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This Exhibit describes the requirements related to developing and administering feedback mechanisms such as Customer satisfaction surveys for measuring, analyzing, reporting, and improving both the Customer and Residents’ overall experience with the SIPA program. Each feedback mechanism collects quantitative and/or qualitative data that may be analyzed for improvement opportunities.
[bookmark: _Toc488138190][bookmark: _Toc97197937]METHODOLOGY
For all surveys, the Service Provider will follow research standards for quality, response rates, and industry best practices, including:
1. Survey questions will be validated and approved by SIPA prior to use;
2. Use of scale that provides adequate granularity;
3. Use of open-ended questions, when appropriate;
4. Use of tailored survey questions based on the actual Services received;
5. Protection of Customer or Resident confidentiality, to include the allowance of optional anonymous responses, and
6. Sampling, data collection, and objective analysis to protect against bias and promote impartial results.
[bookmark: _Toc488138191][bookmark: _Toc97197938]SURVEY INITIATIVES
[bookmark: _Toc488138192][bookmark: _Toc97197939]Overall Customer Satisfaction Survey
The Service Provider, with input from SIPA, will plan and administer an annual Overall Customer Satisfaction Survey which will capture the Customer satisfaction levels of the overall Digital Government Services program. This annual survey will target a high volume of participation of the following separate Customer audiences:
1. Customer executives
2. SIPA staff
The Service Provider is responsible for all work to conduct surveys. The Service Provider will:
Conduct the Overall Customer Satisfaction Survey annually, at a minimum, as defined in Exhibit 3.1 (Service Levels, Deliverables, and Reports).
Include questions regarding the performance of the Service Provider and all Digital Government Services (DGS).
Develop questions to be used in the Overall Customer Satisfaction Survey, subject to SIPA approval.
Design questions to elicit Customer responses in key areas as determined by SIPA.
Validate questions through an independent third party.
Develop and maintain surveys and survey results to measure overall Customer satisfaction for the Digital Government Services program.
Submit to SIPA the materials and methodology for the Overall Customer Satisfaction Surveys at least thirty (30) Business Days prior to the scheduled start date for each survey.
Engage an independent third party, approved by SIPA, to conduct all “Overall Customer Satisfaction Surveys.”
Ensure that the approved third party accomplishes the receipt of completed surveys from Customers and the tabulation of results from the surveys.
Ensure that the approved third party analyzes the Customer’s written comments and provides summary perspectives.
Produce a results report, tracking response trends against prior surveys conducted, showing annual trends.
Conduct each of the Overall Customer Satisfaction Surveys with designated Customer personnel, as specified by SIPA.
Complete the first of each Overall Customer Satisfaction Surveys by the first of January after Commencement, and then annually thereafter.
Conduct the Overall Customer Satisfaction Surveys on an annual basis or another timeframe as designated in the Service Management Manual (SMM).
Attempt to attain at least a seventy-five percent (75%) response rate to the survey, with goal of meeting or exceeding the previous year’s participation rate. SIPA recognizes that the Service Provider cannot compel user participation in Overall Customer Satisfaction Surveys; however, to facilitate satisfactory response rates by survey participants, the Service Provider shall:
Send an email communication in advance of periodic surveys stressing the importance of participation and feedback;
Send up to two (2) follow up email communications to surveyed users requesting participation; and 
Track survey participation rates and provide this information to SIPA and Customers.
Provide a results report to SIPA within four (4) weeks after the completion of the survey.
Provide a results report to the Customer group that was asked to respond to the survey, as directed by SIPA.
Review results at SIPA’s governance meetings.   
Conduct follow-on reviews or other activities as requested by SIPA.
Create a Customer Satisfaction Improvement Plan for the Digital Government Services program aimed at addressing key findings and areas needing improvement as specified in Exhibit 3.1 (Service Levels, Deliverables, and Reports).
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The Customer Scorecard is intended to identify each Customer’s rating of the Service Providers’ performance against the contract requirements for the Service Provider. The Scorecard is intended to be a self-service reporting tool that is executed within a Service Provided-provided central repository for the collection of monthly Customer feedback, development of corrective actions, and reporting to SIPA.
The Service Provider will develop and administer the survey, review the survey results, determine corrective actions, and lead resolution of agreed corrective actions.
The Service Provider will:
Develop and maintain a central repository for the historical collection of the Customer scorecards.
Collect all Customer feedback responses by the monthly date approved by SIPA.
Analyze and report Customer specific trends as well as enterprise trends.
Determine corrective actions to improve service and address issues.
Coordinate with SIPA and Customers on any corrective actions or areas for improvement.
Track progress on corrective actions or improvement initiatives.
Coordinate with Customer focus or governance groups and SIPA on any improvements or enhancements to the Scorecard prior to implementation.  
Report Customer scorecard responses, trends, and corrective actions and deliver both detailed and summarized reports to the SIPA and Customers as agreed in the SMM. 
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The DGS Service Desk Survey is intended to identify each Customer’s rating pertaining to the level of service they received upon contacting the DGS Service Desk.
The Service Provider shall perform surveys of DGS Service Desk Satisfaction for a subset of the problems, questions, or requests from Authorized Users that are resolved by, or coordinated by, the Service Desk.
The Service Provider shall perform all work required to conduct such survey. The Service Provider’s shall, at a minimum:
Select, on a random basis, twenty percent (20%) of the daily Calls managed by the Service Desk, including Calls resolved by Level 2 Support or Level 3 Support personnel.
Where twenty percent (20%) of the daily Calls does not provide a statistically valid sample, the Service Provider and SIPA may mutually agree to an alternate survey approach that will yield results statistically representative of Service Desk satisfaction.
Generate an electronic communication (e.g., email, live pop-up) containing the Survey of Service Desk Satisfaction and instructions to each of the Customers making up the random sample of the Calls.
Deliver such electronic communications to the Customers within two (2) hours of resolving the Contact’s incident or request.
Receive completed surveys of Service Desk Satisfaction from Customers and tabulating results from such surveys. 
Review and analyze survey results. 
Determine corrective actions for issues and areas for improvement.
Keep SIPA informed while leading and executing assigned corrective actions or improvement initiatives.

[bookmark: _Toc488138195][bookmark: _Toc97197942]Resident Live-help (Chat) Survey
The Resident Live-help (Chat) Survey is intended to identify the level of satisfaction by users (Colorado Residents) utilizing the live-help chat functionality of the Colorado.gov website and Service Provider supported Resident-facing applications. The Resident Live-help (Chat) Survey is an optional in-application, post-service survey intended to identify each user’s rating pertaining to the level of service they received upon using the Live-Help service.
The Service Provider shall provide the option for a user to select to participate in a Service Desk Live Chat Satisfaction survey after they complete their Live-Help service. 
The Service Provider is responsible for all work to conduct such surveys. The Service Provider shall, at a minimum:
Select, on a random basis, twenty percent (20%) of the daily Calls managed by the Resident Help Desk, including Calls resolved by Level 2 Support or Level 3 Support personnel.
Where twenty percent (20%) of the daily Calls does not provide a statistically valid sample, the Service Provided and SIPA may mutually agree to an alternate survey approach that will yield results statistically representative of end user satisfaction.
Generate a post-session survey containing the Survey of Resident Live-help and instructions to each of the users making up the user-selected and random sample of the Calls.
Deliver such satisfaction surveys to the user upon completing the live chat session.
Receive completed surveys of Resident Live-help satisfaction from users and tabulate results from such surveys.
Report survey results and recommend corrective actions to SIPA monthly.
Analyze and report Service Provider, User, Customer specific trends.
Coordinate with SIPA and Customers on any corrective actions or areas for improvement.
Track Service Providers progress on corrective actions or improvement initiatives.

[bookmark: _Toc488138197][bookmark: _Toc97197943]Colorado.gov Application Survey 
The Colorado.gov Application Survey is intended to identify the level of customer satisfaction by users (Residents) utilizing the base Colorado.gov site and underlying applications. The Colorado.gov Application Survey is an optional in-application, post-service survey and is the responsibility of the DGS Service Provider.  
The Service Provider will, at a minimum:
Develop questions to be used in the survey, subject to SIPA approval.
Design questions to elicit Resident responses in key areas as determined by SIPA.
Develop and maintain surveys and survey results to measure Resident satisfaction and capture feedback.
Implement the survey and instructions on the Colorado.gov application in a location approved by SIPA. 
Develop and maintain a central repository for the historical collection of the survey results.
Collect all survey feedback responses on the schedule approved by SIPA.
Provide the survey feedback to the SIPA and Customers.
Analyze and review feedback and trends. 
Determine and lead corrective actions for assigned issues and areas for improvement.
Keep SIPA informed while leading and executing assigned corrective actions or improvement initiatives.
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