Supporting Statement for Paperwork Reduction Act Submissions

Single Family Survey Document for the FHA Resource Center Project
OMB Control Number 2535-0116

A. Justification

1. The Federal Government mandates the collection of this survey information through Executive
Order (EO) 13571 -Streamlining Service Delivery and Improving Customer Service and OMB
Circular A-11 Section 280 Managing Customer Experience and Improving Service Delivery. This
EO mandates that agencies survey their customers to identify the quality of customer services and
satisfaction with existing services. It provides agencies on best practices for measuring and
managing customer experience along with guidance to agencies on implementing the Federal
Government’s customer experience framework. These requirements provide details for agencies on
how to effectively manage customer experience improvement efforts.

This information collection consists of the survey of users of the Department's Federal Housing
Administration (FHA) primary contact center. It is designed to determine whether the Department is
appropriately and adequately serving their client’s needs. It follows HUD's commitment to use
surveys to measure performance and changes in performance. There is a significant importance that
HUD management places on the information provided by customers.

2. The information collected from these formerly approved OMB surveys by our HUD FHA Resource
Center management team will be utilized to determine the effectiveness of our customer service
operations and applications. Client feedback is a significant portion of the evaluation of any contact
center operation and will be utilized to identify areas for improvement, establish baselines of client
satisfaction, and determine improvement or decline in service over time.

3. Information collection will be done utilizing a secured web-based survey electronic mechanism
called Survey Monkey. HUD's decision to utilize this method will ease the time burden on the client
in the collection of the information, improve the accuracy of the survey responses, and improve the
agency's ability to sort and report on the resulting survey data.

The web-based survey will be initiated randomly for those that seek information from a client
whether they contacted the FHA Resource Center contact center by telephone, email, or via our web-
based FAQ site. A random selection of service requests will be selected each month and provided
with an email requesting their consideration in the participation of a survey related to their recent
inquiry. If the client agrees to participate in the survey, they will select a link from within the
requesting email and be guided to an electronic web-based survey tool. The responses to the survey
questions are securely housed in an on-line database. The survey tool neither seeks privacy related
information nor collects it within the survey mechanism.

4. There is no duplication of information. A review of the agency’s approved customer service survey
mechanisms was completed. The existing mechanisms lacked the specificity necessary to active the
required goals.
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5. The collection of information does not impact small businesses or other small entities.

6. If the collection of survey information is not completed or conducted less frequently there would not
be an effective way to measure the quality of the delivery of our customer service on the FHA
Resource Center project. In addition, the inability to receive this client feedback would not allow us
to determine areas for customer service improvement since the respondents to this survey include the
general public, representatives of organizations and companies that do business with HUD to
provide services or benefits to end customers. These organizations and businesses consist of non-
profit organizations and for-profit entities.

The current ongoing process under the current OMB approval that includes sampling of only a
portion of the universe of such entities and establishing the voluntary nature of participation in this
survey are all geared to minimize the burden, and perceived burden, on such entities. The data
collection is designed to obtain feedback on the performance of the largest provider of information
and technical support for FHA residential mortgage insurance programs. This feedback is essential to
ensure that the agency is providing not only the highest level of customer service to our clients but to
ensure that the nature and type of information being provided is adequate to support the agency's
mission and programs.

7. Explain any special circumstances that would cause an information collection to be conducted in a
manner:
¢ requiring respondents to report information to the agency more than quarterly;
Not Applicable
* requiring respondents to prepare a written response to a collection of information in fewer than
30 days after receipt of it;
Not Applicable
® requiring respondents to submit more than an original and two copies of any document;
Not Applicable
® requiring respondents to retain records other than health, medical, government contract, grant-in-
aid, or tax records for more than three years;
Not Applicable
¢ in connection with a statistical survey, that is not designed to produce valid and reliable results
than can be generalized to the universe of study;
Not Applicable
* requiring the use of a statistical data classification that has not been reviewed and approved by
OMB;
Not Applicable
¢ that includes a pledge of confidentiality that is not supported by authority established in statute
or regulation, that is not supported by disclosure and data security policies that are consistent
with the pledge, or which unnecessarily impedes sharing of data with other agencies for
compatible confidential use; or
Not Applicable
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The proposed data collection activities are consistent with the guidelines set forth in 5 CFR 1320.6
(Controlling Paperwork Burden on the Public - General Information Collection Guidelines}. There
are no special circumstances that require deviation from these guidelines.

8. In accordance with 5CFR 1320.8(d), this information collection soliciting public comments was

announced in the Federal Register on July 8, 2019, Volume 84, No. 130, Pages 32469. No

comments received.

9. No payments or gifts are provided to respondents.

10. There are no assurances of confidentiality provided to respondents. Our clients are notified that

“Responding to this survey is voluntary and completely anonymous. No personal information is
collected or maintained in conjunction with your response to this survey.”

11. The information collection does not contain information of a sensitive nature about sexual behavior
or attitudes, religious beliefs, or private matters.

12. The burden estimate is based on the time required to collect the survey data, analyze information,
export and analyze the information, and maintain applicable statistics.

The contacts are as follows:

1. FHA Resource Center, HUD Philadelphia Homeownership Center
Lance L. Litty Jr. COR
(215) 861-7541

2. FHA Resource Center, HUD Philadelphia Homeownership Center
Thomas Longo, Alternate COR
(215) 861-7548

Informatio Frequency Burden Annual Hourly Total
Number of Responses
n Respondents of Per Annum Hour Per Burden Cost Per Annual
Collection Response Response Hrs. Response Cost
FHA 1,658 12 19,896 .05/ 9,948 $15.28 $15,201
Survey 3 minutes
Instrument
***Totals 19,896 9,948 $15,201
Burden 79,352 37,419.78
Available
for Future
Generic IC
Submission
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Kk Responses Hours

Total Burden Requested Under This ICR 117,248.00 37,519.26
Total Burden Requested for Generic IC’s submitted with This ICR 19,896.00 9,948.00
Burden Available for Future Generic IC Submission 97,352.00 37,491.78

The hourly cost per response is based on the per capita income of the United States of $31,786 (US Bureau of the
Census, 2017 American Community Survey) and the corresponding hourly earnings of $15.28.

The proposed survey collection method for each month to utilize one week of the inquiries processed
as the pool for randomly selecting customers to receive a survey invitation. The number of survey
invitations sent to HUD FHA Resource Center customer out of the total pool, will follow these

guidelines:
. Inquiries responded to by Resource Center staff: 15%
. Inquiries responded to by All four HOCs & NSC staff: 30%
. Inquiries responded to by All HQ Office staff: 50%
. Inquiries responded to by FHA online Frequently Asked Question (FAQ) site: 50%

Adjustments were made to the percentages responded to by the FHA Resource Center staff due to
the overall volume of service requests being resolved is lower from their group over the past several
years.

13. There are no additional costs to respondents. The agency anticipates no additional cost burden to the
respondents for the technology utilized, collection of data, project management, or report
preparation.

14. Cost to the Federal Government is based on a burden of .05 hours / 3 minutes per response on
average and an hourly cost of $56.15, which includes an annual cost as follows:

Information | Number of Frequency Responses Burden Annual Hourly Total
. of Hour Per Burden Cost Per Annual
Collection | Respondents Per Annum
Response Response Hrs. Response Cost

FHA Survey 1,658.00 12.00 19,896.00 | .004825/ 95.99 $56.15 $5,389.83
Instrument .29

Costs minutes

associated per
with response

generating
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survey,
sending out
survey,
collecting
and
analyzing
data.

FHA Survey $1,188.00
Instrument
annual cost
of Survey
Monkey
Subscription

Totals 19,896 95.99 $6,577.83

The hourly rate is based on the annual salary of a Business Analyst $113,548 (GS-14, step 1) along with the
corresponding hourly earnings of $56.15.

15. This is an update to the survey included under 2535-0116 to a change of an expiring collection. The
survey Customer Satisfaction with the FHA Resource Center will be the primary method for
obtaining feedback from the contact center users. The focus of this survey is to assess customers'
satisfaction with their interactions with the FHA Resource Center project. There is an increase due
to the low burden hours requested in the previous collection. The agency is requesting higher
hours in case the agency wants to submit individual clearances for expedited review under the
umbrella clearance.

16. The collection of information is not scheduled for publication. Results from the survey will not be
published or shared with any other agencies. Data will be reported within the agency on a monthly
basis for use in identifying and facilitating necessary changes to the contact center operations.

17. HUD is not seeking approval to avoid displaying the expiration date.

18. There are no exceptions to the certification statement identified in Item 19 of the OMB 83-I.
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