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1. Explain the circumstances that make the collection of information necessary. Identify any legal or administrative requirements that necessitate the collection. 
Section 1(b) of Executive Order 12862, “Setting Customer Service Standards,” requires government agencies to “survey customers to determine the kind and quality of services they want and their level of satisfaction with existing services” and Section 1(e) requires agencies “survey front-line employees on barriers to, and ideas for, matching the best in business.”  
In March 2018, the Administration of President Trump launched the President’s Management Agenda (PMA) and established new Cross-Agency Priority (CAP) Goals. Excellent service was established as a core component of the mission, service, stewardship model that frames the entire PMA, embedding a customer-focused approach in all of the PMA’s initiatives. This model was also included in the 2018 update of the Federal Performance Framework in Circular A-11, ensuring ‘excellent service’ as a focus in future agency strategic planning efforts. The PMA included a CAP Goal on Improving Customer Experience with Federal Services, with a primary strategy to drive improvements within 25 of the nation’s highest impact programs. This effort is supported by an interagency team and guidance in Circular A-11 requiring the collection of customer feedback data and increasing the use of industry best practices to conduct customer research.

This collection of information is necessary to enable the National Oceanic and Atmospheric Administration’s (NOAA) National Weather Service (NWS) to garner customer and stakeholder feedback in an efficient, timely manner, in accordance with our commitment to improving service delivery. The information collected from our customers and stakeholders will help ensure that users have an effective, efficient, and satisfying experience with NWS’s products and services. This feedback will provide insights into customer or stakeholder perceptions, experiences, and expectations, provide an early indication of issues with service, or focus attention on areas where communication, training or changes in operations might improve delivery of products or services. 
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.
NWS will collect, analyze, and interpret information gathered through these surveys to identify services’ accessibility, navigation, and use by customers, and make improvements in service delivery based on customer insights gathered through developing an understanding of the user experience interacting with the Government. For the purposes of this request, "customers" are individuals, businesses, and organizations that interact with a Federal Government agency or program, either directly or via a Federal contractor.

A link to the survey will be included in NWS public information statements, which are made available to the general public via NOAA Weather Wire Service[footnoteRef:2]  (NWWS), the Emergency Managers Weather Information Network[footnoteRef:3] (EMWIN) and NOAAPort[footnoteRef:4]. In addition, the survey links are provided within written documentation of the NWS product/service being evaluated and adjacent to a product if it is displayed on the NWS webpage.  Announcements of the existence of the experimental product and the survey for feedback will be made at trade meetings/conferences, letters to known customer (group) contacts, and through contacts by NWS Warning Coordination Meteorologists (primary outreach staff at NWS field offices) with the general public. [2:  https://www.weather.gov/nwws/]  [3:  https://www.weather.gov/emwin/]  [4:  https://www.weather.gov/noaaport/] 


The optional survey provides an avenue for customers to provide feedback (if they desire) on proposed new products and services or significant changes to current products and services. Survey questions will be a mixture of:  

1) “Quantitative Questions” seeks to obtain numerical ratings from respondents on their satisfaction with various aspects of the product or service they obtained – satisfaction with the quality of the product, the courtesy of the staff, the format of and documentation for data received, and similar standard types of questions. The offices using such questions are able to determine which aspects of their program need improvement, or have improved. The rating system is intended to aid the respondents in identifying their relative level of satisfaction in particular areas, and will not be used to establish numerical performance goals or as part of any complex statistical analyses. 

2) “Qualitative Questions” are more focused on who is using the product and service, how it is being used, and the medium or format in which the respondent would like to see data provided. The respondent is also given an opportunity to make specific suggestions on what new products or services should be offered or on how existing products or services could be improved.

3. Explain any decision to provide any payment or gift to respondents, other than remuneration of contractors or grantees.
No payments or gifts will be offered to respondents



4. Provide estimates of the hour burden of the collection of information.

	Information Collection
	Type of Respondent (e.g., Occupational Title)
	# of Respondents/year
(a)
	Annual # of Responses / Respondent
(b)
	 Total # of Annual Responses
(c) = (a) x (b)
	Burden Hrs / Response
(d)
	Total Annual Burden Hrs
(e)  = (c) x (d)
	Hourly Wage Rate  (for Type of Respondent)
(f)
	Total Annual Wage Burden Costs
(g) = (e) x (f)

	 NWS Customer Survey for Official and Experimental Products/Services
	 NWS customers
	3000 
	1 
	3000 
	7 min 
	 350 hrs
	 $47.92
	$16,772 

	Totals
	 
	 
	 
	 
	 
	 
	 
	 



These numbers assume the Type of Respondent is ‘Individuals/households’. As such, the Total Compensation Cost for Civilian Workers was used. (https://www.bls.gov/news.release/ecec.t02.htm)

5. Provide estimates of annualized cost to the Federal government. 

	Cost Descriptions
	Grade/Step
	Loaded Salary /Cost
	% of Effort
	Fringe (if Applicable)
	Total Cost to Government

	Federal Oversight
	 GS-14
	 $211,703
	 5
	 
	 $10,585

	Other Federal Positions
	 GS-13
	 $179,153
	 5
	 
	 $8,958

	Contractor Cost
	 
	 
	 
	 
	 

	Travel
	 
	 
	 
	 
	 

	Other Costs: 
	 
	 
	 
	 
	 

	TOTAL
	 
	 
	 
	 
	 $10,016



The General Schedule[footnoteRef:5] (GS) for the Rest of U.S. locality Step 5 was used to determine the base salary for the position(s).  The Rest of U.S. locality was used since NOAA employees are geographically dispersed.  A multiplier of 1.5 was applied to calculate the loaded salary.  The Level of Effort represents the estimated percentage of time an individual will spend on this collection (% of Effort = # of Hours spent on this collection / 2080 hours). [5:  https://www.opm.gov/policy-data-oversight/pay-leave/salaries-wages/salary-tables/pdf/2025/RUS.pdf] 


6. 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.
No results from this data collection effort will be published. The NWS will not perform complex analytical techniques or develop statistics or reports on the results of this collection activity. These customer satisfaction surveys are solely for internal purposes and designed to provide feedback on proposals and changes to NWS products and services.
Checklist:
	
	YES
	NO

	Do the collection instrument(s) (e.g., form, script) contain the OMB Control Number (0648-0830) and Expiration Date (6/30/2028) on the first page?
	X
	

	Do the collection instrument(s) contain a PRA Burden Statement?
	X
	

	Does this collection collect PII (including names or email addresses)?
	
	X

	Will responses from an individual be retrieved by the respondent’s name or some other identifier specifically linked to that individual?
	
	X

	Do the collection instrument(s) contain a Privacy Act Statement (PAS)?  (required if collecting PII)
	
	X



PRA Burden Statement for forms:
We estimate that completing this feedback survey will take 7 minutes on average. Send comments regarding this burden estimate or any other aspect of this collection of information, including suggestions for reducing this burden, to NOAA, (nws.products@noaa.gov). This collection has been approved by the Office of Management and Budget (OMB). The eight-digit OMB approval number that appears at the upper right of the form or login screen confirms this approval. If this number were not displayed, we could not conduct this survey.

Privacy Act Statement (must be included on forms if PII is collected):
Authority:  The collection of this information is authorized under 5 U.S.C. § 301, Departmental regulations which authorizes the operations of an executive agency, including the creation, custodianship, maintenance and distribution of records, and 15 U.S.C. 1512, Powers and duties of Department.
Purpose:  NOAA collects limited information, such as name, address, phone number, or email address for a variety of purposes.  This information will be used to respond to user inquiries or provide services requested by the user. 
Routine Uses:  Disclosure of this information is permitted under the Privacy Act of 1974 (5 U.S.C. Section 552a) to be shared among Department staff for work-related purposes.  Disclosure of this information is also subject to all of the published routine uses as identified in the Privacy Act System of Records Notice COMMERCE/NOAA-11, Contact Information for Members of the Public Requesting or Providing Information Related to NOAA’s Mission.
Disclosure:   Furnishing this information is voluntary.  By providing this information, you are consenting to the use of that information only for the purpose for which it is submitted.
