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FY19 FAS Agency and Industry 
Survey Feedback Summary

● FY19 Results
● Customer Loyalty increased by 0.1 to 7.6/10
● Supplier Satisfaction relatively constant at 3.65/5  

● Customer loyalty drivers since FY2014
● Value 
● Ease of acquiring

● Supplier satisfaction drivers
● Procurement process
● Industry expertise 

● Customers and suppliers tell us:
● Navigating the acquisition process is challenging
● They want more consistent help from GSA 



GSS Customer Satisfaction Improvement

2019 GSS Customer Loyalty Survey scores 
improved in every category

1. Robust action plans to address customer 
issues raised in previous surveys (issues on 
upcoming slides)

2. Enterprise-wide cooperation within GSA to 
improve

3. Communication and partnership with 
industry to make improvements (thank you!)

4. FY20 under development. How can industry 
help us improve even more?



Current GSS Customer Feedback

Order Status and Tracking Information - Global Supply and MAS

1. Customers expect/need to see automated order status and tracking 
numbers for every order

2. Mandatory for MAS and Global Supply orders
3. End of September stats:

a. Global Supply - 91% compliance
b. Advantage - 62% compliance

4. Improvement will drive customer retention and additional business
5. Detailed “how-to” brief later today by Angela Lehman and Elizabeth Van 

Absher



Current GSS Customer Feedback

GSA Advantage Catalogs

1. Top issue in Advantage transactional 
surveys and Customer Loyalty Survey

2. Need vendors to maintain current, 
accurate Advantage catalogs:
a. Item availability (reduce 

cancellations)
b. Rich descriptions
c. Quality product images

3. Catalog Management Initiative brief by 
Dena McLaughlin tomorrow



CLS Customer Issue Breakthrough
Minimum Order Thresholds

1. Minimum order thresholds was top GSS customer complaint in 2018 (19% of comments)
2. Action plan included Global Supply contract negotiations to reduce # of products with minimums and 

deployment of Advantage improvements to allow MAS customers to sort results on minimums
3. Complaints about minimum order thresholds declined to only 2% of comments in 2019 Customer Loyalty 

Survey



Industry Engagement & Supplier Satisfaction



Office of Customer & Stakeholder Engagement (CASE) 
Vendor Engagement & Training Division 

Industry Engagement & Training

● Supplier Relationship Management Survey (SRMS) Oversight

● FAS Enterprise-wide Industry Engagement & Outreach 

● Industry Acquisition and Contract Compliance Training

Customer Agency Training

● Govtwide Acquisition Workforce Training Needs Assessment

● FAS Enterprise-wide Acquisition Training, Curriculum Development & 
Course Management 

● Supplement Regional and Portfolio Training Support as needed



Supplier Feedback Matters!

Supplier Satisfaction Survey Released Annually

● FY19 Supplier Survey closed in May 2019
● 83% of Respondents are Small Businesses
● 7.2% Response Rate (GSS only)   

ICYMI:   Supplier data in the right systems is critical to ensure 
we solicit feedback from the right people. 



Industry’s Top Suggestions:
How to Improve and Enhance Services 

● Relationship with the Contracting Officer

● Plain Language & Concise Communication

● Timely Contract Modification Processing

● Enhance the Partnership

● Improve Flexibility

● Provide More Training



Tell Me More About  . . . 

● Business 
Development

● Marketing

● Published Contacts

● Other Support 

● Business Opportunities

● Marketing GSA 
Schedules

● eMods

● eTools (GSA 
Advantage!, eLibrary, 
eBuy)

● Training Channels & 
Training Frequency

Support Services 
You Receive

Training to Administer
and Sell Your 

Products/Services



Partnership! Partnership! Partnership!



Q&A



Contact Information

Robert Noonan
Assistant Commissioner, General Supplies and Services
email: robert.noonan@gsa.gov 
Phone: 202-316-7919

Quan Boatman
Director, Vendor Engagement and Training Division
email: quan.boatman@gsa.gov
Phone: 202-768-1267
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Appendix



Communicating Customer Feedback to Industry


