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COMMERCIAL PLATFORMS PROGRAM

CUSTOMER EXPERIENCE is central to the program’s mission.
Since implementation, we have worked to ensure the CPP meets
the unique needs and requirements of federal agency buyers.

— CUSTOMER FEEDBACK IN KEY PROGRAM AREAS -

Mission enablement * Provide best value * Increase productivity - Compliance support
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HOW WE WORK TO UNDERSTAND AND SUPPORT OUR CUSTOMERS

E& Identify Customer Experience Feedback Loop

Obtain customer feedback through: CX insights have led to improvements in the
*Customer surveys - 3,200+ responses purchasing process, including enhanced

Training surveys - 685+ respondents compliance support and simplified, more

*Focus groups - 12+ sessions

a Review
Analyze and present findings, noting

opportunities for improvement in key areas
including:
- purchasing platforms
- training
- customer service
f\é}\ Deploy
~ Implement findings with a focus on:
- streamlining the compliance process
- modernizing MPT purchasing
- maximizing time savings

efficient documentation.

) Reassess
L Track and measure results. Continue

quarterly buyer surveys and platform
reviews.






