SUPPORTING STATEMENT FOR PAPERWORK REDUCTION ACT SUBMISSIONS
FMCS STAKEHOLDER SURVEY FOR QUALITATIVE FEEDBACK ON AGENCY
SERVICE DELIVERY
OMB NO. 3076-0017

A. Justification
1. Circumstances that make the collection of information necessary.
Executive Order 12862 directs Federal agencies to provide service to the public that matches or
exceeds the best service available in the private sector. In order to work continuously to ensure that
our programs are effective and meet our clients’ needs, the Federal Mediation and Conciliation
Service, (hereafter the “Agency”) seeks to obtain OMB approval of a generic clearance to collect
qualitative feedback on our service delivery. By qualitative feedback, we mean information that

provides useful insights on perceptions and opinions but are not statistical surveys that yield

quantitative results that can be generalized to the population of study.

This collection of information is necessary to enable the Agency to garner client and stakeholder
feedback in an efficient, timely manner, in accordance with our commitment to improving service
delivery. The information collected from our clients and stakeholders will help ensure that users
have an effective, efficient, and satisfying experience with the Agency’s programs. This feedback
will provide insights into client or stakeholder perceptions, experiences, and expectations, provide
an early warning of issues with service, or focus attention on areas where communication, training
or changes in operations might improve delivery of products or services. These collections will
allow for ongoing, collaborative, and actionable communications between the Agency and its
clients and stakeholders. It will also allow feedback to contribute directly to the improvement of

program management.

2. By whom, how, and for what purpose the information is to be used.



Improving agency programs requires ongoing assessment of service delivery, by which we mean
systematic review of the operation of a program compared to a set of explicit or implicit standards,
as a means of contributing to the continuous improvement of the program. The Agency will
collect, analyze, and interpret information gathered through this generic clearance to identify
strengths and weaknesses of current services and make improvements in service delivery based on
feedback. The solicitation of feedback will target areas such as: timeliness, appropriateness,
accuracy of information, courtesy, quality of service delivery, efficiency of service delivery, and
resolution of issues with service delivery. The Agency will assess responses to plan and inform
efforts to improve or maintain the quality of services it offers to the public. If this information is
not collected, vital feedback from clients and stakeholders on the Agency’s services will be

unavailable.

The types of collections that this generic clearance covers include, but are not limited to:

+ Client comment cards/complaint forms;

* Small discussion groups;

*  Focus Groups of clients, potential clients, delivery partners, or other stakeholders;

» Cognitive laboratory studies, such as those used to refine questions or assess usability of a
website;

* Qualitative client satisfaction surveys (e.g., post-transaction surveys; opt-out web surveys); and

» In-person observation testing (e.g., website or software usability tests).

Consideration of the use of improved information technology.

The Agency receives surveys verbally, from interviews and discussions, or electronically through

online collaboration tools. Data received verbally and electronically are simpler and faster for the

Agency to process and reduce postage and handling costs. Stakeholders must supply the requested

information in order for the Agency to successfully process and address stakeholder issues.

2



10.

Efforts to identify duplication.

The Stakeholder Survey for Qualitative Feedback on Agency Service Delivery is the only survey
used to collect information and no other entity collects comparable data.

Methods to minimize the burden to small businesses if involved.

The survey succeeds in minimizing the burden placed on small businesses by sampling, asking for
readily available information, and using short, easy-to-complete information collection
instruments.

Consequences to the Federal program if collection were conducted less frequently.

The survey is completed only once on an as-needed basis. Accordingly, any less frequent filing
would mean a complete negation of the statutory function assigned to the Agency.

Explain any special circumstances that would cause the information collection to be
conducted in a manner inconsistent to the guidelines.

There are no special circumstances regarding the collection of this information that would cause
the information collection to be conducted in a manner inconsistent with the guideline. It is
voluntary and will not be used for statistical purposes.

Consultation.

The notice published in the Federal Register soliciting comments can be found at 87 FR 18370 on
the Federal Register. No public comments were received. The Agency frequently consults with
the stakeholders who complete this survey regarding the data collected and disseminated as a result
of this collection activity.

Explain any decision to provide any payment of gift to respondents.

The Agency does not provide any payment or gift to respondents.

Describe any assurance of confidentiality provided to respondents.

The Agency provides respondents with no assurance of confidentiality. Personal information such

as the individual’s home address and home phone number are not collected.
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11.

12.

13.

14.

15.

16.

17.

Additional justification for any questions of a sensitive nature.

There are no questions of a sensitive nature, such as sexual behavior and attitudes, religious beliefs,
or other matters that are commonly considered private.

Estimates of reporting and recordkeeping hour and cost burdens of the collection of
information.

Approximately 7,100 respondents will complete both verbal and electronic surveys with the
Agency each fiscal year. The annual hour burden is an estimated 1,667 hours, approximately 1
minute for each survey depending on whether it is completed verbally or electronically.
Estimates of annualized capital and start-up costs.

The Agency is leveraging existing systems and processes for this function, no meaningful
additional costs will be incurred. Start-up costs were $25,000.

Estimates of annualized Federal Government Costs.

The anticipated annual cost to the Federal Government is approximately $5,500. These costs
comprise staff time and use of equipment.

Explain the reasons for the change in burden.

There are no program changes or adjustments.

For collections of information whose results are planned to be published for statistical use,
outline plans for tabulation, statistical analysis and publication.

Feedback collected under this generic clearance provides useful information, but it does not yield
data that can be generalized to the overall population. Findings will be used for general service
improvement but are not for publication or other public release.

Explain the reasons for seeking not to display the expiration date for OMB approval of the
information of collection.

The Agency is not seeking approval to not display the expiration date of OMB approval of

information collection.



18. Explain each exception to the certification statement.

There is no exception to the certification statement identified in Item B.
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