
a6 3.98 112
Q17 3.87 112
Q18 3.92 117
Q19 4.18 116
Q20 3.87 115
Q21 3.89 100
Q22 3.77 11
Q23 3.68 114
Q24 4.06 114
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Q26 3.88 102
Q27 3.92 98
Q28 3.95 98
Q29 3.75 92
Q30 3.97 95
Q31 3.71 94
Q32a 0.12 137
Q32b 0.09 137
Q34 3.95 103
Q35 4.07 94
Q36 4.02 93
Q37 3.75 92
Q38 3.91 91
Q39 3.83 92
Q40a 0.35 137
Q40b 0.17 137
Q40c 0.15 137
Q40d 0.06 137
Q40e 0.04 137
Q4of 0.08 137
Q40g 0.03 137
Q40h 0.22 137
Q40i 0.07 137
Q43 3.91 95
Q44 4.06 85
Q45 4.01 85
Q46 3.99 77
Q47 4.00 79
Q48 3.87 79
Q49a 0.07 137
Q49b 0.11 137
Q49c 0.09 137
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Q49d 0.07 137
Q49e 0.07 137
Q49f 0.06 137
Q51 4.05 65
Q52 4.25 69
Q53 4.09 67
Q54 3.87 63
Q55 4.10 61
Q56 3.83 63
Q58 4.15 94
Q59 4.14 93
Q60 4.13 94
Q61 4.04 90
Q62 4.14 92
Q63 3.93 86
Q64 4.26 88
Q65 3.96 89
Q66 3.99 88
Q67 3.91 86
Q68 4.00 83
Q69 4.09 82
Q70a 0.16 137
Q70b 0.15 137
Q70c 0.16 137
Q70d 0.04 137
Q72 4.06 86
Q73 3.97 68
Q74 4.02 65
Q75 3.80 65
Q76 3.91 65
Q77 3.90 62
Q78a 0.15 137
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Q78b 0.02 137
Q78c 0.16 137
Q80 427 77
Qs1 4.41 74
Q82 4.28 74
Q83 4.08 72
Q84 4.14 72
Q85 4.14 71
Q86 4.08 87
Q87 3.30 90
Q88 3.44 86
Q89 3.88 69
Q90 3.71 80
Q91 3.89 74
Q92 3.54 72
Q93 3.66 65
Q94 3.92 71
Q96 3.85 40
Q97 4.11 36
Q98 4.26 34
Q99 4.24 33
Q100 4.19 32
Q101 4.15 34
Q103 3.58 31
Q104 3.76 25
Q105 3.58 24
Q106 3.58 24
Q107 3.17 24
Q108 3.42 24
Q109 3.50 26
Q110

(“Yes”) 0.32 28
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Q112 3.42 64
Q113 3.85 48
Q114 3.89 46
Q115 3.79 39
Q116 3.69 42
Q117 3.75 40
Q118 3.73 40
Q120 3.74 31
Q121 3.92 26
Q122 3.96 25
Q123 3.79 24
Q124 3.92 25
Q125 3.80 25
Q127 4.18 44
Q128 4.07 45
Q129 4.12 43
Q130 3.83 41
Q131 438 40
Q132 4.12 41
Q133a 0.05 137
Q133b 0.02 137
Q135 4.48 114
Q136 4.16 110
Q137

(“Yes”) 0.52 108
Q141 4.51 128
Q142

(“Yes”) 0.94 124
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