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FY19 FAS Agency and Industry Feedback Summary
GSS Customer Feedback

Industry Engagement & GSS Supplier Feedback

+ Q&A



. FY19 FAS Agency and Industry
GSA

Survey Feedback Summary

e FY19 Results
e Customer Loyalty increased by 0.1 to 7.6/10

o Supplier Satisfaction relatively constant at 3.65/5
e Customer loyalty drivers since FY2014

e Value

e Ease of acquiring
o Supplier satisfaction drivers

e Procurement process

. goyverbment.
e Industry expertlse_ o business o)
o Customers and suppliers tell us: contiactems
» Navigating the acquisition process is challenging pcyzgé)ﬁgj%%in@ake

e They want more consistent help from GSA



GSS Customer Satisfaction Improvement

GSA

2019 GSS Customer Loyalty Survey scores Cverall FAS
improved in every categor
P y Jory m& 2019 M
. Loyalty 7.6 7.4
1.  Robust action plans to address customer
issues raised in previous surveys (issues on oo oecten T4 TO T 08 70 TRA
] lid ;) y Best Interest 74 77 79| 68 7.0 | 7.4*
upcoming slides
P Ng ST . i Customer ;3 go NEEM 74 7.7 JHI
2. Enterprise-wide cooperation within GSA to Service
. Technology and -
improve i 73 75 Rl 68 7.0 S
3. Communication and partnership with Quality 76 7.8 NEEM 72 7.4 R
industry to make improvements (thank you!) Value 74 7.7 78169 71 74
: Ease of -
4. FY20 under development. How can industry Acquiing [ 73 |74 |64 67 74

help us improve even more?




Current GSS Customer Feedback

Order Status and Tracking Information - Global Supply and MAS

1.

2.
3.

Sl

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

Mandatory for MAS and Global Supply orders

End of September stats:

a. Global Supply - 91% compliance

b. Advantage - 62% compliance

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



Current GSS Customer Feedback

GSA Advantage Catalogs Most Popular User Topics @ 2,167 Responses

1. Top issue in Advantage transactional
surveys and Customer Loyalty Survey
2. Need vendors to maintain current,

875
627
600
accurate Advantage catalogs: 504 b )
. o 5 434
a. Item availability (reduce hae
cancellations)
b. Rich descriptions 200
c. Quality product images
3. @

Catalog Management Initiative brief by
. Catalog MFA Vendor Search Usability
Dena McLaughlin tomorrow Data Fulfillment

800
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Minimum Order Thresholds

CLS Customer Issue Breakthrough

A
P\

Compare Available Sources

Quantity:

Price/Unit §

$27.63 BX 100

$24.04 BX 100EA

$45.05 BX 100 EA

—

Add to Cart Instructions: Select price below, enter gty at left, then Add to Cart. To view another contractor description, simply select the Contractor in the list below.

@ Indicates when volume discounts are offered.

Features Contractor $ Socio Green Photo Deliv Days $ Min Order FOB/Shippings
IBPA SW WO I- S days delivered ARO $1.00 D-CONUS/0-AK,PR,HI
s £ ’- 3 days delivered ARO $25.00 D-CONUS/0-AK,PR,HI

sh 3 10 days delivered ARO

D-CONUS,AK,PR,HI

Minimum order thresholds was top GSS customer complaint in 2018 (19% of comments)

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
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
e Supplier Relationship Management Survey (SRMS) Oversight
e FAS Enterprise-wide Industry Engagement & Outreach
e Industry Acquisition and Contract Compliance Training
Customer Agency Training
e 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

e FY19 Supplier Survey closed in May 2019
e 83% of Respondents are Small Businesses

e 7.2% Response Rate (GSS only)

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




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

e Relationship with the Contracting Officer
e Plain Language & Concise Communication

e Timely Contract Modification Processing

: W'chz%r%'w ‘any small
e Enhance the Partnership 25y~ schedule s ge
o neleo tractven dor
e Improve Flexibility proces sprIC times
reat productbusiness laroe
e Provide More Training gdvantage Sofenmen



Tell Me More About . ..

e Business Opportunities

e Business e Marketing GSA
Development Schedules
e Marketing e eMods
. e eTools (GSA
e Published Contacts TR G
eBuy)

e Other Support

e Training Channels &
Training Frequency




-

/: 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: guan.boatman@gsa.gov

Phone: 202-768-1267



mailto:robert.noonan@gsa.gov
mailto:quan.boatman@gsa.gov
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Appendix



Communicating Customer Feedback to Industry

commissione

message

GSA

S February 2019
Dear Industry Partner:

The Federal Acquisition Service (FAS) received nearly 13,000 responses to our most recent Customer
Satisfaction Survey. This annual assessment measures our agency's performance across the spectrum of
FAS acquisition solutions, including even our most common orders, such as for office products, supplies,
lease vehicles, and IT products and services. The responses show year-over-year improvements in overall
satisfaction, customer service, product & service qualty and value, and other survey categories. These
improvements are the result of our partnership with you and, above all. your exceptional performance over
the past 12 months

FAS hopes to build on these improvements, and, to do this, FAS will focus on the issues customers have
identified. Below are the three main areas of focus, followed by information for our industry partners on how
to address them

« The lack of tracking numbers or order status on shipments.
° lnformamnexplannghoamadaassmese:ssuesxsavﬂmeal-*;s

. Inmealabeingonshppedpadzages
° lnmmemwmmmmmgep-brmpnmsmwngand
EDi-supported tracking of shipments, is avadable at gsa.g
« Order canceliations and poor product descriptions and images on GSA Advantage!
° Infonnatmex;ianngmmadckessmesersuesrsavadablea!“'”

tion/spd cfm.

If any of these issues apply to your orders, please consider using the above information or work with us to
address these. We are confident that with your help we can continue to improve our delivery of products.

GSA

17 September 2019

Dear Industry Partner,

GSA’s Federal Acquisition Service (FAS) just completed its 2019 Customer Satisfaction Survey, an annual
study measuring performance in areas inchuding Customer Service, Product and Service Quality, Ease of
Acquiring, and Value. The feedback we receive from this survey helps us gauge whether we're making
strides toward our goal of modernizing, simplifying, and improving the Federal buying and selling
experience.

I'm excited to share that our results show that Customer Service, Product Quality and Value have increased,
and Overall Customer Satisfaction is now at the highest level in 4 years | want to thank you for all you have
done to contribute to these accomplishments. Simply put, FAS couldn’t have done it without you!

Along with this positive feedback, our customers have voiced frustration with obtaining order statuses on
items purchased through GSA Advantage!*. In addition to tracking information, customers want to know
when and how an order is shipped, and whether it has been canceled or back-ordered.

At the time of the survey, 52 percent of GSA Advantage!* orders provided tracking information. We know
that helping customers see where their orders are and when they'll arrive will improve customer
satisfaction and retention, so in May 2019 FAS issued a mass modification requiring Schedule contractors
that sell through GSA Advantage!® to provide status and tracking numbers on all orders.

This has led to business growth for you, our Industry Partners. Specifically, we have seen growth in GSA's
requisition channel in fiscal year (FY) 2019. 'm looking to continue to provide customer feedback that
includes our areas of strength and our areas for improvement. This will ensure we are positioned for a
successful FY 2020.

Again, thank you for your hard work and partnership in serving the Federal Government. if you have any
questions about the Customer Satisfaction Survey, please contact:

Sincerely,
Alan B. Thomas, Jr.

Commissioner, GSA's Federal Acquisition Service
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