MySBA Certifications Customer Experience Survey

Survey Invitation 
[bookmark: _Hlk96537630]MySBA Certifications users will be invited to complete the survey at several points during the customer journey: upon submission of their application; upon receiving a request for information, upon receipt of their application decision (acceptance or decline), and during annual reviews. Language will be embedded into key communications. For example: 
How are we doing? Please let us know by taking a brief survey: MySBA Certifications Customer Experience Survey

Survey Instrument 
Thank you in advance for taking time to complete the MySBA Certifications Customer Experience Survey. This survey is expected to take no more than 5 minutes to complete. Your responses are anonymous and your participation is voluntary. Your feedback will help SBA improve service for the SBA’s government contracting certification programs. 

The SBA cannot conduct this survey and you are not required to respond unless the survey is approved by the Office of Management and Budget (OMB). The OMB Control (Approval) Number for this survey is 3245-0404; it expires on 11/30/2027. Send comments regarding this burden estimate or any other aspect of this information collection, including suggestions for reducing this burden to the Performance Management Division, performance.management@sba.gov. 

Survey Version: Post-Application
(source: post-application confirmation email)

1. Thinking of your overall experience today, please rate your agreement with the following: I trust the SBA to fulfill our country’s commitment to small businesses. 
· [bookmark: _Hlk161212842]Strongly Agree
· Agree
· Neither Agree nor Disagree
· Disagree 
· Strongly Disagree 

(New page; branching logic off of the Trust question))
2a. If prior response = Strongly Agree 
What made the difference for you today? (select all that apply) 

· My need was addressed.
· It was easy to complete what I needed to do.
· It took a reasonable amount of time to do what I needed to do.
· I understood what was being asked of me throughout the process.
· Something else. 

2b. If prior response = anything else
What could have been better? (select all that apply) 
· My need was not addressed.
· It was difficult to complete what I needed to do.
· It took too long to do what I needed to do.
· I did not understand what was being asked of me throughout the process.
· Something else. 

(New page)
3. We would like to ask you a few questions about the certification system that you used to submit your application (MySBA Certifications). Please rate your agreement with the following:
	
	1 - Strongly Disagree

	2 - Disagree

	3 - Neutral

	4 - Agree

	5 - Strongly Agree


	[bookmark: _Hlk98149973]This system has the functions and capabilities I expect it to have.
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	It was easy to learn to use this system.
	[image: ]
	[image: ]
	[image: ]
	[image: ]
	[image: ]

	The organization of information on the system screens was clear.
	[image: ]
	[image: ]
	[image: ]
	[image: ]
	[image: ]

	The system gave error messages that clearly told me how to fix problems.
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	The information (such as online help, on-screen messages and the Knowledge Base) provided with this system was clear.
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	It was easy to find the information I needed on the certification system.
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4. Thinking about filling out the questionnaire and providing documents, please rate your agreement with the following:
	
	1 - Strongly Disagree

	2 - Disagree

	3 - Neutral

	4 - Agree

	5 - Strongly Agree


	The questions were easy to understand.
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	It was easy to prepare the required documents.
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	It was easy to upload documents using this certification system.
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[bookmark: _Hlk96539664][bookmark: _Hlk96539768]5. Is there anything else you want us to know about your experience? 
______________________________________
______________________________________
______________________________________

(New page.)
6. We would like to gather some demographic information to help us ensure we are providing a great customer experience for all of our customers. This information is voluntary and you may choose not to answer any question. Would you be willing to provide your demographic information?
· Yes
· No (skip questions 9 to 15)

(New page. Show demographic page if Q8 = yes)
7. What is your age?
· Under 25
· 25-34
· 35-44
· 45-54
· 55-64
· 65+
· Prefer not to answer

8. What is your sex?
· Male
· Female

9. What is your veteran or military status? (Mark all that apply, you may select one or more options). 
__Active Duty, Reserve, or National Guard Military Member
__Veteran
__Spouse of Veteran or Active Duty, Reserve, or National Guard Military Member
__Service-Disabled Veteran
__I am not a veteran of the U.S. military nor an Active Duty, Reserve, or National Guard Military Member.
__Prefer not to answer

10. Which of the following best describes you? (You may select one or more options) 
· American Indian or Alaska Native 
· Asian 
· Black or African American 
· Hispanic or Latino  
· Middle Eastern or North African 
· Native Hawaiian or Pacific Islander 
· White 
· Other (please specify) __________ 
· Prefer not to answer 

11. Do you identify as an individual with a disability?
· Yes
· No 
· Prefer not to answer

12. In what zip code is your business located?
Zip Code (Optional):__________

(New Page, displayed after respondent presses submit.)
Thank you for taking the survey.

Survey Version: Post-RFI and Post-Annual Review
(source: post-application confirmation email)

1. Thinking of your overall experience today, please rate your agreement with the following: I trust the SBA to fulfill our country’s commitment to small businesses. 
· Strongly Agree
· Agree
· Neither Agree nor Disagree
· Disagree 
· Strongly Disagree 

(New page; branching logic off of the Trust question))
2a. If prior response = Strongly Agree 
What made the difference for you today? (select all that apply) 

· My need was addressed.
· It was easy to complete what I needed to do.
· It took a reasonable amount of time to do what I needed to do.
· I understood what was being asked of me throughout the process.
· I was treated fairly.
· Employees I interacted with were helpful.
· Something else. 

2b. If prior response = anything else
What could have been better? (select all that apply) 
· My need was not addressed.
· It was difficult to complete what I needed to do.
· It took too long to do what I needed to do.
· I did not understand what was being asked of me throughout the process.
· I was not treated fairly. 
· Employees I interacted with were not helpful. 
· Something else. 

(New page)
3. We would like to ask you a few questions about the certification system that you used to submit your application (MySBA Certifications). Please rate your agreement with the following:
	
	1 - Strongly Disagree

	2 - Disagree

	3 - Neutral

	4 - Agree

	5 - Strongly Agree


	This system has the functions and capabilities I expect it to have.
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	It was easy to learn to use this system.
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	The organization of information on the system screens was clear.
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	The system gave error messages that clearly told me how to fix problems.
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	The information (such as online help, on-screen messages and the Knowledge Base) provided with this system was clear.
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	It was easy to find the information I needed on the certification system.
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4. Thinking about filling out the questionnaire and providing documents, please rate your agreement with the following:
	
	1 - Strongly Disagree

	2 - Disagree

	3 - Neutral

	4 - Agree

	5 - Strongly Agree


	The questions were easy to understand.
	[image: ]
	[image: ]
	[image: ]
	[image: ]
	[image: ]

	It was easy to prepare the required documents.
	[image: ]
	[image: ]
	[image: ]
	[image: ]
	[image: ]

	It was easy to upload documents using this certification system.
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5. Is there anything else you want us to know about your experience? 
______________________________________
______________________________________
______________________________________

(New page.)
6. We would like to gather some demographic information to help us ensure we are providing a great customer experience for all of our customers. This information is voluntary and you may choose not to answer any question. Would you be willing to provide your demographic information?
· Yes
· No (skip questions 9 to 15)


(New page. Show demographic page if Q8 = yes)
7. What is your age?
· Under 25
· 25-34
· 35-44
· 45-54
· 55-64
· 65+
· Prefer not to answer


8. What is your sex?
· Male
· Female


9. What is your veteran or military status? (Mark all that apply, you may select one or more options). 
__Active Duty, Reserve, or National Guard Military Member
__Veteran
__Spouse of Veteran or Active Duty, Reserve, or National Guard Military Member
__Service-Disabled Veteran
__I am not a veteran of the U.S. military nor an Active Duty, Reserve, or National Guard Military Member.
__Prefer not to answer


11. Which of the following best describes you? (You may select one or more options) 
· American Indian or Alaska Native 
· Asian 
· Black or African American 
· Hispanic or Latino  
· Middle Eastern or North African 
· Native Hawaiian or Pacific Islander 
· White 
· Other (please specify) __________ 
· Prefer not to answer 


11. Do you identify as an individual with a disability?
· Yes
· No 
· Prefer not to answer


12. In what zip code is your business located?
Zip Code (Optional):__________

(New Page, displayed after respondent presses submit.)
Thank you for taking the survey.


Survey Version: Post-Decision (Acceptance or Decline)
(source: decision [acceptance or decline] email)


1. Thinking of your overall experience with MySBA Certifications, please rate your agreement with the following: I trust the SBA to fulfill our country’s commitment to small businesses. 
· Strongly Agree
· Agree
· Neither Agree nor Disagree
· Disagree 
· Strongly Disagree 

(New page; branching logic off of the Trust question))
2a. If prior response = Strongly Agree 
What made the difference for you today? (select all that apply) 

· My need was addressed.
· It was easy to complete what I needed to do.
· It took a reasonable amount of time to do what I needed to do.
· I understood what was being asked of me throughout the process.
· I was treated fairly.
· Employees I interacted with were helpful.
· Something else. 


2b. If prior response = anything else
What could have been better? (select all that apply) 
· My need was not addressed.
· It was difficult to complete what I needed to do.
· It took too long to do what I needed to do.
· I did not understand what was being asked of me throughout the process.
· I was not treated fairly. 
· Employees I interacted with were not helpful. 
· Something else. 

3. Is there anything else you want us to know about your experience? 
______________________________________
______________________________________
______________________________________

(New page.)
6. We would like to gather some demographic information to help us ensure we are providing a great customer experience for all of our customers. This information is voluntary and you may choose not to answer any question. Would you be willing to provide your demographic information?
· Yes
· No (skip questions 9 to 15)


(New page. Show demographic page if Q8 = yes)
7. What is your age?
· Under 25
· 25-34
· 35-44
· 45-54
· 55-64
· 65+
· Prefer not to answer

8. What is your sex?
· Male
· Female

9. What is your veteran or military status? (Mark all that apply, you may select one or more options). 
__Active Duty, Reserve, or National Guard Military Member
__Veteran
__Spouse of Veteran or Active Duty, Reserve, or National Guard Military Member
__Service-Disabled Veteran
__I am not a veteran of the U.S. military nor an Active Duty, Reserve, or National Guard Military Member.
__Prefer not to answer

12. Which of the following best describes you? (You may select one or more options) 
· American Indian or Alaska Native 
· Asian 
· Black or African American 
· Hispanic or Latino  
· Middle Eastern or North African 
· Native Hawaiian or Pacific Islander 
· White 
· Other (please specify) __________ 
· Prefer not to answer 


11. Do you identify as an individual with a disability?
· Yes
· No 
· Prefer not to answer


12. In what zip code is your business located?
Zip Code (Optional):__________

(New Page, displayed after respondent presses submit.)
Thank you for taking the survey.

Justification of Use of Minimum Categories for Racial and Ethnic Data 
This survey collects racial and ethnic demographic information using the minimum categories due to the small number of expected responses for each population group of interest. A low response rate may lead to non-representative data. Small sample sizes can make estimates about disaggregated groups statistically unreliable, and small cell sizes in data analyses and publications can create privacy risks. Additionally, the Agency currently lacks a technology solution to seamlessly integrate the format of the detailed race and ethnicity questions into its survey collections. 
image1.emf

