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Department of Education
          
Customer Satisfaction Program

                                          COD (Final)

U.S. Department of Education

Common Origination and Disbursement Questionnaire
(Items in BOLD are interviewer instructions, and are not intended to be read to the Client)

(Items marked i.e. or e.g. should only be read if respondent needs clarification)

Introduction (Do not read)
INTRO1. Hello, this is ____________________ calling from [data vendor] on behalf of the United States Department of Education.  May I please speak to   (name from list)? (If necessary:  We’re calling as part of an initiative the Department has undertaken to improve its customers’ satisfaction.)

1
(If speaking to right person, continue at INTRO4)
2
(If asked to hold and wait for correct person, proceed at INTRO4 when 


respondent comes to phone)
3
(If named person is not available, schedule callback)
4
(If named person is no longer at this number, use INTRO2) 
5
(In no such person, use INTRO3)
9
Refused/Hung Up

INTRO2. Is there another number at which I could reach him/her? (If necessary:  We’re calling as part of an initiative the Department has undertaken to improve its customers’ satisfaction.)

1
(Take number)  >>  Thank you and have a good day!  (Contact new number)
2
(Refused) >> Thank you and have a good day!

INTRO3. May I please speak to the person in your organization responsible for interactions with the U.S. Department of Education related to student financial assistance? (If necessary:  Matters related to the Common Origination and Disbursement process and/or coordinating financial transactions.)
INTRO4. (When respondent comes to phone)  
I’m calling on behalf of the United States Department of Education. This call is part of an initiative the Department has undertaken to improve its customers’ satisfaction.  We’d like to discuss your interaction with areas related to Common Origination and Disbursement process (COD). The discussion will take about 10 minutes. This interview is authorized by the U.S. Office of Management and Budget Control No. 1845-0045. Your comments will remain strictly confidential, and you will never be identified by name unless you choose to do so.  Is now a good time for us to speak?

1
Yes
(Continue with Next Question)
2
No
(Can we schedule a time that is more convenient for you?)

Screening Questions (Do not read)
Before we begin, I’d like to ask you a few of questions about yourself.
DEMO1. In the past 12 months, have you accessed the COD web site? 

DEMO2. In the past 12 months, have you called COD School Relations (800-848-0978 or 800-4PGRANT) for program or technical assistance?

Web Interface (Do not read)

(Ask the following questions if DEMO1=Yes)

Think about your experience using the COD web interface.  Using a 1 to 10 scale, where “1” means “poor” and “10” means “excellent”, how would you rate the…

WEBINT1. Ease of logging into the system

WEBINT2. Ease of navigating the web site

WEBINT3. Availability of the web site (for clarification, if needed: system not being down)
WEBINT4. Modifications in the web site over the past year

Web Content (Do not read)

(Ask the following questions if DEMO1=Yes)

Think about the content and information provided by the COD web system.  Using a 1 to 10 scale, where “1” means “poor” and “10” means “excellent”, how would you rate…

WEBCON1. The clarity of the instructions

WEBCON2. The accuracy of the demographic information presented on the site

WEBCON3. The accuracy of the financial information presented on the site

WEBCON4. Your ability to readily access school reports

WEBCON5. The ease of submitting data

WEBCON6. The timeliness of financial data being processed

Customer Service Process (Do not read)

(Ask the following questions if DEMO2=Yes)

Think about the assistance you received when you called the 800 number.  Using a 1 to 10 scale, where “1” means “poor” and “10” means “excellent”, how would you rate the representative on…

CSP1. Courtesy

CSP2. Ability to help you with your inquiry

CSP3. Providing you accurate information

CSP4. Resolving your inquiry in a timely fashion

CSP5. Following up on your inquiry, when needed

CSP6. Explaining the cause of the problems you experienced

(Note: CSP2 and CSP4 will be reported in a separate component)

Communication (Do not read) 

Please think about the various ways COD and the Customer Service staff communicate with you.  Using a 1 to 10 scale, where “1” means “not at all useful” and “10” means “very useful”, how would you rate the usefulness of…

COMM1. The COD Web Processing Update 

COMM2. E-mail customer service communications

COMM3. IFAP 

ACSI Benchmark Questions (Do not read)
ACSI1. Now, please consider all of your job-related experiences working with the Common Origination and Disbursement process.  Using a 10 point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied are you with the COD process?

ACSI2. Consider now all of your expectations for working with the Common Origination and Disbursement process.  Using a 10 point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds your expectations," to what extent has working with COD process fallen short of or exceeded your expectations?

ACSI3. Now forget for a moment your experience working with the current Common Origination and Disbursement process.  I want you to imagine an ideal origination and disbursement process for institutions such as yours.  (INTERVIEWER PAUSE)  How well do you think the current COD process compares to that ideal process?  Please use a 10 point scale on which "1" means "not at all ideal," and "10" means "very close to the ideal."

Closing (Do not read)
CLOSE1. On a scale from 1 to 10, where 1 is “not at all confident” and 10 is “very confident”, how confident are you in the accuracy of the information in the COD system?

CLOSE2. In the past 6 months, have you ever complained about any aspect of the Common Origination and Disbursement process to FSA or to the Department of Education?

1
Yes
2
No 
8
Don’t Know 


9
Refused
CLOSE3. Are there any specific ways could FSA improve its service to you?  (i.e., with respect to any aspect of the relationship between your institution and FSA)
(enter verbatim response)
CLOSE4. As I mentioned at the beginning of the survey, your responses are completely confidential and your name will not be attached to your responses, unless you wish to do so. So that they may better serve you, would you like the Department of Education to see your name attached to your responses?

1
Yes
2
No 
8
Don’t Know 


9
Refused
That’s all the questions I have for you today. Thank you again for your time.  Have a good day!
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