Date:  February 28, 2004

To:  OMB Officer

From:  Matteo Fontana

The Department of Education (ED), Office of Federal Student Aid (FSA) requests clearance for a customer satisfaction survey of one of its business processes in support of a Post Implementation Review (PIR).

Following is the required information for the survey:

1)  Title of survey:  Financial Partner Data Mart Customer Satisfaction Survey.  This survey will be conducted via the Internet.

2)  Control Number:  1845-0045

3)  Public affected by the survey:  The pool of eligible respondents consists of Guaranty Agency representatives who interact with the Financial Partner Data Mart System.

4)  Number asked to respond to survey:  The target number of completed interviews is 113.  Assuming a response rate of 75%, approximately 150 people will be contacted to complete the survey.  All members of the pool of eligible respondents will receive the request to complete the survey via e-mail.

5)  Hours per response to survey:  15 minutes per completed survey.

6)  Total burden hours on public:  28.25 hours (113 surveys at 15 minutes per survey)

7)  Survey Statistical Methodology:  

Because the pool of eligible respondents consists of the entire desired population, a straight statistical evaluation will be performed.  The responses are reported directly with no interpretations or calculated margins of error.  Output of the survey will be a series of pie charts indicating the range of answers for each question, along with a selection of comments provided by the respondents.
The survey is designed to give a snapshot of how well a project has completed the goals set out when the project began.  The questions are designed to elicit responses from the customers who interact with the system.  The survey responses help project management get an indication of the general level of customers’ satisfaction with the product, while providing an additional viewpoint from which to evaluate the overall review.  

The survey responses will be used by the PIR evaluation team as one of eleven elements assessing the success of the project.  The PIR results are used to improve both the System Life Cycle (SLC) and the Capital Planning and Investment Cycle (CPIC) processes for future enhancements of this implementation effort and for other ED investments.

8)  Projected response rate:  75%

9)  Federal costs:  This survey is one element of a PIR.  ED contracted to have a minimum of 18 PIRS performed on ED Information Technology (IT) projects.  The cost of each PIR is $50,000.  The cost of the survey is imbedded into this overall fee.  The customer satisfaction survey capability will add value to the PIR.  The cost of the PIR remains the same with or without the customer satisfaction survey.

10)  Request Approval Date:  March 12, 2004 

