[bookmark: _GoBack]2020 Customer Loyalty Survey
Req-14
For PRA Review only – Contents of this box will not be displayed to recipients.

Note that this survey depends on embedded data to determine which questions will be displayed to each recipient. Embedded data are commands built into the survey that draw information from the contact list. Survey responses remain confidential. 

The embedded data fields that are used in this survey are:
· Program Office (GSA program being rated) 



Screen 1
 [image: ]On Screens 1, 2, 3, 5, 6, 7a, 7c, 31, and 32, [Program Office] will be replaced by one of the following: 
· GSA Information Technology Category
· GSA Personal Property Management
· GSA 4PL Retail Store (ServMart)
· GSA Global Supply
· GSA SmartPay
· U.S. Web Design System
· Data.gov
· DigitalGov



Link at the bottom of above page goes to a pdf displaying the PRA statement and a GSA Privacy Act Statement. See next page for screenshot.


Screen 1, continued

Screenshot of pdf linked from bottom of first page: 
[image: ]


Screen 2

[image: ]

If No, then display Screen 3.

If Yes, skip to Screen 5.




Screen 3

[image: ]




Screen 4

[image: ]

Exit survey (for respondents who select “No” on Screen 2).

Screen 5

[image: ]



Screen 6

[image: ]
If “How satisfied or dissatisfied are you with this program?” = Very Dissatisfied, Dissatisfied, or Neither satisfied nor dissatisfied, move to Screen 7a.
If “How satisfied or dissatisfied are you with this program?” = Satisfied, skip to Screen 7b.
If “How satisfied or dissatisfied are you with this program?” = Very Satisfied, skip to Screen 7c.

Screen 7a

Display if “How satisfied or dissatisfied are you with this program?” = 1, 2, 3, 4, 5, or 6.

[image: ]


If Program Office = U.S. Web Design System, skip to Screen 8.
If Program Office = GSA Information Technology Category, skip to Screen 9.
If Program Office = GSA Personal Property Management, skip to Screen 10.
If Program Office = GSA 4PL Retail Store (ServMart), skip to Screen 14.
If Program Office = GSA Global Supply, skip to Screen 18.
If Program Office = Data.gov, skip to Screen 24.
If Program Office = GSA SmartPay, skip to Screen 25.
If Program Office = DigitalGov, skip to Screen 28.

Screen 7b

Display if “How satisfied or dissatisfied are you with this program?” = 7 or 8.

[image: ]


If Program Office = U.S. Web Design System, skip to Screen 8.
If Program Office = GSA Information Technology Category, skip to Screen 9.
If Program Office = GSA Personal Property Management, skip to Screen 10.
If Program Office = GSA 4PL Retail Store (ServMart), skip to Screen 14.
If Program Office = GSA Global Supply, skip to Screen 18.
If Program Office = Data.gov, skip to Screen 24.
If Program Office = GSA SmartPay, skip to Screen 25.
If Program Office = DigitalGov, skip to Screen 28.

Screen 7c

Display if “How satisfied or dissatisfied are you with this program?” = 9 or 10.

[image: ]


If Program Office = U.S. Web Design System, skip to Screen 8.
If Program Office = GSA Information Technology Category, skip to Screen 9.
If Program Office = GSA Personal Property Management, skip to Screen 10.
If Program Office = GSA 4PL Retail Store (ServMart), skip to Screen 14.
If Program Office = GSA Global Supply, skip to Screen 18.
If Program Office = Data.gov, skip to Screen 24.
If Program Office = GSA SmartPay, skip to Screen 25.
If Program Office = DigitalGov, skip to Screen 28.

Screen 8

Display if Program = U.S. Web Design System

[image: ]

Proceed to Screen 31.

Screen 9

Display if Program Office = GSA Information Technology Category

[image: ]
Proceed to Screen 31.

Screen 10

Display if Program Office = GSA Personal Property Management
[image: ] 

Screen 11

[image: ] 

Screen 12

[image: ] 

Screen 13
[image: ]
Proceed to Screen 31.


Screen 14

Display if Program = GSA 4PL Retail Store (ServMart)

[image: ]
If “In the past 12 months, what have you purchased at our Store” = Office supplies, move to Screen 15a.
If “In the past 12 months, what have you purchased at our Store” = Industrial supplies, skip to Screen 15b.
If “In the past 12 months, what have you purchased at our Store” = Both office and industrial supplies, skip to Screen 15c. 

Screen 15a

Display if “In the past 12 months, what have you purchased at our Store” = Office supplies.

[image: ]

Proceed to Screen 16.

Screen 15b

Display if “In the past 12 months, what have you purchased at our Store” = Industrial supplies.

[image: ]
Proceed to Screen 16.

Screen 15c

Display if “In the past 12 months, what have you purchased at our Store” = Both office and industrial supplies. 

[image: ]

Proceed to Screen 16.

Screen 16

[image: ] 

Screen 17

[image: ]
Proceed to Screen 31.

Screen 18

Display if Program Office = GSA Global Supply

[image: ]
If “How do you place the majority of your GSA Global Supply orders?” = MILSTRIP/FEDSTRIP, display additional question 19a.
If “How do you place the majority of your GSA Global Supply orders?” = Online via GSA Advantage or Online via GSA Global Supply website, display additional question 19b.
If “How do you place the majority of your GSA Global Supply orders?” = Online via FedMall, display additional question 19c.
If “How do you place the majority of your GSA Global Supply orders?” = Phone (800 number), display additional question 19d.



 

Screen 19a

Display if “How do you place the majority of your GSA Global Supply orders?” = MILSTRIP/FEDSTRIP
[image: ]
Proceed to Screen 31.

Screen 19b

Display if “How do you place the majority of your GSA Global Supply orders?” = Online via GSA Advantage or Online via GSA Global Supply website 
[image: ]
Proceed to Screen 20. 


Screen 19c

Display if “How do you place the majority of your GSA Global Supply orders?” = Online via FedMall 
[image: ]
Proceed to Screen 20.


Screen 19d

Display if “How do you place the majority of your GSA Global Supply orders?” = Phone (800 number)
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Proceed to Screen 20.

Screen 20

[image: ]
If “When compiling your orders, which of the following sources do you rely on most?” = GSA Global Supply printed catalog, display additional question on Screen 21a.

If “When compiling your orders, which of the following sources do you rely on most?” = GSA Global Supply electronic catalog, display additional question on Screen 21b.


Screen 21a

Display if “When compiling your orders, which of the following sources do you rely on most?” = GSA Global Supply printed catalog 

[image: ]
Proceed to Screen 22.

Screen 21b

Display if “When compiling your orders, which of the following sources do you rely on most?” = GSA Global Supply electronic catalog 

[image: ]
Proceed to Screen 22.

Screen 22

 [image: ]

If “I did not use any alternative sources in the past 12 months” is selected, move to Screen 23, but do not display “Why did you choose to use the alternative supply source rather than GSA Global Supply?” 

For all other response options, move to Screen 23.



Screen 23

[image: ]

Proceed to Screen 31.



Screen 24

Display if Program Office = Data.gov

[image: ]

Proceed to Screen 31.


Screen 25

Display if Program Office = GSA SmartPay
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Screen 26
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Screen 27

[image: ]
Proceed to Screen 31.


Screen 28

Display if Program Office = DigitalGov

[image: ] 

Screen 29
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Screen 30
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Proceed to Screen 31.

Screen 31
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Screen 32
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Screen 33
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Screen 34
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Screen 35
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End of survey
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GSA

Thank you for your participation in this survey!

If you would like to update your survey responses, please follow this link




image6.png
A
P\
GS
Please rate the following:

Not at all likely Very likely
1 2 3 4 5 6 7 8 9 10

How likely are you to
recommend[frogam = O O O O O O O O O O

Office] to others?

If you had the option
how likely would you
be to use [Program O O O 0 O 0O oo o o
Office] in the future?

If you had the option
how likely would you

be to consider 0O 0O 0O 0O o 0O oo o o
[Program Office] as

your first choice?

Next Page




image7.png
GSA

Please consider all of your experiences interacting with or purchasing from [Program
Office] in the fast 12 months and rate each of the following

Neitner
satised
very nor very
dssalifed Dissatsfed  dssatfed  Salifed  satifed  NA
Gustomer service o o o o o o
Technology and
Tectmor o o o o o o
Qualty of products
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Ease of acquiring
products andlor o o o o o o
Servces

Please consider all of your experiences interacting with or purchasing from [Program Office]
in the last 12 months. How satisfied or dissatisfied are you with this program overall?

Nether satisfied
Very dissatisied  Dissafisfied  nor dissatisfied Satisfied Very satisfied

o o o o o
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GSA

How can [Program Office] improve?
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GSA

Please provide any additional comments.
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GSA

What is [Program Office] doing well?
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GSA

How did you hear about the U.S. Web Design System?

O Colieague at my agency

O Digital gov website:

O A govemment.ide community listserv
O Other please specity)

Pag
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GSA

You indicated that you used the GSA Schedule in the last 12 montns. Please selsct the.
category or categories that best describe your purchase. Select al that apply.

O 1T Hardware (e.g. deskiops, laptops, printers, scanners, routers, modems, and switches)
O 17 Securty(e.0. Cybersecurity Products and Services)
O 17 Services (e g Healin IT Services, IT Professional Services and Training, etc)

O 1T Software (e.g. Software Licenses, Software Maintenance, and System Platforms, Cloud
Services)

om (e  satelite. & Mobilty Sences, and tion
Services)
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GSA

‘At which GSA store do you most frequenty shop?

In the past 12 months, what have you purchased at our Store?

O offcs supplies
O Industrial supplies.
O Botn office and industial supplies
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GSA

Did the store have the office supplies you needed in stock?

O Yes
One

us Page

Next Page
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GSA

Did the store have the industrial supplies you nesded in stock?

O Yes
One
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GSA

Did the store have the office supplies you needed in stock?

O Yes
One

Did the store have the industrial supplies you nesded in stock?

O Yes
O No
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GSA

How do this store's prices compare to prices at similar stores?

O Prices at this store are much higher than at similar stores.
O Prices at this store are slightly higher than at similar stores.
O Prices at this store are about the same as at similar stores.
O Prices at this store are slightly lower than at similar stores.
O Prices at this store are much lower than at similar stores.

How does this store's selection compare to the selection at simiar stores?

O This store has much less selection than similar stores.

O This store has slightly less selection than similar stores.
O This store has about the same selection as similar stores.
O Tnis store has slightly more selection than similar stores.
O This store has much more selection than similar stores.
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GSA

'With which of these statements do you agree? Select all that apply.
O 1 was generally satisfied vith the support offered by the office supply vendor.
O 1 was generally satisfied vith the support offered by the tools/industrial vendor
O 1 found the store employees helpul.

O 1 was generally satisfied with the store’s cleaniness.

O 1 was generaly satisfied with the way the store addressed my concerns.
O other

O None of the above.

How would you rate the qualit of the merchandise available at this store?
Very Poor Poor Average Good Excellent

o o o o o

Please indicate how satisfied or dissatisfied you are with this store's retun policy.

Nether satisfied
Very dissafisfied  Dissaisfed nor dissaisfied  Safisfied  Very sasfied NiA
o o o o o o
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GSA

How do you place the majority of your GSA Giobal Supply orders?

O MILSTRIP/FEDSTRIP via your internal supply system

O Oniine via GSA Advantaget®.

O Oniinevia GSA Giobal Supply websito (i GSAglobalsuppl.gsa gov)
O Online via FedMall (formerly DOD EMALL)

O Pnone (800 number)

O Fax

O Other please specity)
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GSA

How do you place the majority of your GSA Global Supply orders?
@ MILSTRIPIFEDSTRIP via your interal supply system (e.g. GCSS, Ammy LMP, ERP,
DPAS, etc)
O Oniine via GSA Advantage!
O Oniine via GSA Global Supply website (wiw.GSAglobalsupply.gsa.gov)
O Oniine via FedMall formerly DOD EMALL)
O Phone (800 number)
O Fax
O otner (please specity)

Please think about the GSA Global Supply orders/requisitions you placed via
MILSTRIP/automated supply system using your agency's platform (e.g. GCSS, Army LMP.
ERP, DPAS, elc.). How would you rate your experience placing orders via this platform?

Neither satisfied
Very dissafisfied  Dissalisfied  nor dissatisfied Satisfied Very satisfied
o o o o o
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GSA

How do you place the majority of your GSA Global Supply orders?
O MILSTRIPIFEDSTRIP via your internal supply system (e.g. GCSS, Ammy LMP, ERP,
DPAS, etc)
O Oniine via GSA Advantage!
@ Oniine via GSA Global Supply website (wiw.GSAglobalsupply.gsa.gov)
O Oniine via FedMall formerly DOD EMALL)
O Phone (800 number)
O Fax
O otner (please specity)

Please think about the GSA Global Supply orders you placed online with GSA, using either
the GSA Global Supply or GSA Advantage!® websites. How would you rate your
‘experience placing orders online?

Neither satisfied
Very dissafisfied  Dissalisfied  nor dissatisfied Satisfied Very satisfied

o o o o o
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GSA

How do you place the majority of your GSA Global Supply orders?
O MILSTRIPIFEDSTRIP via your internal supply system (e.g. GCSS, Ammy LMP, ERP,
DPAS, etc)
O Oniine via GSA Advantage!
O Oniine via GSA Global Supply website (wiw.GSAglobalsupply.gsa.gov)
@ Oniine via FedMall (formerly DOD EMALL)
O Phone (800 number)
O Fax
O otner (please specity)

Please think about the GSA Global Supply orders you placed online with FedMall. How
would you rate your experience placing orders online?

Neither satisfied
Very dissafisfied  Dissalisfied  nor dissatisfied Satisfied Very satisfied

o o o o o
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GSA

How do you place the majority of your GSA Global Supply orders?
O MILSTRIPIFEDSTRIP via your internal supply system (e.g. GCSS, Ammy LMP, ERP,
DPAS, etc)
O Oniine via GSA Advantage!
O Oniine via GSA Global Supply website (wiw.GSAglobalsupply.gsa.gov)
O Oniine via FedMall formerly DOD EMALL)
@ Phone (800 number)
O Fax
O otner (please specity)

Please think about the calls you made to the GSA Global Supply 1-800 number to place an
order. How would you rate your experience placing orders over the phone?

Neither satisfied
Very dissafisfied  Dissalisfied  nor dissatisfied Satisfied Very satisfied

o o o o o





image28.png
GSA

Approximately how often have you submitted requisitions to GSA Global Supply during the
past 12 months?

O Fewer than 5 times
O 510 times

O Monthly

O Few times per month
O Weekly

O More than weekly

When compiling your orders/requisitions for GSA Global Supply. which one of the following
sources do you rely on most?

O GSA Global Supply printed catalog

O GSA Global Supply electronic catalog

O GSA Global Supply website

O GSA Advantage!

O iltary ordering systems (e.g. GCSS, Amp LMP, ERP, DPAS, efc )
O Miltary technical and/or supply publications

O other (please specify)
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GSA

Approximately how often have you submitted requisitions to GSA Global Supply during the
past 12 months?

O Fever than 5 times
O 510times

O Monthly

O Few times per month
O Weeky

O More than weekly

When compiling your orders/requisitions for GSA Global Supply, which one of the following
sources do you rely on most?

@ GSA Global Supply printed catalog

GSA Global Supply electronic catalog

GSA Global Supply website

GSA Advantage!

Miltary ordering systems (e.g. GCSS, Armp LMP, ERP, DPAS, etc.)
Miltary technical and/or supply publications

000000

Other (please specify)

Please rate the usefulness of the GSA Global Supply Printed catalog in helping you select
the supplies you order.

Notatalluseful  Siightly useful  Moderately useful  Very useful  Extremely useful

o o o o o
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GSA

Approximately how often have you submitted requisitions to GSA Global Supply during the
past 12 months?

O Fever than 5 times
O 510times

O Monthly

O Few times per month
O Weeky

O More than weekly

When compiling your orders/requisitions for GSA Global Supply, which one of the following
sources do you rely on most?

GSA Global Supply printed catalog

GSA Global Supply electronic catalog

GSA Global Supply website

GSA Advantage!

Wiitary ordering systems (e.g. GCSS, Amp LMP, ERF, DPAS, etc.)
Miltary technical and/or supply publications

[eNeNeNeNoN JNol

Other (please specify)

Please rate the usefulness of the GSA Global Supply Electronic catalog in helping you
select the supplies you order.

Notatalluseful  Siightly useful  Moderately useful  Very useful  Extremely useful

o o o o o

Previous Pat
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GSA

Please think about the shipments of products you received from GSA Global Supply and
select the statements with which you agree. Select all that apply.

O 1am generally satisfied with the speed of delvery.

[ 1:am generaly satisfied with the overall condition of the boxes/packages (¢.. no
damage)

O 1 find most shipments are accurate (L. it contained the produci(s) you ordered)
O 1 find most shipments contain the relevant shipping documents.

3 otner (please specity)

O None of the above

Thinking of the past 12 months, when you had the option of using GSA Global Supply and
chose NOT to, which of the following alternatives did you choose? Select all that apply.

O Base Supply stores.

O Muttiple Award Schedules

O Fssl vendors

O Purchases made from other goverment agencies

O Open market purchases directly from vendors (please specify)

O other (please specity)
O 1 did not use any alterative sources in the past 12 months.
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GSA

What resources have you used over the last twelve months to get GSA SmartPay®
Program information? Select all that apply.

O Montnly discussions with Dave

O Quartery NOPC meetings.

O Smart Bulletins.

0 Email messages

O GSA SmartPay website

O Acquisition Gateway (Card Services hallway)

O interact

O Social media (Facebook, Twiter, Googlor, Linkedin, and/or Yolo)

What types of information would you ke to ses on GSA SmartPay®'s social media sites.
(Facebook, Twitter, Google-, Linkedin, and/or Yelp)? Select all that apply.

O ©sA SmartPay program news.

O ©sA SmartPay 3 contract updates.
O GSA SmartPay success stories
O Industry News.

O other

Next Page
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GSA

Thinking about the GSA SmartPay® website, please indicate how strongly you agree or
disagree with the following statements:

Neither
Strongly agree nor Strongly
disagree  Disagree  disagree  Agree  agree NA

“The website layout
makes it easy to find o o o o o o

what I'm looking for.
1am able to
accomplish what | o o o o o o

needto on the
website

Thinking about the GSA SmartPay® online training, please indicate how strongly you agree
o disagree with the following statements:

Netter
Stongly agree nor Stonoy
disagree  Disagree  disagree Agree agree NA
The wepste ayout
miemoms O O O O O O
inat e 0kig o
The raiing was o o o o o o
iseu
The raiing vas
deersd i way hat
best met my learning o o o o o o
needs
1 am confientn my
ability to manage
charge cards at my o o o o o o
agenty
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GSA

Please indicate which of GSA SmartPay®'s data tools you find most useful. Rank the below
items from 1 o 5, with one being the most useful and five being the least useful.

Data Warehouse
Data Management Working Group

Interesting Data Metrics

Interact Toolfor Government-wide Charge Card Melrics

Savings Calculator

GSA SmartPay 3 has a number of new solutions that generate refunds for agencies.

Please select the solutions you'd lie to leam more about. Enter your email address, and
we will follow up with you

O Purchase Card

O virtual Card

O single Use Account
O Ghost Card

O ePayables

0 emai

Previo
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GSA

When you st visited DigitalGov, what information were you looking for?

O Guidance around implementing policy

O News and updates on technology in government

O Aresource to help me or my team overcome a problem

O Advice on the tools my team can use

O Ameans to connect to others in government who are doing similar work
O Otner (please specity)

How would you evaluate the quality of the documentation on the DigitalGov website (e.g
blog posts, videos, news, resource pages)?

Terrible Poor Average Goog Excellent

o o o o o
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GSA

Please indicate how strongly you agree or disagree with this statement

"The [Program Office] program office is acting in my best interest "

Neither agres nor
Strongly dsagres  Disagree disagree. Agree. strongly agree

o o o o o
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GSA

I you could make one change to [Program Office], what would it be?
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GSA

In what federal agency, branch of military service, or state, local, or tribal govemment do
you work?

Agency v

Bureau /
Component
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GSA

Which of the following best describes your position?

Whatis the 5-digit zip code at your primary place of work (.e. duty station)?
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GSA

“Thank you for your participation in the 2020 Customer Survey. Your responses are crucial for
improving GSA programs and ensuring that we are supporting the mission of your agency.

I you have any questions about this survey or how the feedback is used, pleass contact us at
sunveys@research gsa.oov.
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GSA

Welcome to the 2020 General Services Administration’s Customer Survey!
GSA's Federal Acquisition Service (FAS) uses this survey to improve the way we work with
our agency partners. Your responses help the [Program Office] program office identify

ways to make your experience better.

Providing information is voluntary. Your responses will be completely confidential; they will
only be released in group summaries and will not contain any personally identifiable data.

If at any point during the survey you need assistance, please email us at
surveys@research.gsa.gov.

Thank you in advance for completing the survey.

Form Approved OMB# 3090.0297 Exp. Date 08/31/2022 and Privacy Act Statement
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GSA

Have you interacted with or purchased from the [Program Office] program office in the
past twelve months?

QO Yes
O No
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GSA

Please select the primary reason why you have not interacted with or purchased
from [Program Office] in the past 12 months.

QO | use an alternative contract solution.

O Agency guidance is to use a different contract solution.

O My experience with [Program Office] has been unsatisfactory.

O My position has changed, and | no longer make purchasing decisions for my agency.
O My agency experienced budget cuts.

O Other




