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SUPPORTING STATEMENT FOR PAPERWORK REDUCTION ACT 1995
EBSA PARTICIPANT ASSISTANCE PROGRAM CUSTOMER SURVEY

This information collection request (ICR) seeks approval for an extension without change 
of an existing control number.

A. JUSTIFICATION

1. Explain the circumstances that make the collection of information necessary. 
Identify any legal or administrative requirements that necessitate the collection. 
Attach a copy of the appropriate section of each statute and regulation mandating 
or authorizing the collection of information.

The purpose of this data collection effort is to solicit inquirers’ feedback and compile 
reports on the applicability and utility of EBSA’s Participant Assistance Program (PAP). 
PAP is an integral part of EBSA’s overall mission to: deter and correct violations of the 
relevant statutes through strong administrative, civil and criminal enforcement efforts to 
ensure workers receive promised benefits; develop policies and regulations that 
encourage the growth of employment-based benefits; assist workers in getting the 
information they need to exercise their benefit rights; assist plan officials to understand 
the requirements of the relevant statutes in order to meet their legal responsibilities.

This survey will collect customer satisfaction data for a sample of private citizens who 
call into the participant assistance program to ask about their private sector employer 
provided benefits such as pensions, retirement savings, and health benefits. Three types 
of callers will be queried: 1. Those who need benefit claim assistance 2. Those who have 
a valid benefit claim and 3. Those who have an invalid benefit claim. The results of the 
survey will be analyzed to provide actionable data that could be used to improve program
performance. Examples of improved performance include, but are not limited to:

 Being more attuned to inquirers’ needs- Benefits Advisors should be more adept 
at identifying issues that lead to benefits recoveries and enforcement leads

 Survey data will enable National and Regional management to identify potential 
training needs

 Satisfaction scores will guide EBSA leadership to determine which Regions need 
assistance improving customer service 

 Scores on individual BAs will reveal high performers and allow the agency to use 
those BAs’ techniques as best practices for program-wide improvement.

The study will include data from regional offices in Atlanta, Boston, Chicago, Cincinnati,
Dallas, Kansas City, Los Angeles, New York, Philadelphia and San Francisco and 
District offices in Miami, Seattle and Washington.

2024 Questions Revision
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The survey’s demographic questions were updated in response to The Office of 
Management and Budget’s (OMB) Statistical Policy Directive No. 15— Standards for 
Maintaining, Collecting, and Presenting Federal Data on Race and Ethnicity. 

2. Indicate how, by whom, and for what purpose the information is to be used. Except 
for a new collection, indicate the actual use the agency has made of the information 
received from the current collection.

EBSA will conduct the surveys to evaluate the Participant Assistance services provided 
by the benefits advisor staff nationwide to understand how well the Agency is meeting 
service delivery goals by; (1) assessing EBSA’s customers’ perception of the services 
provided by the EBSA benefit advisors, and (2) determining what actions the 
performance data indicate could enable each regional office to provide the best possible 
participant assistance service; (3) establishing a current baseline for EBSA’s 
(Government Performance and Accountability Act GPRA) measurement. EBSA will use 
the data from the survey to track the agency’s progress on accomplishing it’s GPRA 
measurement goal. The agency will use the data as a basis to improve individual, office, 
and Agency level program performance. The study will provide periodic reports 
(quarterly, midyear, end of year) of enough detail to inform managerial action toward 
improving performance; and generate informative data, [e.g., regression charts, etc.] and 
recommendations on which EBSA managers may base decisions and take actions to 
improve the program’s performance. Such managerial decisions as a result of the PAP 
study, may result in staff training and development, workload allocation, and financial 
and human resource allocation.

The contractor will retain control over the information and safeguard it from improper 
access, modification, and destruction. The information collection is designed to yield data
that meet all applicable information quality guidelines. Information collected in this study
is not expected to be disseminated publicly and therefore, will not result in scientific, 
management, technical or general informational publications. 

2024 Questions Revision

In response to OMB’s Statistical Policy Directive No. 15— Standards for Maintaining, 
Collecting, and Presenting Federal Data on Race and Ethnicity— the survey’s 
demographic questions were updated to comply with the revised guidelines.

3. Describe whether, and to what extent, the collection of information involves the use 
of automated, electronic, mechanical, or other technological collection techniques or
other forms of information technology, e.g., permitting electronic submission of 
responses, and the basis for the decision for adopting this means of collection. Also 
describe any consideration for using information technology to reduce burden.

The contractor will use its state-of-the-art Computer-Assisted Telephone Interviewing 
(CATI) system to conduct the interviews. 
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4. Describe efforts to identify duplication. Show specifically why any similar 
information already available cannot be used or modified for use for the purposes 
described in Item 2 above.

This survey is a direct measure of the services provided by the PAP, there are no other 
studies currently being conducted to gather data on inquirer’s feedback on services. 

5. If the collection of information impacts small businesses or other small entities 
describe any methods used to minimize burden.

As the information collection will go to individuals, no impact on small businesses, 
organizations, or government bodies is expected.

6. Describe the consequence to Federal program or policy activities if the collection is 
not conducted or is conducted less frequently, as well as any technical or legal 
obstacles to reducing burden.

EBSA plans on using the information from this study to track progress towards its GPRA
goals and to use it to improve the services provided to the public. As a result, having 
frequent and current information is important for helping the agency identify and 
prioritize actions. 

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 often than 
quarterly;

 requiring respondents to prepare a written response to a collection of 
information in fewer than 30 days after receipt of it;

 requiring respondents to submit more than an original and two copies of any 
document;

 requiring respondents to retain records, other than health, medical, 
government contract, grant-in-aid, or tax records for more than three years;

 in connection with a statistical survey, that is not designed to produce valid 
and reliable results that can be generalized to the universe of study;

 requiring the use of a statistical data classification that has not been reviewed
and approved by OMB;

 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

 requiring respondents to submit proprietary trade secret, or other 
confidential information unless the agency can demonstrate that it has 
instituted procedures to protect the information's confidentiality to the 
extent permitted by law.
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There are no special circumstances that require the collection to be conducted in a 
manner inconsistent with the guidelines in 5 CFR 1320.5.

In accordance with the SPD-15 requirements,1 this survey will use the race and ethnicity 
question with the fewest number of categories (Figure 3). Since this survey will be 
occurring over the phone, the Department intends for the question to be easily understood
by participants. Compared to the more detailed race and ethnicity question (Figure 1), 
this version would require less time to read and explain to participants. Thus, the 
potential benefits of Figure 1 would not justify the additional burden it would impose.

8. If applicable, provide a copy and identify the data and page number of publication 
in the Federal Register of the agency's notice, required by 5 CFR 1320.8(d), 
soliciting comments on the information collection prior to submission to OMB. 
Summarize public comments received in response to that notice and describe 
actions taken by the agency in response to these comments. Specifically address 
comments received on cost and hour burden.

Describe efforts to consult with persons outside the agency to obtain their views on 
the availability of data, frequency of collection, the clarity of instructions and 
recordkeeping, disclosure, or reporting format (if any), and on the data elements to 
be recorded, disclosed, or reported.

Consultation with representatives of those from whom information is to be obtained
or those who must compile records should occur at least once every 3 years -- even if
the collection of information activity is the same as in prior periods. There may be 
circumstances that may preclude consultation in a specific situation. These 
circumstances should be explained.

The Department published a Federal Register Notice on February 05, 2024 (89 FR 7732),
providing the public with 60-days to comment about this information collection as 
required by 5 CFR 1320.8(d). No comments were received. 

9. Explain any decision to provide any payment or gift to respondents, other than 
remuneration of contractors or grantees.

Respondents will not receive any payment or gifts for completion of surveys. 

10. Describe any assurance of confidentiality provided to respondents and the basis for 
the assurance in statute, regulation, or agency policy.

Individuals contacted will be assured that the survey is anonymous and that all sensitive 
information will be protected to the greatest extent allowed by law. 

1 89 FR 22182, Revisions to OMB's Statistical Policy Directive No. 15: Standards for Maintaining, Collecting, and 
Presenting Federal Data on Race and Ethnicity, (Mar. 29, 2024). 
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11. Provide additional justification for any questions of a sensitive nature, such as 
sexual behavior and attitudes, religious beliefs, and other matters that are 
commonly considered private. This justification should include the reasons why the 
agency considers the questions necessary, the specific uses to be made of the 
information, the explanation to be given to persons from whom the information is 
requested, and any steps to be taken to obtain their consent.

The survey will include questions about the inquirer’s interaction with PAP benefits 
advisor and the address areas of overall satisfaction and feedback on perceptions of the 
quality of the service received, along with some general demographic questions about the
inquirer. 

12. Provide estimates of the hour burden of the collection of information. The statement
should:

 Indicate the number of respondents, frequency of response, annual hour 
burden, and an explanation of how the burden was estimated. Unless 
directed to do so, agencies should not conduct special surveys to obtain 
information on which to base hour burden estimates. Consultation with a 
sample (fewer than 10) of potential respondents is desirable. If the hour 
burden on respondents is expected to vary widely because of differences in 
activity, size, or complexity, show the range of estimated hour burden, and 
explain the reasons for the variance. Generally, estimates should not include 
burden hours for customary and usual business practices.

 If this request for approval covers more than one form, provide separate 
hour burden estimates for each form. 

 Provide estimates of annualized cost to respondents for the hour burdens for 
collections of information, identifying and using appropriate wage rate 
categories. The cost of contracting out or paying outside parties for 
information collection activities should not be included here. Instead, this 
cost should be included in Item 14.

 The cost of contracting out or paying outside parties for information 
collection activities should not be included here. Instead, this cost should be 
included in Item 14.

The Department estimates that participants selected for the survey will spend 
approximately 10 minutes to complete it. Based on a 2024 Department report, the survey 
was sent out representative sample of 14,081 inquirers who interacted with benefits 
advisors across all 13 EBSA offices between September 2022 and August 2023.2 Thus, 
the Department estimates that approximately 14,081 participants will annually participate
in the survey. When estimating the hour burden for participants to fill out the survey, the 

2 Employee Benefits Security Administration, Participant Assistance Program Customer Evaluation FY2023, 
(January 23, 2024). 
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Department used a labor cost estimate of $84.423 for “all occupations.” See table below 
for calculations and burden totals. 

Table 1. Estimated Annualized Respondent Cost and Hour Burden

Activity 
Number of

Respondents

Number of
Responses

per
Respondent

Total
Responses

Average
Burden
(Hours) 

Total
Burden
(Hours) 

Hourly Wage
Rate

Equivalent
Cost of
Hour

Burden
EBSA 
Inquirers

14,081 1 14,081 10/60 2,347 $84.42 $198,120

Total 14,081 - 14,081 - 2,347 - $198,120

13. Provide an estimate of the total annual cost burden to respondents or recordkeepers
resulting from the collection of information. (Do not include the cost of any hour 
burden shown in Items 12 and 14).

 The cost estimate should be split into two components: (a) a total 
capital and start up cost component (annualized over its expected useful 
life); and (b) a total operation and maintenance and purchase of service 
component. The estimates should take into account costs associated with 
generating, maintaining, and disclosing or providing the information. 
Include descriptions of methods used to estimate major cost factors including
system and technology acquisition, expected useful life of capital equipment, 
the discount rate(s), and the time period over which costs will be incurred. 
Capital and start-up costs include, among other items, preparations for 
collecting information such as purchasing computers and software; 
monitoring, sampling, drilling and testing equipment; and record storage 
facilities. 

 If cost estimates are expected to vary widely, agencies should present ranges 
of cost burdens and explain the reasons for the variance. The cost of 
purchasing or contracting out information collection services should be a 
part of this cost burden estimate. In developing cost burden estimates, 
agencies may consult with a sample of respondents (fewer than 10), utilize 
the 60-day pre-OMB submission public comment process and use existing 
economic or regulatory impact analysis associated with the rulemaking 
containing the information collection, as appropriate. 

 Generally, estimates should not include purchases of equipment or services, 
or portions thereof, made: (1) prior to October 1, 1995, (2) to achieve 
regulatory compliance with requirements not associated with the information
collection, (3) for reasons other than to provide information or keep records 
for the government, or (4) as part of customary and usual business or private
practices. 

3 For information on how the Department estimates labor cost see: 
https://www.dol.gov/sites/dolgov/files/EBSA/laws-and-regulations/rules-and-regulations/technical-appendices/
labor-cost-inputs-used-in-ebsa-opr-ria-and-pra-burden-calculations-june-2019.pdf
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There are no start-up or annual operation and maintenance costs incurred by respondents. 

14. Provide estimates of annualized cost to the Federal government. Also, provide a 
description of the method used to estimate cost, which should include quantification 
of hours, operational expenses (such as equipment, overhead, printing, and support 
staff), and any other expense that would not have been incurred without this 
collection of information. Agencies also may aggregate cost estimates from Items 12,
13, and 14 in a single table.

Based on the cost for the research contractor, the annual cost is $738,054.49. 

15. Explain the reasons for any program changes or adjustments. 

The survey’s demographic questions have been updated in response to OMB’s Statistical 
Policy Directive No. 15— Standards for Maintaining, Collecting, and Presenting Federal 
Data on Race and Ethnicity. However, the Department does not expect that this change 
will increase the time to complete the survey. The number of participants in the 
representative sample increased by 2,881, which thus increased the hour burden by 480 
hours. The cost to the Federal government increased by $41,969.99 due to contract 
renegotiations with the contractor. 

16. For collections of information whose results will be published, outline plans for 
tabulation, and publication. Address any complex analytical techniques that will be 
used. Provide the time schedule for the entire project, including beginning and 
ending dates of the collection of information, completion of report, publication 
dates, and other actions.

There are no plans to publish the findings from this study. 

17. If seeking approval to not display the expiration date for OMB approval of the 
information collection, explain the reasons that display would be inappropriate.

EBSA is not requesting approval not to display the expiration date for OMB approval. 

18. Explain each exception to the certification.

EBSA is not requesting an exception to the certification requirements.
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B. SURVEYS AND EVALUATIONS EMPLOYING STATISTICAL 
METHODS

B.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 goal of this study is to evaluate EBSA’s Participant Assistance Program (PAP). The 
universe consists of participant inquiries (individuals who had contacted EBSA for 
assistance) handled by the 10 Regional offices (Atlanta, Boston, Chicago, Cincinnati, 
Dallas, Kansas City, Los Angeles, New York, Philadelphia, San Francisco) and the 3 
District offices (Miami, Seattle and Washington DC). The total number of inquiries 
across all 13 offices is expected to be between 170,000 and 195,000 over the course of 
each fiscal year.

Every two weeks, EBSA will send data on all of the participant inquiries identified as 
newly “closed” during the previous two weeks. The newly closed cases consist of all 
inquiries with a determination or closure analysis status in the Technical Assistance 
Information System (TAIS). Closure types include Benefit Claim- Assistance, Benefit 
Claim-Valid Recovery, Benefit Claim-Not Valid, Benefit Claim-Enforcement Lead, 
Benefit Claim-Secondary Enforcement Lead, or Benefit Claim – Referral as Abandoned 
Plan. Gallup will select samples of participant inquiry records on a bi-weekly basis using 
a simple stratified sample design. Based on information from the past administration of 
this study conducted by Gallup for fiscal year 2014, we anticipate an average response 
rate of around 30.0% for each two-week period across all offices. However, it differs 
across offices ranging from 20.7% for New York to 34.7% for the Seattle office. In order 
to examine the issue of non-response bias, a non-response bias analysis will be 
conducted. The non-response bias analysis plan is described in Section B3. 
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For the purpose of sampling, the universe of all inquiries will be first stratified by the 13 
offices listed above. Each of those offices will be further sub-stratified by BA (Benefit 
Advisor) level inquiries. To achieve reporting at the BA level for each full-time 
experienced BA (defined as having been taking calls for at least the full prior quarter and 
closed at least 100 cases each quarter), at least during the mid-year and year-end 
reporting cycles, a minimum of 30 completed interviews for the reporting period (so a 
minimum of 60 per year per BA) is planned. There will be roughly 100 BAs meeting the 
criteria for full time. Sampling, as noted above, will be done once for each two-week data
collection period. For one full fiscal year, there will be 24 two-week data collection 
periods and each quarter will consist of six such periods. 

Table 1 below presents the volume of inquiry (universe counts) for each office based on 
FY 2024 reports. Within an office, each of the sub-strata corresponds to a full time BA 
while the residual substratum ((non- full time and non-BAs) will include the rest of the 
inquiries. It may be noted that the stratification scheme will be based on this approach but
the exact number of sub-strata in any particular quarter will depend on the actual number 
of inquiries received during the previous quarter at the office/BA level. At the beginning 
of a specific quarter, the determination of the sub-strata will be carried out based on the 
volume of inquiries received in the previous quarter. 

Table 1: Number of Inquiries by Strata (Office) FY2024

Participant Assistance Program 
(PAP) Office

Total Inquiries
(FY2024)

Targeted Number of
Completes – FY2025*

Atlanta 14,380 800
Boston 14,259 800
Chicago 14,034 800
Cincinnati 21,407 800
Dallas 18,243 800
Kansas City 16,945 800
Los Angeles 18,090 800
Miami 11,822 800
New York 14,693 800
Philadelphia 6,442 800
San Francisco 6,673 800
Seattle 9,409 800
Washington D.C. 10,741 800
Total 177,138 10,400
[*Targeted response rate may differ from actual response rates reported in Part A of this 
Renewal..] 

For each office, as shown in Table 1 above, we plan to complete around 400 interviews 
for a six-month reporting period i.e. about 800 interviews over a fiscal year as part of the 
regular sample. That will require completing a total of 10,400 (=13 X 800) surveys for 
the entire year for all 13 offices. At the BA level, the average number of interviews per 
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BA is likely to be around 100 for the entire fiscal year (based on a total sample of 10,400 
interviews distributed across 100 BAs across all 13 offices). Gallup, however, 
understands that there is significant variation in the volume of inquiries handled by 
different BAs and differing numbers of BAs in each office. If sampling is done at the 
office level (and not at the BA level), a simple random sample will include proportional 
representation of cases (inquiries) from each BA within that office. An office-level 
simple random sampling strategy may therefore lead to significant variation in the 
number of inquiries sampled for BAs within that office. BAs dealing with relatively 
smaller number of inquiries will not be adequately represented in the sample. To address 
this issue, Gallup plans to stratify by office and then sub-stratify by full time BA within 
each office. There will be a residual sub-stratum containing all non-BA and non-full time 
BA staff in each office. The goal will be to achieve at least 30 interviews per BA for mid-
year and year-end reporting (a similar approach to that used in previous administrations). 
The average expected number (100) of completed interviews per year at the BA level 
will produce a margin of error + 9.8% at 95% level of confidence. About 15 interviews 
for each BA will be targeted quarterly, with BAs with a proportionally higher level of 
closed cases having additional completed interviews. Inquiries handled by non-full time 
BAs or other non-BA staff (e.g. SBA and interns) will also be sampled (although at a 
lower sampling rate) from the residual sub-strata to ensure an accurate and full picture of 
the inquirer experience in each office. In general, the goal will be to draw a proportional 
sample across the BAs within an office and to ensure to the extent possible a minimum of
15 interviews for each full-time BA (sub-stratum) per quarter. 

In addition to the ongoing interviewing, one office will be oversampled to better identify 
areas for improvement in struggling offices and to provide reports for each BA in the 
selected office (with 30 completed interviews each in each quarter). Based on this goal 
and looking at the likely number of interviews which will fall out naturally for BAs 
across the 13 offices, it may be necessary to conduct up to an additional 800 interviews 
per year for a specified office. The criterion for selection of offices to be oversampled 
will be based on performance (satisfaction rating) at the overall office level. The actual 
selection of the office will be made in consultation and with the approval of EBSA. Once 
the office to be oversampled is selected, the exact sample size for oversampling will be 
determined depending on the number and size (volume of inquiries) of BAs from that 
office. As mentioned before, it may be necessary to complete up to an additional 800 
interviews as part of the oversample. 

The population parameter of primary interest will be the proportion of customers in 
specific categories. For example, the “proportion of customers in the population who are 
satisfied with EBSA overall” or the “proportion of customers who think EBSA always 
delivers on what they promise” will have to be estimated based on survey data. The 
corresponding sample estimates will be computed based on responses to the survey. On a 
satisfaction question such as : “How satisfied are you with EBSA overall?”, the 
proportion of satisfied customers may be estimated based on the proportion selecting one 
of the top two boxes on a 5-point likert scale. Customers will also be asked to indicate 
their level of agreement with statements like “EBSA treats me like a valued customer” or 
“EBSA always delivers on what they promise” on a 5-point scale. The proportion of 
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customers who select one of the top two boxes will provide an estimate of the 
corresponding population proportion. The sample based estimate (p) of the parameter 
representing an unknown population proportion (P) can be expressed as:

p =

∑
i=1

n

WiYi

∑
i=1

n

Wi

, 

where Yi = 1 if the ith sampled respondent belongs to the category of interest (satisfied, 
for example) and 0 otherwise; Wi is the sample weight attached to the ith respondent and 
‘n’ is the number of completed surveys. 

These parameters (proportions or means) may have to be estimated at the overall EBSA 
level, for each of the offices separately and possibly for other domains of interest within 
each stratum. For example, it may be of interest to generate similar estimates by Closure 
Types. The bulk of the calls (about 80 to 90% on an average) will belong to the first 
Closure type (those who need benefit claim assistance) and hence the number of 
completed surveys for this subgroup will be large enough to generate estimates of 
acceptable precision. Similar estimates for the other two Closure types can also be 
generated but the sample size within individual offices may be low and hence the 
estimates for these two Closure types may have to be generated at the overall EBSA 
level. 

B.2. Describe the procedures for the collection of information including:

• Statistical methodology for stratification and sample selection – For the purpose of 
sampling, the universe of all inquiries will be first stratified by the 13 offices listed 
above. Each of those offices will be further sub-stratified by BA (Benefit Advisor) level 
inquiries. Sampling will be done once for each two-week data collection period. In total 
for the entire year, there will be 24 two-week data collection periods and each quarter 
will consist of six such periods. As mentioned before, inquiries handled by each full-time 
BA within an office will constitute one sub-stratum. All smaller BAs (not full time) 
within an office will be pulled together to form one combined sub-stratum. An office 
with 8 full time and 3 non-full time BAs will, for example, have 9 sub-strata – one for 
each full-time BA and an additional sub-stratum consisting of all three non-full time BAs.
For any particular quarter, the determination of full-time or non-full time status for any 
BA will be determined based on the number of inquiries handled by that BA in the 
previous quarter. Sampling will be done independently within each sub-stratum (office by
BA level) following a simple stratified sample design and the process will be repeated in 
each two-week data collection period. Within a sub-stratum, the sample size for each 
period will be based on the targeted number of completes and the expected response rate. 
In each period, the targeted number of completes will be derived by taking into account 
the requirement of a minimum number of 15 completes for full-time BAs and also the 
need for oversampling for selected offices. Once the sample sizes are determined, simple 
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random samples of specified sizes will be drawn from the sub-strata once every two 
weeks.

• Estimation procedure – Sample data will be weighted to generate estimates for the 
target population subgroups. Within each sampling stratum (office by BA), weighting 
will be carried out to adjust for (i) probability of selection in the sample and (ii) non-
response. Once the sampling weights are generated, weighted estimates will be produced 
for different unknown population parameters (means, proportions etc.) for the target 
population and also for population subgroups of interest. For the purpose of illustration, 
let us assume that we receive a total of 100 inquiries in a sub-stratum (office by BA) in a 
particular two-week period and we select a random sample of size 50 from those 100 
inquiries. Also, assume that 15 of those 50 sampled cases actually respond i.e. we get 15 
completed surveys from that sub-stratum. The weight assigned to each of those 15 
completed surveys will consist of two weighting factors: (i) selection probability weight 
(100/50) and (ii) non-response weight (50/15). The first weighting factor is the inverse of 
the selection probability while the second factor is the ratio of the sample size and the 
number of completed surveys. The final weight will be the product of these two factors. 
In this specific example, the final weight assigned to each of those 15 completed cases 
will be (100/50) * (50/15) = 100/15. The sum of the weights of these 15 cases will add up
to 100, the total number of inquiries for that two-week period for that particular sub-
stratum.

Based on our previous experience in conducting this survey, we do expect some 
“ineligible” cases in the sample. The weighting procedure can be easily adjusted to 
account for ineligible cases. If, for example, 5 out of the 50 sampled cases turn out to be 
ineligible, the non-response weight factor will be equal to 45/15 and then the final weight
assigned to each of the 15 completed surveys will be (100/50)*(45/15). The sum of the 
weights for all 15 cases will then equal 15*(100/50)*(45/15) = 90, the estimated number 
of eligible inquiries in that sub-stratum during that particular data collection period. 

In terms of mathematical symbols, the weighting steps can be described as follows. Let
N ij and nijdenote the population size (total number of inquiries received) and the 
corresponding sample size (number of inquiries sampled) for any particular sub-stratum 
for a specific two-week data collection period j (j=1,2,…,24). Also, let rij denote the 
number of responding units in the sample in ith sub-stratum and jth data collection period. 
Then, the base-weight or the probability weight factor (W 1 ijk) assigned to kth sampled unit
(k=1, 2, …, nij) will be derived as:

W 1 ijk= Nij/nij… (1) 

At the next step, the non-response adjustment factor (W 2 ijk ¿ will be derived as:

W 2 ijk=∑
❑

❑

W 1 ijm∗e ijm /∑
❑

❑

W 1ijm∗d ijm … (2) 

if the kth unit (k=1, 2, …, nij) is a responding unit and 0 otherwise;
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eijm = 1 if the mth unit in the sample is eligible and 0 otherwise; dijm = 1 if the mth unit is 
eligible and responds to the survey and 0 otherwise.

In the right-hand side of equation (2) above, note that the summation in the numerator is 
over all sampled eligible cases whereas the summation in the denominator is over all 
selected eligible persons who actually respond to the survey. 

The final weight (Wijl) assigned to all rij responding units (in ith sub-stratum in jth data 
collection period) will be the product of the two weighting factors:

W ijl=W 1 ijl∗W 2 ijl… (3) (l = 1, 2, …, rij). 

Construction of non-response adjustment cells based on Closure types may be 
considered. However, the bulk of the calls (80 to 90%) are likely to belong to the first 
Closure type category (those who need benefit claim assistance) only and the number of 
calls belonging to the other types will be small. Collapsing of non-response adjustment 
cells, therefore, will be necessary. We anticipate using rules based on the (i) size of the 
cell and (ii) value of the non-response adjustment factor. For this study, given that bulk of
the calls will belong to the first category only, we anticipate using the entire stratum as 
the non-response adjustment cell for most strata. In some strata, it may be possible to use 
two cells (those who need benefit claim assistance and Others). 

• Degree of accuracy needed for the purpose described in the justification – For any 
particular sub-stratum (office by BA), the total number of completed interviews over the 
24 data collection periods will depend on the number of full-time BAs in that office. 
However, a minimum of about 800 surveys is expected to be completed annually within 
each of the 13 offices. For offices with relatively higher number of BAs and also for 
those undergoing oversampling, the number of completed surveys will be more then 800. 
For estimation of any unknown population proportion (P), for example, this will result in 
a margin of error (MOE) of about 3.5 percent at the 95% level of significance (ignoring 
any design effect) for the yearly sample of size 800. For half-yearly sample size of about 
400, the MOE at each office level will be about 5%. Following the most conservative 
approach, these numbers are estimated assuming the unknown population proportion to 
be around 50%. If that value is different from 50%, the actual MOE values are likely to 
be even smaller. 

The margin of error (MOE) for estimating the unknown population proportion ‘P’ at the 
95% confidence level can be derived based on the following formula: 

MOE = 1.96 *❑√P∗(1−P)/n where ‘n’ is the sample size (i.e. the number of completed 
surveys). 

Under the most conservative assumption (P=0.5), the MOE for a half-yearly sample size 
of 400 will be 1.96*❑√ .25/400= 4.9%. After accounting for design effect, the average 
sampling error is likely to be around 5% for estimates at the individual office level. It 
may be noted that, for any given office, the allocation of sample across all 24 data 
collection periods is not strictly proportional because a fixed number of completed 
surveys will be targeted in each two-week period. However, for the same office, the total 
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number of cases (inquiries) is not expected to vary significantly over time and hence its 
impact on design effect for estimates based on data for several data collection periods 
should be minimal.

At the overall agency level, the total sample size will be around 10,400 (plus any 
oversampling that may be carried out) for the entire year and hence the MOE is expected 
to be around 1.96*❑√ .25/10400= 1.0% under the assumption of no design effect. For a 
half-year period, the MOE is likely to be around 1.4%. However, at the agency level, the 
disproportional sample allocation across different strata will contribute to the design 
effect. The design effect was defined formally by Kish (1965) , Section 8.2, p. 258) as 
“the ratio of the actual variance of a sample to the variance of a simple random sample of 
the same number of elements.” Based on Kish’s approximate formula

{design effect= (sample size)*(sum of squared weights)/ (square of the sum of weights)},

the design effect at the overall agency level based on past data is not expected to exceed 
2.5. After accounting for design effect, the margin of error for estimates of population 
proportions at the overall agency level based on a sample size of 10,400 for the entire 
year will be about 1.5%. For a half-year period, the MOE will be about 2.1%.

The formulas for two-sample proportion test are:

n={
z1−α √2 p̄ q̄+z1−β √ p1q1+ p2 q2

p2−p1

}

2

  [1-tailed test]

n={
z1−α /2√2 p̄ q̄+z1−β √ p1 q1+ p2 q2

p2−p1

}

2

  [2-tailed test]

In these expressions,

n  is the sample size required to achieve the desired statistical power; 

z1−α , z1−α /2 , z1− β are the normal abscissas that correspond to the respective 
probabilities;

  p1 , p2 are the two observed sample proportions in the two-sample test;

  p̄  is the simple average of p1 and p2 and q̄=1− p̄ .

For comparison between two offices, for example, a difference of 8% in proportions 
(minimal detectable effect) can be detected based on this sample size with α=0.05 and 80 
percent power ignoring design effect when the proportion is about 50% in one quarter 
and 42 percent, for example, in another. Based on the assumption of a design effect of 
1.25, a difference of 9% in proportions (minimal detectable effect) can be detected based 
on this sample size with α=0.05 and 80 percent power ignoring design effect when the 
proportion is about 50% in one quarter and 41 percent, for example, in another. 
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• Unusual problems requiring specialized sampling procedures and – We don’t 
foresee any unusual problems requiring specialized sampling procedures. 

• Any use of periodic (less frequently than annual) data collection cycles to reduce 
burden – For this study, Gallup will sample once every two weeks and the data 
collection for every bi-weekly sample will be completed within the following two weeks. 
The data collection will therefore be a continuous process throughout the year but every 
respondent will be contacted/interviewed within two weeks after his/her inquiry is closed.
This will be done to minimize the recall error and thereby increase the overall accuracy 
of the survey data.

B.3. 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.

Methods to maximize response rates – In order to maximize response rates, Gallup will
utilize a comprehensive plan that focuses on (1) a call design that will ensure call 
attempts are made at different times of day and different days of the week to maximize 
contact rates, (2) conducting an extensive interviewer briefing prior to the field period 
that educates them about the content of the survey as well as how to handle reluctance 
and refusals, (3) having strong supervision that will ensure that high quality data are 
collected throughout the field period, and (4) utilizing troubleshooting teams to attack 
specific data collection problems that may occur during the field period. Gallup will use a
5+5 call design i.e. a maximum of five calls will be made on the phone number to reach 
the specific person that we are attempting to contact and another up to five calls will be 
made to complete the interview with that selected person. 

Issues of Non-Response: Survey based estimates for this study will be weighted to 
minimize any potential bias including any bias that may be associated with unit level 
non-response. The non-response weighting procedure described on page 14 for the 
purpose of illustration assumes that information will be missing completely at random 
(MCAR). However, that is a strong assumption and may not be realistic. A more realistic 
assumption will be missing at random (MAR) that assumes that the sample can be 
partitioned into classes (or non-response adjustment cells) such that the missing 
observations from a class can be assumed to be a random subsample of all cases 
(respondents and non-respondents) coming from that class. Based on our findings from 
the non-response bias analysis, the goal will be to form such non-response adjustment 
cells. If found necessary, methods based on response propensity stratification may be 
used to form such non-response adjustment cells. The bi-weekly files (sampling frames) 
to be received from DOL will contain some useful information (like Closure types) for all
cases including the non-respondents. Non-response adjustment cells may be formed 
based on these variable and then ratio type adjustments will be carried out to correct for 
non-response. This will make the non-response weighting procedure quite effective in 
terms of minimizing non-response bias, if any. 
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The data collection mode for this study is telephone and so the item non-response rate is 
expected to be less compared to data collected using self-administered modes. The 
respondent will however have the opportunity to refuse to answer a specific question. The
item missing rate is not expected to be significant and so imputation of missing item level
data was not used in the past and is not recommended for the 2020 study. 

As described above in Section B2, the sampling error associated with estimates of 
proportions at the individual office level is expected to be around 5% and that for the 
overall agency level is likely to be around 1.0% at the 95% level of confidence. For any 
other subgroup of interest (based on closure types, for example) the sampling error will 
depend on the sample size. Also, all estimates will be weighted to reduce bias. It will be 
possible to calculate the sampling error associated with any subgroup estimate in order to 
ensure that the accuracy and reliability is adequate for intended uses of any such estimate

Non-response Bias Analysis: A non-response bias analysis will be conducted to identify 
potential source of non-response bias. Non-response bias associated with estimates 
consists of two factors - the amount of nonresponse and the difference in the estimate 
between the groups of respondents and non-respondents. The bias of an estimate can be 
expressed mathematically as follows: 

Bias (yr) = (1 – r) {E (yr – yn )}

where yr is the estimated characteristic based on survey respondents only, ‘r’ is the 
response rate and so (1 – r) is the nonresponse rate, yn is the estimated characteristic 
based on the non-respondents only, and E is the expectation for averaging over all 
possible samples. 

Bias may therefore be caused by lower response rate and/or by significant difference in 
estimates between respondents and non-respondents. As described earlier in this section 
(B3), necessary steps will be taken to maximize response rates and thereby minimize any 
non-response bias that may be caused by low response rates. Also, non-response 
weighting adjustments (refer to “Issues of non-response” above) will be carried out to 
minimize potential non-response bias. However, despite all these attempts, non-response 
bias can still persist in estimates. The goal of the non-response bias analysis will be to 
identify potential sources of nonresponse bias on estimates and to identify potentially 
biased estimates. 

The non-response bias analysis will compare the “Early” respondents to “Late” 
respondents on selected key variables of primary interest. The basic assumption in such 
an approach is that later respondents to a survey are more similar to non-respondents than
are earlier respondents. In this study, data collection will be conducted using telephone 
and a respondent can receive anywhere between 1 and 10 calls to complete an interview. 
Respondents will be divided into two groups (Early and Late respondents) based on the 
number of calls received. The exact definition of these two groups will be finalized after 
examining the distribution of the ‘number of calls’ needed to complete an interview for 
this study. Comparison of estimates (proportions or means of selected key variables like 
proportion of satisfied customers, for example) between these two groups will be carried 
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out by testing the hypothesis of equality of proportions (or means). This process will help
identify estimates that may be subject to non-response bias. 

The key variables (or survey questions) for the comparison of “Early” and “Late” 
respondents will include the following ten questions that are expected to be strong 
predictors of overall customer satisfaction. (Each of these ten questions uses a five-point 
scale, where 5 means strongly agree and 1 means strongly disagree and the respondent is 
asked to tell how much he or she agrees or disagrees with each statement as it applies to 
EBSA). 

(i) EBSA treats me like a valued customer
(ii) EBSA is willing to work with me to make sure my needs are met
(iii) EBSA acts in a timely fashion
(iv) EBSA does what it says it will do
(v) EBSA is easy to reach
(vi) The information I receive from EBSA is clear and easy to understand
(vii) EBSA does its best to help me out
(viii) EBSA thoroughly answers all of my questions
(ix) EBSA is proactive in addressing my question or issue
(x) If you had a need to work with EBSA again in the future, you would want 

to interact with this same benefits advisor

For each of these selected variables, the mean of the two groups (‘early’ and ’late’ 
respondents) will be compared based on a t- test using software SUDAAN so that the 
sample design and the resulting sample weights can be taken into consideration.

Let the mean (or equivalently the proportion of 1s for a 0-1 variable) of ‘early’ and ‘late’ 
respondents for a specific variable (Y) based on survey data be denoted by p1 and p2 
respectively. Then, p1 can be written as 

p1 = ∑Wiyi/∑Wi, where yi is 1 if the value of variable Y for the ith respondent is 1 and ‘0’ 
otherwise; Wi is the weight assigned to the ith respondent and the summation in both 
numerator and denominator is over all ‘early’ respondents in the sample. p2 can be 
similarly defined. The t-statistic for testing the equality of means for those two groups 
(Ho: P1=P2 vs. H1:P1 ≠ P2 where P1 and P2 are the corresponding population means) will be
computed as:

t=(p1 – p2)/SE (p1 – p2) , where SE (p1 – p2) is the standard error or the estimated square-
root of the variance of (p1 – p2). 

In order to obtain the value of t-statistic (and the corresponding significance level or p-
value), the main SUDAAN commands using the DESCRIPT procedure will be as 
follows:

PROC DESCRIPT DATA=XXXX FILETYPE=SAS DESIGN=STRWR;

nest strata;
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WEIGHT FINALWT;

class early_late;

var Y;

contrast early_late = (1 -1)/name = "early vs. late";

print nsum t_mean p_mean mean;

The variable strata (obtained by crossing the levels of regional offices, data collection 
periods and BAs) will represent all the strata. The WEIGHT statement specifies the final 
weight variable. The CLASS statement defines the independent variables as categorical 
and REFLEVEL specifies the reference level for each of these variables. The early_late 
variable will contain two distinct values (0-1 for example) to identify the two groups 
(‘early’ or ‘late’) for each case in the data set. The VAR statement will include the 
variables for which the mean has to be compared between the two groups. For each 
selected variable included in the VAR statement, the hypothesis of equality of means will
be rejected (or not) based on the p-value (less than 0.05 or not). 

Non-response bias analysis may also involve comparison of survey based estimates to 
known Population Values that may be available. For this study, variables like Subject 
entry code, Closure types and Days_to_close (of inquiry) will be available for all cases 
on the sampling frame. It is, therefore, possible to compute the actual value of population 
parameters that are functions of these variables and compare those with the 
corresponding sample based (weighted) estimates. For example, the following three 
population parameters may be used for this comparison. 

 P_BCA: Proportion of Benefit Claim Assistance (BCA) calls (derived from the 
Closure Analysis variable on the sampling frame)

 M_Close: Mean of the variable Days to Close (derived from Days_to_close 
variable on the sampling frame)

 P_PBS: Proportion of calls falling under a certain subject entry code (for 
example, the proportion of calls under PBS (Pension Benefits, Social Security 
Notice). This will be derived from the Subject Entry Code variable on the 
sampling frame.

The corresponding sample-based weighted estimates for the three population parameters 
will be generated using the values of those variables from the completed surveys. The 
comparison will be carried out using a one-sample t-test based on a t-statistic = 
(p–P)/SE(p) where ”p” is the sample-based estimate of the corresponding population 
proportion (or mean) ”P,” and SE(p) is the estimated standard error of p. The main 
SUDAAN statements to be used for the computation of SE(p) for the variable “Days to 
Close”, for example, will be as follows:

PROC descript data = XXXX filetype = sas design = strwr;
NEST strata;
WEIGHT finalwt;
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VAR days_to_close;
PRINT nsum wsum mean semean;

[NEST statement specifies the strata determined by office, BA and period (2-week 
data collection period) and FINALWT is the final weight variable. The VAR 
statement will include the variable (M_Close: Days to Close) for which the mean was
to be compared between the two groups. The hypothesis of equality of means will be 
rejected (or not) based on the p-value (less than 0.05 or not).]

Once SE(p) is estimated using SUDAAN, the t-statistic will be calculated using the 
values of p and P, and the hypothesis of equality (p = P) will be rejected (or not) based on
the observed significance level (less than 0.05 or not).
 

B.4. Describe any tests of procedures or methods to be undertaken. 

Cognitive/pilot tests for minimizing burden and improving utility were conducted in the 
past and the survey questionnaire for this study has now been standardized. 

B.5. Provide the name, affiliation (company, agency, or organization) 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.

The following individuals consulted on statistical aspects of the design and will also be 
primarily responsible for actually collecting and analyzing the data for the agency. 

Name Agency/Company/Organization Number Telephone
Manas Chattopadhyay Gallup Organization 202-715-3179

Camille Lloyd Gallup Organization 202-715-3188
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