FPS Help Desk Survey Instrument
The following customer feedback survey instrument is to assess customer experience with FPS Help Desk and meets the standard OMG Circular A-11, section 280 requirements, including the measurement of satisfaction.
	
	Question
	Answer Options 

	Q1 
	Please rate your overall experience contacting Federal Student Aid’s FPS Help Desk. 
	[Star Scale w/o NA, with labels]
Rating scale
· 1 - Not At All Satisfied
· 5 - Extremely Satisfied

	Q2
	Please tell us the reason for your rating. (Optional)
	[Multi-line Comment]

	 Q3
	In a few words, tell us why you contacted us. (Optional)
	[Multi-line Comment]

	 Q4
	Did we resolve your issue? 
	[Radio Button] 
· Yes
· No
· Somewhat 


	Q5
	Please provide details below. (Optional)
	[Multi-line Comment]


	Text
	To what extent do you agree or disagree with the following statements: 
	

	Q6
	I had a positive experience interacting with the agent. (Optional)
	[Grid]
· 1 = Strongly Disagree
· 5= Strongly Agree 

	Q7
	I spent a reasonable amount of time on the phone. (Optional) 
	[Grid]
· 1 = Strongly Disagree
· 5= Strongly Agree 

	Q8
	I received timely responses. (Optional)
 
	[Grid]
· 1 = Strongly Disagree
· 5= Strongly Agree 

	Q9
	I was satisfied with the automated phone menu. (Optional)

	[Grid]
· 1 = Strongly Disagree
· 5= Strongly Agree


	Q10
	I understand what I need to do next. (Optional)
 
	[Grid]
· 1 = Strongly Disagree
· 5= Strongly Agree 

	Q11
	Please let us know what we did well or could have done better. (Optional)
	[Multi-Line Comment] 

	Text
	We appreciate your feedback about the Federal Student Aid (FSA) FPS Helpdesk. Please think about your overall experience with FSA when answering the following questions.
	N/A

	Q12
	Please rate your satisfaction with Federal Student Aid products and services overall. (Optional)
	[Star Scale w/o NA, with labels]
Rating scale
· 1 - Not At All Satisfied
· 5 - Extremely Satisfied

	Q13
	What could Federal Student Aid do to improve overall? (Optional)
	[Multi-Line Comment]

	Text
	Paperwork Reduction Act Information: OMB Control No: 1845-0045 (Expires MM/DD/YYYY), Voluntary Survey, Estimated time to complete: 3 minutes, send feedback on this survey to customersurveys@ed.gov.

How Collected Information Is Used and Shared: After you submit survey responses Federal Student Aid analyzes survey feedback to help improve our products and services. We may follow up with you in response to a survey you submit in order to resolve an issue you reported or to get more information about your interaction. For more information, visit our privacy page.
	N/A




