
SUPPORTING STATEMENT (PART B) FOR 
GENERIC CLEARANCE FOR FEMA’s COLLECTION OF FEEDBACK ON SERVICE DELIVERY AND RECOVERY
OMB Control No.: 1660-NW171
COLLECTION INSTRUMENT(S): Not Applicable
 

B.	Collection of Information Employment Statistical Methods

The agency should be prepared to justify its decision not to use statistical methods in any case where such methods might reduce burden or improve accuracy of results.  When Item 17 on the Form OMB 83-I is checked "Yes", the following documentation should be included in the Supporting Statement to the extent that it applies to the methods proposed:

1. Describe (including a numerical estimate) the potential respondent universe and any sampling or other respondent selection methods to be used.  Data on the number of entities (e.g., establishments, State and local government units, households, or persons) in the universe covered by the collection and in the corresponding sample are to be provided in tabular form for the universe as a whole and for each of the strata in the proposed sample.  Indicate expected response rates for the collection as a whole.  If the collection had been conducted previously, include the actual response rate achieved during the last collection.

The potential respondent universe will consist of applicants for FEMA assistance.  This includes disaster survivors who applied for Individual Assistance or states, territories, tribes, local governments, or private nonprofit organizations that applied for Public Assistance.  The number of FEMA registrants varies annually depending on disaster size and number of disaster declarations.  Criteria for respondent qualification varies by survey goals and will determine when and where survey will be presented (e.g., various customer touchpoints).

Non-Generalizable Quantitative and Qualitative Data

Some of the activities under this collection will involve specialized research projects that will result in non-generalizable data.  Examples of approaches may include focus groups, interviews, pilot tests, and surveys.  In such cases in may be infeasible (and unnecessary) to have a more rigorous sampling methodology.  Results will not be used to make statements representative of the universe of study, to produce statistical descriptions (careful, repeatable measurements), or to generalize the data beyond the scope of the sample. Specifics related to the sampling methodology and data collection strategy will be described fully in each collection request under this generic clearance.  Data collected from these activities may be used to understand strengths and weaknesses with service delivery, obstacles to recovery, and engage stakeholders.

Generalizable Quantitative Survey Data

Standard Program Surveys:

Many of the activities under this clearance will involve surveys with a quantitative sampling methodology, aiming to draw generalized conclusions about a target population.  Program surveys are administered continuously across the disaster lifecycle to assess service delivery and customer satisfaction with FEMA programs.  A random stratified sampling design will be most commonly employed, with disaster and communication preference as common stratifying variables. 

For standard program surveys, completion goals are typically around 400 per reporting period (usually quarterly).  This is based on attaining a 95% confidence interval with a +/- 5 percent margin of error. Survey goals may vary depending on disaster activity and available sample.  The average survey contains around 40-50 questions and contains skip patterns to reduce burden.

Specialized Survey Projects:

Specialized survey projects may have different sampling criteria and goals, which will be outlined in any submission under this clearance.  These projects tend to be one-time assessments and may be in response to temporary program changes or unique situations (e.g., COVID response).  Such projects may target specific disasters, a program activation, FEMA regions, or the entire population depending on the goals of the project.  Sampling methodologies will vary depending on the needs and goals of the project.

Response Rates: 

The Customer Survey and Analysis Section (CSA) currently administers customer satisfaction surveys to FEMA applicants by phone and electronic methods (email). Once this clearance is approved, all Customer Survey and Analysis surveys will be submitted under this generic clearance to improve efficiency.  Historical response rates for CSA surveys are dependent on administration mode, elapsed time since registration, and target population.  Phone surveys typically have higher response rates than electronic surveys, and surveys administered further from registration have lower response rates.  Public Assistance applicants also tend to have higher response rates than Individual Assistance applicants.  

Response rates for electronic surveys range from 4% to 35%, with the average around 9% (1-year average).  CSA obtained electronic survey administration software in July 2021.  Response rates for phone surveys range from 13% to 60%, with the average around 29% (3-year average).  Steps will be taken to maximize response rates and ensure that these are integrated as part of the survey methodology in the supporting statements for each information collection submitted under the clearance.

CSA within the Recovery Reporting and Analytics Division (RRAD) is the point of contact for this clearance.  CSA is available for consulting on best practices for survey methodology and administration for others seeking approval under this clearance.

[bookmark: _Hlk143082927]2.	Describe the procedures for the collection of information including:

•	Statistical methodology for stratification and sample selection,

•	Estimation procedure,

•	Degree of accuracy needed for the purpose described in the justification,

•	Unusual problems requiring specialized sampling procedures, and

•	Any use of periodic (less frequently than annual) data collection cycles to reduce burden.

[bookmark: _Hlk143082965]The sampling frame varies depending on survey goals.  Applicants for FEMA assistance are the base population, and from that each survey typically focus on a sub-population (e.g., specific customer touchpoints).  For example, there might be a survey that assesses satisfaction with FEMA registration, and the sampling frame would include anyone who registered for FEMA assistance in the past ~2 weeks.  From there, a proportionate amount of sample would be randomly drawn from each active disaster to try and achieve the established quota based on current response rates. 

For the majority of quantitative surveys, a random stratified sampling methodology will be utilized.  Stratification provides gains in precision, or reliability, of the survey estimates.  Achieving a representative sample is key for generalizing findings.  Disasters are often similar in satisfaction as a whole, but occasionally there are instances where specific disasters deviate and have different satisfaction patterns.  Some surveys may utilize additional variables for stratification depending on the make-up of the subpopulation and specific subject matter.  Detailed descriptions of sample selection procedures and stratification plans will be included with quantitative survey submissions under this generic clearance.

If mixed mode survey administration is available (and feasible), surveys will be administered by phone and electronically to maximize response rates.  At registration applicants select whether they prefer mail or email communication.  Applicants who have an electronic preference will receive an electronic survey; those with a mail preference will receive a phone survey.  

Sampling weights may be used for specific surveys when determined to be appropriate.  If this is the case, a description of weighting procedures will be included with the survey submission in the corresponding Supporting Statement B.

For program surveys assessing general customer satisfaction with service delivery, all disasters are surveyed.  Hazard type, disaster severity, and population demographics of the affected area can vary tremendously from incident to the next.  Unpredictability is something the Agency must constantly contend with, and it is crucial to ensure customer service standards are met across all situations.  Keeping a steady pulse on service delivery is necessary for correcting issues in real time.    

Goals for survey completes are typically around 400 per reporting period (usually quarterly). This is based on attaining a 95% confidence interval with a +/- 5 percent margin of error.  Quotas are subject to change based on disaster activity, sample availability, and survey objectives.  Surveys that target smaller populations may survey the entire population rather than drawing a sample.  Based on previous clearances and allowing room for other submissions under this clearance, we estimate there will be approximately 389,770 annual respondents.

Specialized research projects may utilize convenience sampling (e.g., a specific geographic area), especially for pilot testing and focus groups.  In such cases it will be communicated that the results are non-generalizable to the population of study.

There is no expectation for unusual problems or hard to reach populations.  Most applicants provide accurate contact information at the time of FEMA registration. 

3. [bookmark: _Hlk143086075]Describe methods to maximize response rates and to deal with issues of non-response.  The accuracy and reliability of information collected must be shown to be adequate for intended uses.  For collections based on sampling, a special justification must be provided for any collection that will not yield "reliable" data that can be generalized to the universe studied.

[bookmark: _Hlk143086100]Past response rates for surveys administered by the Customer Survey and Analysis Section (CSA) have ranged from:

· Electronic Surveys- 4% to 35%, with the average around 9% (1-year average)
· Phone Surveys- 13% to 60%, with the average around 29% (3-year average)

	Incentives:

There is no financial incentive for respondents to answer the survey questions.  The incentive is the opportunity for applicants to express their opinion and evaluate their satisfaction with their recent service.  This feedback is vital to FEMA's continuous improvement in service delivery.  

If a specialized research project wants to utilize incentives to boost participation, it will be outlined in the submission for that project.

Strategies to Maximize Response Rates:

With the goal of maximizing response rates, improving efficiency, and reducing burden, CSA began offering electronic surveys in 2021 (in addition to phone surveys).  This allows respondents to complete surveys in their preferred method of communication.  This is especially important for disaster survivors who may have limited access to certain forms of communication.  Other strategies that may be utilized include:

· Scheduling of phone surveys will be during normal business hours.  Hours may be changed depending on disaster activity and time zone of the respondents being surveyed.
· Follow-ups or reminders in the form of emails or phone calls will be used to encourage participation.
· Callbacks will be attempted to applicants who request a different time/day to take the survey that is more convenient. 
· The opening statement will explain the purpose of the survey and that participation is voluntary.  Respondents will also be told that the survey phone call will not affect the outcome of their application for FEMA assistance.
· Web-based surveys will be tested across multiple devices.
· On-going training will be provided to interviewers.

	Dealing with Low Sample Sizes and Non-Response Issues:

If there are months with low disaster activity and insufficient survey data available to draw valid conclusions, a disclaimer about the small sample size and low precision rate will be included at the beginning of any reports.  If issues with nonresponse are identified (e.g., significant variance in satisfaction and nonresponse across groups), more advanced weighting procedures will be considered.  Specific weighting plans will be included with any submissions under this clearance in the corresponding Supporting Statement B.

Continuous Monitoring and Improvement:

FEMA is committed to continuous monitoring and adaptation of survey methods to ensure the reliability and generalizability of the data collected.  "Reliable" in this context refers to data that accurately represents the target population and allows for confident generalizations.  Our methods, including random stratified sampling and the use of weighting procedures when appropriate, are designed to meet this standard.

[bookmark: _Hlk143087639]4.	Describe any tests of procedures or methods to be undertaken.  Testing is encouraged as an effective means of refining collections of information to minimize burden and improve utility.  Tests must be approved if they call for answers to identical questions from 10 or more respondents.  A proposed test or set of tests may be submitted for approval separately or in combination with the main collection of information.

All requests to collect information under this clearance will be carefully evaluated to ensure consistency with the intent, requirements, and boundaries of this programmatic clearance.

Pretesting:

At the beginning of each collection period, a pretest may be conducted with less than 10 persons to discover any potential problems with the survey instrument or process.  This pretesting phase is crucial for identifying issues early on and making necessary adjustments.  For quality assurance purposes, data from the pilot will be reviewed and improvements made to the survey process as deemed necessary.     

Qualitative Research:

Qualitative research, such as focus groups, may also be used to refine surveys over time.  For example:

· A focus group conducted to understand a new FEMA program may uncover new issues related to service delivery, which may then be incorporated into the surveys.
· Text analysis on open-ended questions may also be used to identify issues related to survey question clarity and overall burden.  

Consultation with Customer Survey and Analysis Section (CSA):

[bookmark: _Hlk112330316]CSA will be available for consulting to other program managers and investigators submitting surveys under this clearance.  CSA has subject matter expertise in the following areas:

· Survey design
· Sampling methodologies (when applicable)
· Survey deployment and data collection (when resources available)
· Response rates and non-response bias
· Survey results analysis 
· Data visualization

Investigators seeking approval under this clearance are strongly encouraged to consult with CSA prior to submitting their information collection.  This collaboration ensures alignment with best practices and enhances the quality and utility of the collected information.

5. Provide the name and telephone number of individuals consulted on statistical aspects of the design and the name of the agency unit, contractor(s), grantee(s), or other person(s) who will actually collect and/or analyze the information for the agency.

	Kristin Brooks, Ph.D.
	Statistician
	Customer Survey and Analysis Section
	Recovery Reporting and Analytics Division, FEMA
	Kristin.Brooks@fema.dhs.gov
	Office: (940) 891-8579; Cell: (202) 826-6291
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