GSA – Federal Supply Services​
Household Goods – Fall 2001
[image: image1.png][@JICroup

Claes Fornell International



           
Department of Education
          
Customer Satisfaction Program

                                          FAFSA (Final)

U.S. Department of Education

Students Channel

FAFSA on the Web 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 _____ on behalf of the United States Department of Education.  May I please speak to   (name from  list)     ? (If necessary: We’re conducting a customer satisfaction survey and are trying to contact people who have completed the FAFSA form via the Department of Education website. FAFSA is the form most people fill out to determine their eligibility for federal loans, grants, and work-study.) 

1
(Named person is on the phone, continue at INTRO4)
2
(Named person is available, proceed at INTRO3 when respondent comes to phone)
3
(Named person is unavailable, schedule callback)
4
(Named person is no longer this number, use INTRO2)
9
Refused/Hung Up

INTRO2. Is there another number at which I could reach him/her? (If necessary: We’re conducting a customer satisfaction survey and are trying to contact people who have completed the FAFSA form via the Department of Education website. FAFSA is the form used to determine a student’s eligibility for federal loans, grants, and work-study.)

1
(Will provide new number)  >>  Thank you and have a good day?  (Contact new number)
2
(Refused to provide new number) >> Thank you and have a good day!

INTRO3. (When respondent comes to phone)  
Hello, this is [interviewer name] calling from [data vendor], a market research firm calling on behalf of the United States Department of Education.  (Continue)
INTRO4. We’re calling as part of an initiative the U.S. Department of Education has undertaken to improve its customers’ satisfaction.  Have you completed the Free Application for Federal Student Aid, or FAFSA form, via the Department of Education’s website in the past two months?  (if necessary:  FAFSA is the form used to determine a student’s eligibility for federal loans, grants, and work-study.)

1
Yes
(Continue at INTRO5)
2
No
Thank you, but, for purposes of this study, we would like to talk to people who have recently used the department’s website to fill out the FAFSA form.  Have a nice day.

3 Don’t know

9 Refused

INTRO5. The Department of Education is conducting this survey with customers such as you to measure satisfaction with its products and services.  I’d like to take some time now to go through this survey with you.  This interview is authorized by the U.S. Office of Management and Budget, Control No. 1845-0045. Your comments will, of course, remain strictly confidential.  The discussion will take about 10 minutes.  Is this a good time?

1
Yes
(Continue with Next Question)
2
No
(When would be a more convenient time for you to complete this study?)

Home Page (Do not read)

Please keep in mind that all the questions we will be asking on the rest of this survey pertain to the FAFSA website.

Let’s start out by thinking about the home page for the FAFSA site. This is the first page you see when you go to FAFSA on the web. On a scale from 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate…

HOME1. The ease of reading the home page

HOME2. The clarity of the web site organization

HOME3. Your ability to find what you needed

HOME4. The ease of navigating the web site

FAFSA Form (Do not read)

Now think about your experience filling out the FAFSA application online.  On a scale from 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate…

FORM1. The clarity of the instructions for filling out the FAFSA

FORM2. The clarity of the questions 

FORM3. The amount of scrolling required on a page

FORM4. Your ability to save and retrieve your application

FORM5. The clarity of the instructions for submitting the FAFSA

FORM6. The usefulness of the information on the confirmation page (i.e. the page you are taken to after you submit your application)
Help (Do not read)

When you filled out the FAFSA, did you access any of the following forms of help? (yes/no)

ONLINE
The online help sections and FAQs

1800

The 1-800 number

CHAT

The online chat facility

(if ONLINE, 1800, or CHAT = yes) Let’s now consider the help you received.  On a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate…

HELP1. How informative the help was 

HELP2. The time it took to answer your question

HELP3. The clarity of the information you received

PIN Application (Do not read)

We now have a few questions about obtaining and using a Personal Identification Number, or PIN, to electronically sign applications and to access and fully utilize the Department of Education's web-based features.

PINAP1.
When you filled out your FAFSA on the web, did you apply for a PIN number?

1
Yes
2
No (skip to next section)
8
Don’t Know (skip to next section)

9
Refused (skip to next section)
Think about the PIN application process. On a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate…

PINAP2. The ease of applying for the PIN

PINAP3. The turnaround time for receiving the PIN

PINAP4. Your ability to get a replacement or duplicate PIN

PIN Usage (Do not read)
PINUSE1.
Did you use a PIN to sign your application electronically?

1
Yes
2
No (skip to PINUSE5)
8
Don’t Know (skip to PINUSE5)

9
Refused (skip to PINUSE5)
Using the same 1 to 10 scale, how would your rate…

PINUSE2. The ease of using the electronic signature process

PINUSE3. Your ability to have your parents sign electronically

PINUSE4. The turnaround time for your signature to be verified

PINUSE5. Did you know that you can use your PIN to view your data or make corrections to your FAFSA information?


1
Yes
2
No (skip to next section)
8
Don’t Know (skip to next section)
9 Refused (skip to next section)

Using the same 1 to 10 scale where 1 is “poor” and 10 is “excellent”, how would you rate…

PINUSE6. The ease of using your PIN to access your FAFSA information
ACSI Benchmark Questions (Do not read)
ACSI1. Using a 10-point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied are you with the FAFSA process on the web?

ACSI2. Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds your expectations," to what extent did the FAFSA process on the web fall short of or exceed your expectations?

ACSI3. Imagine what an ideal website for applying for grants, loans, and work-study would be like.  How well do you think the FAFSA process on the web compares with the ideal you just imagined?  Please use a 10-point scale on which "1" means "not at all close to the ideal," and "10" means "very close to the ideal."

Outcome Measures (Do not read)

CONF1. Using a scale of 1 to 10 where “1” means “not at all confident” and “10” means “completely confident”, how confident are you that your information on the website is secure and that it reached the intended target?


REPT1. Using a scale of 1 to 10 where “1” means “not at all willing” and “10” means “very willing”, how likely would you be to use the website to apply for financial aid in the future?  

RCMD1. Finally, using the same 1-to-10 scale, how likely would you be to recommend the website to others that might have a need for it?


COMP1.
In the past six months, have you registered a complaint with the Department of Education about the FAFSA application?

1
Yes
2
No 
8
Don’t Know 


9
Refused 

Closing (Do not read)
CNCL1. To help us better understand the users of the department’s website, we would like to know what your level of experience is with the internet.  How long have you been using the internet?

1 less than a year,

2 1-2 years, or

3 over 2 years

CNCL2. In your own words, what could the Department of Education do to improve the FAFSA process on the web?  (enter verbatim response)
Those are all the questions I had for you.  Thank you for your time, and have a good day.
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