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• Overview Customer Care
• Trending now Statistics and 

Feedback
• Common issues received from 

Buyers and Vendors
• Examples of Vendor Response 

issues
• Vendor has questions that 

need to be answered by the 
buyer before bid closes

• Vendor – cannot open the 
attachment in the solicitation.

• Who was awarded the bid?
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What is eVA Customer Care?
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What we do

• Provide Technical Support/Assistance in eVA to over 
13,700 users {244 agencies, 770 Local Public Bodies, 
100,000+ Vendors}

• Assist Vendors with getting access to resources 
like
• The Department of Small Business and Supplier 

Diversity
• Dun & Bradstreet
• Ariba

• Assist with testing modules and eVA eMall and 
Quick Quote training
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Meet your eVA Customer Care Team

eVA Customer Care Manager:
Ghania Matias

Lead Specialists:  
NaSandra Twyman

Teresa Evans

Specialists:
Thomas Duck Ruben Jefferson
Tiffany Walker Natasha Randolph

Lakeia White Joann Ward
Analyst:

Hamilton Bryan
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Your Feedback

• Surveys
• Opportunity to rate 

their experience
• Feedback improves 

quality and the user’s 
experience in eVA

(Scale of 1 – 5 converted to %)
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98%

Aug Sep Oct Industry
Standard

“Amazing! I wish all my phone calls and customer service experiences 
were like this! Whatever you're doing- it is great! Thank you so much!”
“AWESOME customer service. Went the extra mile to get the issue resolved. 
Thank you”
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# New issues

New issues (live calls and emails) trends

2482

2803

2314



SEP

		Monthly Activity September

				Previous Month		Current Month

		Description		August		September		Variance		% Change

		# New issues		2803		2314		-489		-17%

		# live calls		1773		1507		-266		-15%

		# emails		1030		807		-223		-22%

		# Closed/resolved		2746		2384		-362		-13%

		# Remaining open issues		29		21		-8		-28%

		Live Call Answer Rate		98		95		-3		-3%

		Customer Satisfaction Rate		97		97		0		0%

		Issue Breakdown by type

				Previous Month		Current Month

		Description		August		September		Variance		% Change

		Buyer

		Buyer - B2B Connect - VBO Buyer		0		0		0		0%

		Buyer ACP-Ariba Category Procurement		0		0		0		0%

		Buyer Becoming a buyer		10		3		-7		-70%

		Buyer Contracts		3		2		-1		-33%

		Buyer Dashboard		0		0		0		0%

		Buyer eForm for the Procurement Survey		0		2		2		0%

		Buyer eForms		1		2		1		100%

		Buyer ERP		0		4		4		0%

		Buyer Forced Order		4		7		3		75%

		Buyer Future Business Opportunities		3		4		1		33%

		Buyer Logi (Report and Resource Center)		13		16		3		23%

		Buyer Login		175		140		-35		-20%

		Buyer Notifications		0		2		2		0%

		Buyer Other		10		7		-3		-30%

		Buyer Policy-AE		17		9		-8		-47%

		Buyer Preferences (PCard updates, user info, etc.)		19		17		-2		-11%

		Buyer Quick Quote		19		16		-3		-16%

		Buyer Receiving		9		12		3		33%

		Buyer Requisition		102		107		5		5%

		Buyer Training		4		2		-2		-50%

		Buyer Training Environment		0		1		1		0%

		Buyer VBO/Adv VBO/Contract Mgmt		13		23		10		77%

		Buyer Vendor Inquiry		159		138		-21		-13%

		BUYER TOTALS		561		514		-47		-8%

		Vendor

		Vendor - B2B Connect		2		1		-1		-50%

		Vendor Account Maintenance		417		345		-72		-17%

		Vendor Account Status		171		139		-32		-19%

		Vendor Ariba		39		31		-8		-21%

		Vendor Cancellation		42		35		-7		-17%

		Vendor Catalog		6		3		-3		-50%

		Vendor Debarred/Prohibited List		0		0		0		0%

		Vendor DGS/DPS Procurement Vendor Complaint		0		0		0		0%

		Vendor DOA/EFT		7		6		-1		-14%

		Vendor DUNS # DNB		6		6		0		0%

		Vendor eVA Logo		0		0		0		0%

		Vendor eVA Notifications		49		61		12		24%

		Vendor eVA Registration		117		107		-10		-9%

		Vendor Freedom of Information Act Request (FOIA)		0		0		0		0%

		Vendor General Procurement Policy		2		2		0		0%

		Vendor How to Sell to the Commonwealth		7		3		-4		-57%

		Vendor Invoice to buyer		10		13		3		30%

		Vendor Logi Reports		9		10		1		11%

		Vendor Login Password eVA		866		751		-115		-13%

		Vendor Mobile App		0		1		1		0%

		Vendor Purchase Order		51		42		-9		-18%

		Vendor Purchasing Director List/Agency List		0		0		0		0%

		Vendor Quick Quote		119		81		-38		-32%

		Vendor Replied to a PO Notification (Ariba)		2		0		-2		-100%

		Vendor State Entered Vendor		1		0		-1		-100%

		Vendor Statewide Contracts		3		4		1		33%

		Vendor SWaM/DMBE (includes Micro Business)		36		34		-2		-6%

		Vendor Training		1		0		-1		-100%

		Vendor VBO		40		39		-1		-3%

		Vendor W-9 from the Commonwealth		8		5		-3		-38%

		Vendor W-9 or COVA Substitute W-9 Form		108		86		-22		-20%

		VENDOR TOTALS		2119		1805		-314		-15%

		General/System

		General		22		30		8		36%

		Other Requests from other States Re:System		0		0		0		0%

		System Advantage/VSS Issues		1		0		-1		-100%

		System Browser Issues		24		15		-9		-38%

		System eCC Forms Issues		0		0		0		0%

		System eMall issues		1		0		-1		-100%

		System eVA Down		0		0		0		0%

		System eVA Homepage Down or Link Issues		0		1		1		0%

		System eVA System Notification Issues		0		0		0		0%

		System eVA System Wide Slowness		0		0		0		0%

		System Logi Issues		3		0		-3		-100%

		System Punchout Catalog Issues		21		10		-11		-52%

		System QQ Issues		1		0		-1		-100%

		GENERAL/SYSTEM TOTALS		73		56		-17		-23%



Ghania Matias:
Buyers with questions or issues using B2B Connect through VBO Buyer

Ghania Matias:
Buyers with questions or issues using ACP, Collaboration, Ceating or modifying timesheets, Approving or Denying a timesheet

Ghania Matias:
Buyers with questions on how to become a Buyer or get started with using eVA as a Buyer

Ghania Matias:
Buyer with questions or issues regarding a contract or need assistance locating a state contract

Ghania Matias:
Buyers need assistance with accessing the eVA Dashboard or has questions regarding the information on the eVA Dashboard

Ghania Matias:
Buyers or other users with questions or needing access or assistance with the Procurement Survey eForm

Ghania Matias:
Buyers with questions or issues related to eForms or accessing an eForm

Ghania Matias:
Buyers with issues related to an integration order or requisition

Ghania Matias:
Buyers inquiring about an order which is stuck in Ordering status and is requesting to have it forced to ordered

Ghania Matias:
Buyers with questions or issues or needing access to the Future Procurement and Government to Government site

Ghania Matias:
Buyers with questions or issues with a Logi report in Report and Resource Center

Ghania Matias:
Buyers needing assistance getting logged into eVA, including password resets, and confirming username.

Ghania Matias:
Buyers with questions or issues related to VBO or Solicitation, QQ notifications,  eVA emall notification messages, or notifications received from a supplier

Ghania Matias:
General buyer questions for example requesting a listing of NIGP codes, updating information for Customer Care records like email, phone contact information. All other issues that would like fall under an existing Buyer Issue Type.

Ghania Matias:
Buyers with questions or issues that have to be referred to their Account Executive for a resolution. For example: what role and applications on their account, need access to a particular area in eVA, Increase number of records returned for reports, etc.

Ghania Matias:
Buyers with questions or issues related to their PCard, user profile, assistance with updating preferences.

Ghania Matias:
Buyers with questions or issues related to Quick Quotes

Ghania Matias:
Buyers with questions or issues related to Receiving in eMall

Ghania Matias:
Buyers with questions or issues related to creating, changing or modifying a requisition in eMall

Ghania Matias:
Buyers who inquire about receiving training in eVA or wanting to registering for an eVA Training class

Ghania Matias:
Buyers with questions or issues related to the Training Environment

Ghania Matias:
Buyers with questions or issues related to VBO Buyer or Advanced VBO or Contract Management

Ghania Matias:
Buyers with questions regarding the status of a vendor or needing assistance with updating a SEV vendor.

Ghania Matias:
Vendor needs assistance or has questions regarding a B2B posting, how to enter a posting

Ghania Matias:
Vendor needs assistance with updating their acocunt, Name and TIN change, address, vendor's email, adding Commodty Codes

Ghania Matias:
Vendors inquiring on the status of their account, Vendor's account status in Cardinal, Vendors checking on the status of their reinstatment request

Ghania Matias:
Vendors inquiring about Ariba and electronic payments, Ariba Relationship web form, Purchase Order going through Ariba

Ghania Matias:
Vendors requesting to cancel their eVA Account

Ghania Matias:
Vendors inquiring about setting up a Catalog or needs assistance with their catalog

Ghania Matias:
Vendors who would like to file a complaint regarding an agency, buyer or other vendor.

Ghania Matias:
Vendor requesting to setup EFT, wanting to setup direct deposit, modify and existing banking information fo direct deposit, problems EDI orders

Ghania Matias:
Vendor needs assistance with updating their DUNs number, or Vendor is inquiring about getting a DUNs number

Ghania Matias:
Vendors requesting the use of the eVA Logo and Name

Ghania Matias:
Vendor would like to stop receiving Bid notifications, remove email or unsubscribe from receiving emails, or the vendor didn't receive a notification and should have according to their account setup.

Ghania Matias:
Vendors inquiring about or need assistance with their eVA Registration, Registration type switch (State Entered vs Self registered)

Ghania Matias:
Vendors inquiring about policy for a particular agency or state requirements, questions regard requirements for posting bids, etc.

Ghania Matias:
Vendors trying to send an invoice to the buyer

Ghania Matias:
Vendors with questions regarding public transparency reports

Ghania Matias:
Vendor needs assistance with logging into eVA, resetting their passwords, obtaining their username

Ghania Matias:
Vendors inquiring about a purchase order they received or waiting to receive

Ghania Matias:
Vendors inquiring about locating an Agency's number or a list of Agencies in the Commonwealth

Ghania Matias:
Vendors needing assistance responding to a QQ or locating a QQ

Ghania Matias:
Vendors who replied to a solicitation or Purchase Order notification

Ghania Matias:
Vendors inquiring about making changes to an SEV account.

Ghania Matias:
Vendors inquiring about a state contract or wanting to setup a contract with the state

Ghania Matias:
Vendors inquiring about their SWaM status or or certifcation in eVA, Micro business certification not showing in eVA, registering for SWaM certification

Ghania Matias:
Vendors needing assistance with navigating in eVA, inquiring about training

Ghania Matias:
Vendors need assistance searching for a virginia business opportunity, vendor has questions about a specific solicitation

Ghania Matias:
Vendors requesting a W-9 from the Commonwealth

Ghania Matias:
Vendor submitted updated W9 for the account, confirm receipt of a W9 for vendor, responded to a request from Vendor Support to complete their eVA registration or reinstatement

Ghania Matias:
Miscellaneous questions or issues that do not fall under the other issue types, for example: how do I apply for a SCC number, how do I get a business license, What is eVA?, etc.

Ghania Matias:
Requests from other states procurement office for information regarding eVA, VA Service Contracts, questions about Virginia's procurement processes

Ghania Matias:
System wide issues with VSS and Advantage

Ghania Matias:
Issues reported related to browser settings, providing assistance running the eVA Optimizer, trouble navigating through eVA or completing a task or transaction

Ghania Matias:
Buyer or Vendor having trouble completing or submitting one of the Customer Care forms

Ghania Matias:
Buyers having trouble completing an order or transaction  receives an error as a result of an Ariba eMall defect

Ghania Matias:
Users cannot access the homepage or a link on the page is not working

Ghania Matias:
Vendor receives a fax stating eVA was unable to reach them by the email on their account

Ghania Matias:
Users reporting slowness in eVA system wide.

Ghania Matias:
Buyer or Vendor receives debugger trace report error in Logi trying to run reports.

Ghania Matias:
Buyers having trouble accessing a Punchout catalog or is receiving an error trying to process a punch-out catalog order.

Ghania Matias:
Buyer receives errors submitting a QQ, or missing information not display in QQ screen for example SWaM information
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General - System Issues



Buyer Issues Charts Jul - Sep

		Monthly Activity August

				Previous Month		Current Month

		Description		July		August		Variance		% Change

		# New issues		2482		2803		321		13%

		# live calls		1631		1773		142		9%

		# emails		851		1030		179		21%

		# Closed/resolved		2403		2746		343		14%

		# Remaining open issues		28		29		1		4%

		Live Call Answer Rate		97		98		0		0%

		Customer Satisfaction Rate		0		97		97.00		0%

		Issue Breakdown by type

				Previous Month		Current Month

		Description		July		August

		Buyer

		Buyer - B2B Connect - VBO Buyer		1		0		-1		-100%

		Buyer ACP-Ariba Category Procurement		2		0		-2		-100%

		Buyer Becoming a buyer		7		10		3		43%

		Buyer Contracts		5		3		-2		-40%

		Buyer Dashboard		0		0		0		0%

		Buyer eForm for the Procurement Survey		6		0		-6		-100%

		Buyer eForms		2		1		-1		-50%

		Buyer ERP		0		0		0		0%

		Buyer Forced Order		3		4		1		33%

		Buyer Future Business Opportunities		2		3		1		50%

		Buyer Logi (Report and Resource Center)		8		13		5		63%

		Buyer Login		129		175		46		36%

		Buyer Notifications		1		0		-1		-100%

		Buyer Other		4		10		6		150%

		Buyer Policy-AE		15		17		2		13%

		Buyer Preferences (PCard updates, user info, etc.)		7		19		12		171%

		Buyer Quick Quote		13		19		6		46%

		Buyer Receiving		7		9		2		29%

		Buyer Requisition		104		102		-2		-2%

		Buyer Training		2		4		2		100%

		Buyer Training Environment		1		0		-1		-100%

		Buyer VBO/Adv VBO/Contract Mgmt		24		13		-11		-46%

		Buyer Vendor Inquiry		154		159		5		3%

		BUYER TOTALS		497		561		64		13%

		Vendor

		Vendor - B2B Connect		1		2		1		100%

		Vendor Account Maintenance		371		417		46		12%

		Vendor Account Status		172		171		-1		-1%

		Vendor Ariba		19		39		20		105%

		Vendor Cancellation		32		42		10		31%

		Vendor Catalog		1		6		5		500%

		Vendor Debarred/Prohibited List		1		0		-1		-100%

		Vendor DGS/DPS Procurement Vendor Complaint		0		0		0		0%

		Vendor DOA/EFT		4		7		3		75%

		Vendor DUNS # DNB		2		6		4		200%

		Vendor eVA Logo		0		49		49		0%

		Vendor eVA Notifications		31		0		-31		-100%

		Vendor eVA Registration		151		117		-34		-23%

		Vendor Freedom of Information Act Request (FOIA)		1		0		-1		-100%

		Vendor General Procurement Policy		2		2		0		0%

		Vendor How to Sell to the Commonwealth		5		7		2		40%

		Vendor Invoice to buyer		11		10		-1		-9%

		Vendor Logi Reports		12		9		-3		-25%

		Vendor Login Password eVA		757		866		109		14%

		Vendor Mobile App		0		0		0		0%

		Vendor Purchase Order		37		51		14		38%

		Vendor Purchasing Director List/Agency List		1		0		-1		-100%

		Vendor Quick Quote		76		119		43		57%

		Vendor Replied to a PO Notification (Ariba)		1		2		1		100%

		Vendor State Entered Vendor		0		1		1		0%

		Vendor Statewide Contracts		3		3		0		0%

		Vendor SWaM/DMBE (includes Micro Business)		51		36		-15		-29%

		Vendor Training		0		1		1		0%

		Vendor VBO		54		40		-14		-26%

		Vendor W-9 from the Commonwealth		4		8		4		100%

		Vendor W-9 or COVA Substitute W-9 Form		46		108		62		135%

		VENDOR TOTALS		1846		2119		273		15%

		General/System

		General		11		22		11		100%

		Other Requests from other States Re:System				0		0		0%

		System Advantage/VSS Issues		0		1		1		0%

		System Browser Issues		34		24		-10		-29%

		System eCC Forms Issues				0		0		0%

		System eMall issues		2		1		-1		-50%

		System eVA Down		1		0		-1		-100%

		System eVA Homepage Down or Link Issues		3		0		-3		-100%

		System eVA System Notification Issues		0		0		0		0%

		System eVA System Wide Slowness		0		0		0		0%

		System Logi Issues		0		3		3		0%

		System Punchout Catalog Issues		21		21		0		0%

		System QQ Issues		0		1		1		0%

		GENERAL/SYSTEM TOTALS		72		73		1		1%



Ghania Matias:
Buyers with questions or issues using B2B Connect through VBO Buyer

Ghania Matias:
Buyers with questions or issues using ACP, Collaboration, Ceating or modifying timesheets, Approving or Denying a timesheet

Ghania Matias:
Buyers with questions on how to become a Buyer or get started with using eVA as a Buyer

Ghania Matias:
Buyer with questions or issues regarding a contract or need assistance locating a state contract

Ghania Matias:
Buyers need assistance with accessing the eVA Dashboard or has questions regarding the information on the eVA Dashboard

Ghania Matias:
Buyers or other users with questions or needing access or assistance with the Procurement Survey eForm

Ghania Matias:
Buyers with questions or issues related to eForms or accessing an eForm

Ghania Matias:
Buyers with issues related to an integration order or requisition

Ghania Matias:
Buyers inquiring about an order which is stuck in Ordering status and is requesting to have it forced to ordered

Ghania Matias:
Buyers with questions or issues or needing access to the Future Procurement and Government to Government site

Ghania Matias:
Buyers with questions or issues with a Logi report in Report and Resource Center

Ghania Matias:
Buyers needing assistance getting logged into eVA, including password resets, and confirming username.

Ghania Matias:
Buyers with questions or issues related to VBO or Solicitation, QQ notifications,  eVA emall notification messages, or notifications received from a supplier

Ghania Matias:
General buyer questions for example requesting a listing of NIGP codes, updating information for Customer Care records like email, phone contact information. All other issues that would like fall under an existing Buyer Issue Type.

Ghania Matias:
Buyers with questions or issues that have to be referred to their Account Executive for a resolution. For example: what role and applications on their account, need access to a particular area in eVA, Increase number of records returned for reports, etc.

Ghania Matias:
Buyers with questions or issues related to their PCard, user profile, assistance with updating preferences.

Ghania Matias:
Buyers with questions or issues related to Quick Quotes

Ghania Matias:
Buyers with questions or issues related to Receiving in eMall

Ghania Matias:
Buyers with questions or issues related to creating, changing or modifying a requisition in eMall

Ghania Matias:
Buyers who inquire about receiving training in eVA or wanting to registering for an eVA Training class

Ghania Matias:
Buyers with questions or issues related to the Training Environment

Ghania Matias:
Buyers with questions or issues related to VBO Buyer or Advanced VBO or Contract Management

Ghania Matias:
Buyers with questions regarding the status of a vendor or needing assistance with updating a SEV vendor.

Ghania Matias:
Vendor needs assistance or has questions regarding a B2B posting, how to enter a posting

Ghania Matias:
Vendor needs assistance with updating their acocunt, Name and TIN change, address, vendor's email, adding Commodty Codes

Ghania Matias:
Vendors inquiring on the status of their account, Vendor's account status in Cardinal, Vendors checking on the status of their reinstatment request

Ghania Matias:
Vendors inquiring about Ariba and electronic payments, Ariba Relationship web form, Purchase Order going through Ariba

Ghania Matias:
Vendors requesting to cancel their eVA Account

Ghania Matias:
Vendors inquiring about setting up a Catalog or needs assistance with their catalog

Ghania Matias:
Vendors who would like to file a complaint regarding an agency, buyer or other vendor.

Ghania Matias:
Vendor requesting to setup EFT, wanting to setup direct deposit, modify and existing banking information fo direct deposit, problems EDI orders

Ghania Matias:
Vendor needs assistance with updating their DUNs number, or Vendor is inquiring about getting a DUNs number

Ghania Matias:
Vendors requesting the use of the eVA Logo and Name

Ghania Matias:
Vendor would like to stop receiving Bid notifications, remove email or unsubscribe from receiving emails, or the vendor didn't receive a notification and should have according to their account setup.

Ghania Matias:
Vendors inquiring about or need assistance with their eVA Registration, Registration type switch (State Entered vs Self registered)

Ghania Matias:
Vendors inquiring about policy for a particular agency or state requirements, questions regard requirements for posting bids, etc.

Ghania Matias:
Vendors trying to send an invoice to the buyer

Ghania Matias:
Vendors with questions regarding public transparency reports

Ghania Matias:
Vendor needs assistance with logging into eVA, resetting their passwords, obtaining their username

Ghania Matias:
Vendors inquiring about a purchase order they received or waiting to receive

Ghania Matias:
Vendors inquiring about locating an Agency's number or a list of Agencies in the Commonwealth

Ghania Matias:
Vendors needing assistance responding to a QQ or locating a QQ

Ghania Matias:
Vendors who replied to a solicitation or Purchase Order notification

Ghania Matias:
Vendors inquiring about making changes to an SEV account.

Ghania Matias:
Vendors inquiring about a state contract or wanting to setup a contract with the state

Ghania Matias:
Vendors inquiring about their SWaM status or or certifcation in eVA, Micro business certification not showing in eVA, registering for SWaM certification

Ghania Matias:
Vendors needing assistance with navigating in eVA, inquiring about training

Ghania Matias:
Vendors need assistance searching for a virginia business opportunity, vendor has questions about a specific solicitation

Ghania Matias:
Vendors requesting a W-9 from the Commonwealth

Ghania Matias:
Vendor submitted updated W9 for the account, confirm receipt of a W9 for vendor, responded to a request from Vendor Support to complete their eVA registration or reinstatement

Ghania Matias:
Miscellaneous questions or issues that do not fall under the other issue types, for example: how do I apply for a SCC number, how do I get a business license, What is eVA?, etc.

Ghania Matias:
Requests from other states procurement office for information regarding eVA, VA Service Contracts, questions about Virginia's procurement processes

Ghania Matias:
System wide issues with VSS and Advantage

Ghania Matias:
Issues reported related to browser settings, providing assistance running the eVA Optimizer, trouble navigating through eVA or completing a task or transaction

Ghania Matias:
Buyer or Vendor having trouble completing or submitting one of the Customer Care forms

Ghania Matias:
Buyers having trouble completing an order or transaction  receives an error as a result of an Ariba eMall defect

Ghania Matias:
Users cannot access the homepage or a link on the page is not working

Ghania Matias:
Vendor receives a fax stating eVA was unable to reach them by the email on their account

Ghania Matias:
Users reporting slowness in eVA system wide.

Ghania Matias:
Buyer or Vendor receives debugger trace report error in Logi trying to run reports.

Ghania Matias:
Buyers having trouble accessing a Punchout catalog or is receiving an error trying to process a punch-out catalog order.

Ghania Matias:
Buyer receives errors submitting a QQ, or missing information not display in QQ screen for example SWaM information
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General - System Issues



		Monthly Activity July

				Previous Month		Current Month

		Description		June		July		Variance		% Change

		# New issues		2864		2482		-382		-13%

		# live calls		1854		1631		-223		-12%

		# emails		1010		851		-159		-16%

		# Closed/resolved		2852		2403		-449		-16%

		# Remaining open issues		27		28		1		4%

		Live Call Answer Rate		94		97		3		4%

		Customer Satisfaction Rate		97		98%		-96		-99%

		Issue Breakdown by type

				Previous Month		Current Month

		Description		June		July

		Buyer

		Buyer - B2B Connect - VBO Buyer		0		1		1		0%

		Buyer ACP-Ariba Category Procurement		1		2		1		100%

		Buyer Becoming a buyer		10		7		-3		-30%

		Buyer Contracts		7		5		-2		-29%

		Buyer Dashboard		0		0		0		0%

		Buyer eForm for the Procurement Survey		1		6		5		500%

		Buyer eForms		2		2		0		0%

		Buyer ERP		1		0		-1		-100%

		Buyer Forced Order		6		3		-3		-50%

		Buyer Future Business Opportunities		1		2		1		100%

		Buyer Logi (Report and Resource Center)		12		8		-4		-33%

		Buyer Login		124		129		5		4%

		Buyer Notifications		0		1		1		0%

		Buyer Other		7		4		-3		-43%

		Buyer Policy-AE		21		15		-6		-29%

		Buyer Preferences (PCard updates, user info, etc.)		10		7		-3		-30%

		Buyer Quick Quote		13		13		0		0%

		Buyer Receiving		11		7		-4		-36%

		Buyer Requisition		112		104		-8		-7%

		Buyer Training		2		2		0		0%

		Buyer Training Environment		2		1		-1		-50%

		Buyer VBO/Adv VBO/Contract Mgmt		15		24		9		60%

		Buyer Vendor Inquiry		182		154		-28		-15%

		BUYER TOTALS		540		497		-43		-8%

		Vendor

		Vendor - B2B Connect		0		1		1		0%

		Vendor Account Maintenance		467		371		-96		-21%

		Vendor Account Status		233		172		-61		-26%

		Vendor Ariba		19		19		0		0%

		Vendor Cancellation		36		32		-4		-11%

		Vendor Catalog		6		1		-5		-83%

		Vendor Debarred/Prohibited List		0		1		1		0%

		Vendor DGS/DPS Procurement Vendor Complaint		1		0		-1		-100%

		Vendor DOA/EFT		7		4		-3		-43%

		Vendor DUNS # DNB		3		2		-1		-33%

		Vendor eVA Logo				0		0		0%

		Vendor eVA Notifications		32		31		-1		-3%

		Vendor eVA Registration		149		151		2		1%

		Vendor Freedom of Information Act Request (FOIA)		0		1		1		0%

		Vendor General Procurement Policy		3		2		-1		-33%

		Vendor How to Sell to the Commonwealth		0		5		5		0%

		Vendor Invoice to buyer		9		11		2		22%

		Vendor Logi Reports		9		12		3		33%

		Vendor Login Password eVA		894		757		-137		-15%

		Vendor Mobile App		0		0		0		0%

		Vendor Purchase Order		52		37		-15		-29%

		Vendor Purchasing Director List/Agency List		0		1		1		0%

		Vendor Quick Quote		96		76		-20		-21%

		Vendor Replied to a PO Notification (Ariba)		2		1		-1		-50%

		Vendor State Entered Vendor		0		0		0		0%

		Vendor Statewide Contracts		5		3		-2		-40%

		Vendor SWaM/DMBE (includes Micro Business)		55		51		-4		-7%

		Vendor Training		1		0		-1		-100%

		Vendor VBO		34		54		20		59%

		Vendor W-9 from the Commonwealth		7		4		-3		-43%

		Vendor W-9 or COVA Substitute W-9 Form		91		46		-45		-49%

		VENDOR TOTALS		2211		1846		-365		-17%

		General/System

		General		30		11		-19		-63%

		Other Requests from other States Re:System		0				0		0%

		System Advantage/VSS Issues		0		0		0		0%

		System Browser Issues		40		34		-6		-15%

		System eCC Forms Issues		0				0		0%

		System eMall issues		3		2		-1		-33%

		System eVA Down		0		1		1		0%

		System eVA Homepage Down or Link Issues		1		3		2		200%

		System eVA System Notification Issues		0		0		0		0%

		System eVA System Wide Slowness		0		0		0		0%

		System Logi Issues		1		0		-1		-100%

		System Punchout Catalog Issues		18		21		3		17%

		System QQ Issues		0		0		0		0%

		GENERAL/SYSTEM TOTALS		93		72		-21		-23%



Ghania Matias:
Buyer receives errors submitting a QQ, or missing information not display in QQ screen for example SWaM information

Ghania Matias:
Buyers having trouble accessing a Punchout catalog or is receiving an error trying to process a punch-out catalog order.

Ghania Matias:
Buyer or Vendor receives debugger trace report error in Logi trying to run reports.

Ghania Matias:
Users reporting slowness in eVA system wide.

Ghania Matias:
Vendor receives a fax stating eVA was unable to reach them by the email on their account

Ghania Matias:
Users cannot access the homepage or a link on the page is not working

Ghania Matias:
Buyers having trouble completing an order or transaction  receives an error as a result of an Ariba eMall defect

Ghania Matias:
Buyer or Vendor having trouble completing or submitting one of the Customer Care forms

Ghania Matias:
Issues reported related to browser settings, providing assistance running the eVA Optimizer, trouble navigating through eVA or completing a task or transaction

Ghania Matias:
System wide issues with VSS and Advantage

Ghania Matias:
Requests from other states procurement office for information regarding eVA, VA Service Contracts, questions about Virginia's procurement processes

Ghania Matias:
Miscellaneous questions or issues that do not fall under the other issue types, for example: how do I apply for a SCC number, how do I get a business license, What is eVA?, etc.

Ghania Matias:
Vendor submitted updated W9 for the account, confirm receipt of a W9 for vendor, responded to a request from Vendor Support to complete their eVA registration or reinstatement

Ghania Matias:
Vendors requesting a W-9 from the Commonwealth

Ghania Matias:
Vendors need assistance searching for a virginia business opportunity, vendor has questions about a specific solicitation

Ghania Matias:
Vendors needing assistance with navigating in eVA, inquiring about training

Ghania Matias:
Vendors inquiring about their SWaM status or or certifcation in eVA, Micro business certification not showing in eVA, registering for SWaM certification

Ghania Matias:
Vendors inquiring about a state contract or wanting to setup a contract with the state

Ghania Matias:
Vendors inquiring about making changes to an SEV account.

Ghania Matias:
Vendors who replied to a solicitation or Purchase Order notification

Ghania Matias:
Vendors needing assistance responding to a QQ or locating a QQ

Ghania Matias:
Vendors inquiring about locating an Agency's number or a list of Agencies in the Commonwealth

Ghania Matias:
Vendors inquiring about a purchase order they received or waiting to receive

Ghania Matias:
Vendor needs assistance with logging into eVA, resetting their passwords, obtaining their username

Ghania Matias:
Vendors with questions regarding public transparency reports

Ghania Matias:
Vendors trying to send an invoice to the buyer

Ghania Matias:
Vendors inquiring about policy for a particular agency or state requirements, questions regard requirements for posting bids, etc.

Ghania Matias:
Vendors inquiring about or need assistance with their eVA Registration, Registration type switch (State Entered vs Self registered)

Ghania Matias:
Vendor would like to stop receiving Bid notifications, remove email or unsubscribe from receiving emails, or the vendor didn't receive a notification and should have according to their account setup.

Ghania Matias:
Vendors requesting the use of the eVA Logo and Name

Ghania Matias:
Vendor needs assistance with updating their DUNs number, or Vendor is inquiring about getting a DUNs number

Ghania Matias:
Vendor requesting to setup EFT, wanting to setup direct deposit, modify and existing banking information fo direct deposit, problems EDI orders

Ghania Matias:
Vendors who would like to file a complaint regarding an agency, buyer or other vendor.

Ghania Matias:
Vendors inquiring about setting up a Catalog or needs assistance with their catalog

Ghania Matias:
Vendors requesting to cancel their eVA Account

Ghania Matias:
Vendors inquiring about Ariba and electronic payments, Ariba Relationship web form, Purchase Order going through Ariba

Ghania Matias:
Vendors inquiring on the status of their account, Vendor's account status in Cardinal, Vendors checking on the status of their reinstatment request

Ghania Matias:
Vendor needs assistance with updating their acocunt, Name and TIN change, address, vendor's email, adding Commodty Codes

Ghania Matias:
Vendor needs assistance or has questions regarding a B2B posting, how to enter a posting

Ghania Matias:
Buyers with questions regarding the status of a vendor or needing assistance with updating a SEV vendor.

Ghania Matias:
Buyers with questions or issues related to VBO Buyer or Advanced VBO or Contract Management

Ghania Matias:
Buyers with questions or issues related to the Training Environment

Ghania Matias:
Buyers who inquire about receiving training in eVA or wanting to registering for an eVA Training class

Ghania Matias:
Buyers with questions or issues related to creating, changing or modifying a requisition in eMall

Ghania Matias:
Buyers with questions or issues related to Receiving in eMall

Ghania Matias:
Buyers with questions or issues related to Quick Quotes

Ghania Matias:
Buyers with questions or issues related to their PCard, user profile, assistance with updating preferences.

Ghania Matias:
Buyers with questions or issues that have to be referred to their Account Executive for a resolution. For example: what role and applications on their account, need access to a particular area in eVA, Increase number of records returned for reports, etc.

Ghania Matias:
General buyer questions for example requesting a listing of NIGP codes, updating information for Customer Care records like email, phone contact information. All other issues that would like fall under an existing Buyer Issue Type.

Ghania Matias:
Buyers with questions or issues related to VBO or Solicitation, QQ notifications,  eVA emall notification messages, or notifications received from a supplier

Ghania Matias:
Buyers needing assistance getting logged into eVA, including password resets, and confirming username.

Ghania Matias:
Buyers with questions or issues with a Logi report in Report and Resource Center

Ghania Matias:
Buyers with questions or issues or needing access to the Future Procurement and Government to Government site

Ghania Matias:
Buyers inquiring about an order which is stuck in Ordering status and is requesting to have it forced to ordered

Ghania Matias:
Buyers with issues related to an integration order or requisition

Ghania Matias:
Buyers with questions or issues related to eForms or accessing an eForm

Ghania Matias:
Buyers or other users with questions or needing access or assistance with the Procurement Survey eForm

Ghania Matias:
Buyers need assistance with accessing the eVA Dashboard or has questions regarding the information on the eVA Dashboard

Ghania Matias:
Buyer with questions or issues regarding a contract or need assistance locating a state contract

Ghania Matias:
Buyers with questions on how to become a Buyer or get started with using eVA as a Buyer

Ghania Matias:
Buyers with questions or issues using ACP, Collaboration, Ceating or modifying timesheets, Approving or Denying a timesheet

Ghania Matias:
Buyers with questions or issues using B2B Connect through VBO Buyer
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General - System Issues



		Monthly Summary

		Description		March		April		May		June		July		August		September

		# New issues		3106		2800		2799		2864		2482		2803		2314

		# live calls		2349		1859		2057		1854		1631		1773		1507

		# emails		757		941		841		1010		851		1030		807

		# Closed/resolved		3356		2812		2813		2852		2403		2746		2384

		# Remaining open issues		0		29		33		27		28		29		21

		Live Call Answer Rate		93		97		95		94		97		98		95

		Customer Satisfaction Rate		97		97		98		97		98		97		97

		Issue Breakdown by type

		Description		March		April		May		June		July		August		September

		Buyer

		Buyer - B2B Connect - VBO Buyer		1		0		2		0		1		0		0

		Buyer ACP-Ariba Category Procurement		1		0		2		1		2		0		0

		Buyer Becoming a buyer		8		4		9		10		7		10		3

		Buyer Contracts		10		7		8		7		5		3		2

		Buyer Dashboard		0		0		1		0		0		0		0

		Buyer eForm for the Procurement Survey		0		8		0		1		6		0		2

		Buyer eForms		1		2		0		2		2		1		2

		Buyer ERP		0		1		1		1		0		0		4

		Buyer Forced Order		16		13		12		6		3		4		7

		Buyer Future Business Opportunities		1				0		1		2		3		4

		Buyer Logi (Report and Resource Center)		15		6		17		12		8		13		16

		Buyer Login		232		185		118		124		129		175		140

		Buyer Notifications		1		0		1		0		1		0		2

		Buyer Other		4		5		7		7		4		10		7

		Buyer Policy-AE		16		16		10		21		15		17		9

		Buyer Preferences (PCard updates, user info, etc.)		29		13		13		10		7		19		17

		Buyer Quick Quote		17		20		9		13		13		19		16

		Buyer Receiving		25		12		10		11		7		9		12

		Buyer Requisition		124		122		120		112		104		102		107

		Buyer Training		6		5		6		2		2		4		2

		Buyer Training Environment		1		1		1		2		1		0		1

		Buyer VBO/Adv VBO/Contract Mgmt		20		13		21		15		24		13		23

		Buyer Vendor Inquiry		290		192		201		182		154		159		138

		BUYER TOTALS		818		625		569		540		497		561		514

		Vendor

		Vendor - B2B Connect		2		0		2		0		1		2		1

		Vendor Account Maintenance		529		415		397		467		371		417		345

		Vendor Account Status		223		205		169		233		172		171		139

		Vendor Ariba		37		51		43		19		19		39		31

		Vendor Cancellation		32		25		42		36		32		42		35

		Vendor Catalog		2		7		1		6		1		6		3

		Vendor Debarred/Prohibited List		1		0		0		0		1		0		0

		Vendor DGS/DPS Procurement Vendor Complaint		8		1		1		1		0		0		0

		Vendor DOA/EFT		4		5		4		7		4		7		6

		Vendor DUNS # DNB		0		3		3		3		2		6		6

		Vendor eVA Logo		53		1		0				0		49		0

		Vendor eVA Notifications		158		69		34		32		31		0		61

		Vendor eVA Registration		3		143		155		149		151		117		107

		Vendor Freedom of Information Act Request (FOIA)		10		0		0		0		1		0		0

		Vendor General Procurement Policy		13		7		7		3		2		2		2

		Vendor How to Sell to the Commonwealth		1013		0		0		0		5		7		3

		Vendor Invoice to buyer		0		3		9		9		11		10		13

		Vendor Logi Reports		48		6		8		9		12		9		10

		Vendor Login Password eVA		0		820		884		894		757		866		751

		Vendor Mobile App		117		2		2		0		0		0		1

		Vendor Purchase Order		1		47		49		52		37		51		42

		Vendor Purchasing Director List/Agency List		3		0		2		0		1		0		0

		Vendor Quick Quote		10		104		134		96		76		119		81

		Vendor Replied to a PO Notification (Ariba)		65		3		0		2		1		2		0

		Vendor State Entered Vendor		4		1		1		0		0		1		0

		Vendor Statewide Contracts		42		3		6		5		3		3		4

		Vendor SWaM/DMBE (includes Micro Business)		3		60		80		55		51		36		34

		Vendor Training		102		3		0		1		0		1		0

		Vendor VBO		2483		42		49		34		54		40		39

		Vendor W-9 from the Commonwealth				5		4		7		4		8		5

		Vendor W-9 or COVA Substitute W-9 Form		15		67		77		91		46		108		86

		VENDOR TOTALS		2		2098		2163		2211		1846		2119		1805

		General/System		0

		General		48		12		18		30		11		22		30

		Other Requests from other States Re:System		0		0		0		0				0		0

		System Advantage/VSS Issues		2		0		0		0		0		1		0

		System Browser Issues		0		43		45		40		34		24		15

		System eCC Forms Issues		4		0		0		0				0		0

		System eMall issues		0		0		2		3		2		1		0

		System eVA Down		0		1		1		0		1		0		0

		System eVA Homepage Down or Link Issues		2		2		0		1		3		0		1

		System eVA System Notification Issues		38		0		0		0		0		0		0

		System eVA System Wide Slowness		0		1		0		0		0		0		0

		System Logi Issues		111		0		0		1		0		3		0

		System Punchout Catalog Issues				20		20		18		21		21		10

		System QQ Issues				0		0		0		0		1		0

		GENERAL/SYSTEM TOTALS				79		86		93		72		73		56



Ghania Matias:
Buyers with questions or issues using B2B Connect through VBO Buyer

Ghania Matias:
Buyers with questions or issues using ACP, Collaboration, Ceating or modifying timesheets, Approving or Denying a timesheet

Ghania Matias:
Buyers with questions on how to become a Buyer or get started with using eVA as a Buyer

Ghania Matias:
Buyer with questions or issues regarding a contract or need assistance locating a state contract

Ghania Matias:
Buyers need assistance with accessing the eVA Dashboard or has questions regarding the information on the eVA Dashboard

Ghania Matias:
Buyers or other users with questions or needing access or assistance with the Procurement Survey eForm

Ghania Matias:
Buyers with questions or issues related to eForms or accessing an eForm

Ghania Matias:
Buyers with issues related to an integration order or requisition

Ghania Matias:
Buyers inquiring about an order which is stuck in Ordering status and is requesting to have it forced to ordered

Ghania Matias:
Buyers with questions or issues or needing access to the Future Procurement and Government to Government site

Ghania Matias:
Buyers with questions or issues with a Logi report in Report and Resource Center

Ghania Matias:
Buyers needing assistance getting logged into eVA, including password resets, and confirming username.

Ghania Matias:
Buyers with questions or issues related to VBO or Solicitation, QQ notifications,  eVA emall notification messages, or notifications received from a supplier

Ghania Matias:
General buyer questions for example requesting a listing of NIGP codes, updating information for Customer Care records like email, phone contact information. All other issues that would like fall under an existing Buyer Issue Type.

Ghania Matias:
Buyers with questions or issues that have to be referred to their Account Executive for a resolution. For example: what role and applications on their account, need access to a particular area in eVA, Increase number of records returned for reports, etc.

Ghania Matias:
Buyers with questions or issues related to their PCard, user profile, assistance with updating preferences.

Ghania Matias:
Buyers with questions or issues related to Quick Quotes

Ghania Matias:
Buyers with questions or issues related to Receiving in eMall

Ghania Matias:
Buyers with questions or issues related to creating, changing or modifying a requisition in eMall

Ghania Matias:
Buyers who inquire about receiving training in eVA or wanting to registering for an eVA Training class

Ghania Matias:
Buyers with questions or issues related to the Training Environment

Ghania Matias:
Buyers with questions or issues related to VBO Buyer or Advanced VBO or Contract Management

Ghania Matias:
Buyers with questions regarding the status of a vendor or needing assistance with updating a SEV vendor.

Ghania Matias:
Vendor needs assistance or has questions regarding a B2B posting, how to enter a posting

Ghania Matias:
Vendor needs assistance with updating their acocunt, Name and TIN change, address, vendor's email, adding Commodty Codes

Ghania Matias:
Vendors inquiring on the status of their account, Vendor's account status in Cardinal, Vendors checking on the status of their reinstatment request

Ghania Matias:
Vendors inquiring about Ariba and electronic payments, Ariba Relationship web form, Purchase Order going through Ariba

Ghania Matias:
Vendors requesting to cancel their eVA Account

Ghania Matias:
Vendors inquiring about setting up a Catalog or needs assistance with their catalog

Ghania Matias:
Vendors who would like to file a complaint regarding an agency, buyer or other vendor.

Ghania Matias:
Vendor requesting to setup EFT, wanting to setup direct deposit, modify and existing banking information fo direct deposit, problems EDI orders

Ghania Matias:
Vendor needs assistance with updating their DUNs number, or Vendor is inquiring about getting a DUNs number

Ghania Matias:
Vendors requesting the use of the eVA Logo and Name

Ghania Matias:
Vendor would like to stop receiving Bid notifications, remove email or unsubscribe from receiving emails, or the vendor didn't receive a notification and should have according to their account setup.

Ghania Matias:
Vendors inquiring about or need assistance with their eVA Registration, Registration type switch (State Entered vs Self registered)

Ghania Matias:
Vendors inquiring about policy for a particular agency or state requirements, questions regard requirements for posting bids, etc.

Ghania Matias:
Vendors trying to send an invoice to the buyer

Ghania Matias:
Vendors with questions regarding public transparency reports

Ghania Matias:
Vendor needs assistance with logging into eVA, resetting their passwords, obtaining their username

Ghania Matias:
Vendors inquiring about a purchase order they received or waiting to receive

Ghania Matias:
Vendors inquiring about locating an Agency's number or a list of Agencies in the Commonwealth

Ghania Matias:
Vendors needing assistance responding to a QQ or locating a QQ

Ghania Matias:
Vendors who replied to a solicitation or Purchase Order notification

Ghania Matias:
Vendors inquiring about making changes to an SEV account.

Ghania Matias:
Vendors inquiring about a state contract or wanting to setup a contract with the state

Ghania Matias:
Vendors inquiring about their SWaM status or or certifcation in eVA, Micro business certification not showing in eVA, registering for SWaM certification

Ghania Matias:
Vendors needing assistance with navigating in eVA, inquiring about training

Ghania Matias:
Vendors need assistance searching for a virginia business opportunity, vendor has questions about a specific solicitation

Ghania Matias:
Vendors requesting a W-9 from the Commonwealth

Ghania Matias:
Vendor submitted updated W9 for the account, confirm receipt of a W9 for vendor, responded to a request from Vendor Support to complete their eVA registration or reinstatement

Ghania Matias:
Miscellaneous questions or issues that do not fall under the other issue types, for example: how do I apply for a SCC number, how do I get a business license, What is eVA?, etc.

Ghania Matias:
Requests from other states procurement office for information regarding eVA, VA Service Contracts, questions about Virginia's procurement processes

Ghania Matias:
System wide issues with VSS and Advantage

Ghania Matias:
Issues reported related to browser settings, providing assistance running the eVA Optimizer, trouble navigating through eVA or completing a task or transaction

Ghania Matias:
Buyer or Vendor having trouble completing or submitting one of the Customer Care forms

Ghania Matias:
Buyers having trouble completing an order or transaction  receives an error as a result of an Ariba eMall defect

Ghania Matias:
Users cannot access the homepage or a link on the page is not working

Ghania Matias:
Vendor receives a fax stating eVA was unable to reach them by the email on their account

Ghania Matias:
Users reporting slowness in eVA system wide.

Ghania Matias:
Buyer or Vendor receives debugger trace report error in Logi trying to run reports.

Ghania Matias:
Buyers having trouble accessing a Punchout catalog or is receiving an error trying to process a punch-out catalog order.

Ghania Matias:
Buyer receives errors submitting a QQ, or missing information not display in QQ screen for example SWaM information



		



# New issues

New issues (live calls and emails) trends



		



# live calls

# emails

New Issues Live Calls vs Emails



		



Customer Satisfaction Rate



		



# New issues

# Closed/resolved

Issues opened and closed



		



Live Call Answer Rate



		



April

May

June

July

August

September

New Buyer Issues Trends



		



April

May

June

July

August

September

New Vendor Issues Trends



		



May

April

June

July

August

September

New General/System Issues Trends



		





		Buyer - B2B Connect - VBO Buyer

		Buyer ACP-Ariba Category Procurement

		Buyer Becoming a buyer

		Buyer Contracts

		Buyer Dashboard

		Buyer eForm for the Procurement Survey

		Buyer eForms

		Buyer ERP

		Buyer Forced Order

		Buyer Future Business Opportunities

		Buyer Logi (Report and Resource Center)

		Buyer Login

		Buyer Notifications

		Buyer Other

		Buyer Policy-AE

		Buyer Preferences (PCard updates, user info, etc.)

		Buyer Quick Quote

		Buyer Receiving

		Buyer Requisition

		Buyer Training

		Buyer Training Environment

		Buyer VBO/Adv VBO/Contract Mgmt

		Buyer Vendor Inquiry



July Issues

1

2

7

5

0

6

2

0

3

2

8

129

1

4

15

7

13

7

104

2

1

24

154



		Buyer - B2B Connect - VBO Buyer

		Buyer ACP-Ariba Category Procurement

		Buyer Becoming a buyer

		Buyer Contracts

		Buyer Dashboard

		Buyer eForm for the Procurement Survey

		Buyer eForms

		Buyer ERP

		Buyer Forced Order

		Buyer Future Business Opportunities

		Buyer Logi (Report and Resource Center)

		Buyer Login

		Buyer Notifications

		Buyer Other

		Buyer Policy-AE

		Buyer Preferences (PCard updates, user info, etc.)

		Buyer Quick Quote

		Buyer Receiving

		Buyer Requisition

		Buyer Training

		Buyer Training Environment

		Buyer VBO/Adv VBO/Contract Mgmt

		Buyer Vendor Inquiry



August Issues

0

0

10

3

0

0

1

0

4

3

13

175

0

10

17

19

19

9

102

4

0

13

159



		Buyer - B2B Connect - VBO Buyer

		Buyer ACP-Ariba Category Procurement

		Buyer Becoming a buyer

		Buyer Contracts

		Buyer Dashboard

		Buyer eForm for the Procurement Survey

		Buyer eForms

		Buyer ERP

		Buyer Forced Order

		Buyer Future Business Opportunities

		Buyer Logi (Report and Resource Center)

		Buyer Login

		Buyer Notifications

		Buyer Other

		Buyer Policy-AE

		Buyer Preferences (PCard updates, user info, etc.)

		Buyer Quick Quote

		Buyer Receiving

		Buyer Requisition

		Buyer Training

		Buyer Training Environment

		Buyer VBO/Adv VBO/Contract Mgmt

		Buyer Vendor Inquiry



September Issues

0

0

3

2

0

2

2

4

7

4

16

140

2

7

9

17

16

12

107

2

1

23

138



		





		Vendor - B2B Connect

		Vendor Account Maintenance

		Vendor Account Status

		Vendor Ariba

		Vendor Cancellation

		Vendor Catalog

		Vendor Debarred/Prohibited List

		Vendor DGS/DPS Procurement Vendor Complaint

		Vendor DOA/EFT

		Vendor DUNS # DNB

		Vendor eVA Logo

		Vendor eVA Notifications

		Vendor eVA Registration

		Vendor Freedom of Information Act Request (FOIA)

		Vendor General Procurement Policy

		Vendor How to Sell to the Commonwealth

		Vendor Invoice to buyer

		Vendor Logi Reports

		Vendor Login Password eVA

		Vendor Mobile App

		Vendor Purchase Order

		Vendor Purchasing Director List/Agency List

		Vendor Quick Quote

		Vendor Replied to a PO Notification (Ariba)

		Vendor State Entered Vendor

		Vendor Statewide Contracts

		Vendor SWaM/DMBE (includes Micro Business)

		Vendor Training

		Vendor VBO

		Vendor W-9 from the Commonwealth

		Vendor W-9 or COVA Substitute W-9 Form



July Issues

1

371

172

19

32

1

1

0

4

2

0

31

151

1

2

5

11

12

757

0

37

1

76

1

0

3

51

0

54

4

46



		Vendor - B2B Connect

		Vendor Account Maintenance

		Vendor Account Status

		Vendor Ariba

		Vendor Cancellation

		Vendor Catalog

		Vendor Debarred/Prohibited List

		Vendor DGS/DPS Procurement Vendor Complaint

		Vendor DOA/EFT

		Vendor DUNS # DNB

		Vendor eVA Logo

		Vendor eVA Notifications

		Vendor eVA Registration

		Vendor Freedom of Information Act Request (FOIA)

		Vendor General Procurement Policy

		Vendor How to Sell to the Commonwealth

		Vendor Invoice to buyer

		Vendor Logi Reports

		Vendor Login Password eVA

		Vendor Mobile App

		Vendor Purchase Order

		Vendor Purchasing Director List/Agency List

		Vendor Quick Quote

		Vendor Replied to a PO Notification (Ariba)

		Vendor State Entered Vendor

		Vendor Statewide Contracts

		Vendor SWaM/DMBE (includes Micro Business)

		Vendor Training

		Vendor VBO

		Vendor W-9 from the Commonwealth

		Vendor W-9 or COVA Substitute W-9 Form



August Issues

2

417

171

39

42

6

0

0

7

6

49

0

117

0

2

7

10

9

866

0

51

0

119

2

1

3

36

1

40

8

108



		Vendor - B2B Connect

		Vendor Account Maintenance

		Vendor Account Status

		Vendor Ariba

		Vendor Cancellation

		Vendor Catalog

		Vendor Debarred/Prohibited List

		Vendor DGS/DPS Procurement Vendor Complaint

		Vendor DOA/EFT

		Vendor DUNS # DNB

		Vendor eVA Logo

		Vendor eVA Notifications

		Vendor eVA Registration

		Vendor Freedom of Information Act Request (FOIA)

		Vendor General Procurement Policy

		Vendor How to Sell to the Commonwealth

		Vendor Invoice to buyer

		Vendor Logi Reports

		Vendor Login Password eVA

		Vendor Mobile App

		Vendor Purchase Order

		Vendor Purchasing Director List/Agency List

		Vendor Quick Quote

		Vendor Replied to a PO Notification (Ariba)

		Vendor State Entered Vendor

		Vendor Statewide Contracts

		Vendor SWaM/DMBE (includes Micro Business)

		Vendor Training

		Vendor VBO

		Vendor W-9 from the Commonwealth

		Vendor W-9 or COVA Substitute W-9 Form



September Issues

1

345

139

31

35

3

0

0

6

6

0

61

107

0

2

3

13

10

751

1

42

0

81

0

0

4

34

0

39

5

86



		





		General

		Other Requests from other States Re:System

		System Advantage/VSS Issues

		System Browser Issues

		System eCC Forms Issues

		System eMall issues

		System eVA Down

		System eVA Homepage Down or Link Issues

		System eVA System Notification Issues

		System eVA System Wide Slowness

		System Logi Issues

		System Punchout Catalog Issues

		System QQ Issues



July Issues

11

0

34

2

1

3

0

0

0

21

0



		General

		Other Requests from other States Re:System

		System Advantage/VSS Issues

		System Browser Issues

		System eCC Forms Issues

		System eMall issues

		System eVA Down

		System eVA Homepage Down or Link Issues

		System eVA System Notification Issues

		System eVA System Wide Slowness

		System Logi Issues

		System Punchout Catalog Issues

		System QQ Issues



August Issues

22

0

1

24

0

1

0

0

0

0

3

21

1



		General

		System Browser Issues

		System eMall issues

		System eVA Down

		System eVA Homepage Down or Link Issues

		System eVA System Wide Slowness

		System Logi Issues

		System Punchout Catalog Issues



September Issues

30

15

0

0

1

0

0

10



		Buyer Becoming a buyer		10		10

		Buyer Contracts		3		3

		Buyer eForms		1		1

		Buyer Forced Order		4		4

		Buyer Future Business Opportunities		3		3

		Buyer Logi (Report and Resource Center)		13		12

		Buyer Login		175		174

		Buyer Other		10		10

		Buyer Policy-AE		17		16

		Buyer Preferences (PCard updates, user info, etc.)		19		19

		Buyer Quick Quote		19		19

		Buyer Receiving		9		9

		Buyer Requisition		102		103

		Buyer Training		4		4

		Buyer VBO/Adv VBO/Contract Mgmt		13		13

		Buyer Vendor Inquiry		159		157

		Vendor - B2B Connect		2		2

		Vendor Account Maintenance		417		420

		Vendor Account Status		171		169

		Vendor Ariba		39		39

		Vendor Cancellation		42		43

		Vendor Catalog		6		7

		Vendor DOA/EFT		7		7

		Vendor DUNS # DNB		6		6

		Vendor eVA Notifications		49		48

		Vendor eVA Registration		117		117

		Vendor General Procurement Policy		2		1

		Vendor How to Sell to the Commonwealth		7		7

		Vendor Invoice to buyer		10		9

		Vendor Logi Reports		9		9

		Vendor Login Password eVA		866		863

		Vendor Purchase Order		51		52

		Vendor Quick Quote		119		120

		Vendor Replied to a PO Notification (Ariba)		2		2

		Vendor State Entered Vendor		1		1

		Vendor Statewide Contracts		3		3

		Vendor SWaM/DMBE (includes Micro Business)		36		36

		Vendor Training		1		1

		Vendor VBO		40		40

		Vendor W-9 from the Commonwealth		8		8

		Vendor W-9 or COVA Substitute W-9 Form		108		109

		General		22		20

		System Advantage/VSS Issues		1		1

		System Browser Issues		24		24

		System eCC Forms Issues		0		0

		System eMall issues		1		1

		System eVA Homepage Down or Link Issues		0		1

		System Logi Issues		3		3

		System Mobile App		1		1

		System Punchout Catalog Issues		21		27

		System QQ Issues		1		1

		Buyer Becoming a buyer		3		3

		Buyer Contracts		2		2

		Buyer eForm for the Procurement Survey		2		2

		Buyer eForms		2		2

		Buyer ERP		4		4

		Buyer Forced Order		7		6

		Buyer Future Business Opportunities		4		4

		Buyer Logi (Report and Resource Center)		16		17

		Buyer Login		140		140

		Buyer Notifications		2		2

		Buyer Other		7		7

		Buyer Policy-AE		9		10

		Buyer Preferences (PCard updates, user info, etc.)		17		17

		Buyer Quick Quote		16		16

		Buyer Receiving		12		12

		Buyer Requisition		107		107

		Buyer Training		2		2

		Buyer Training Environment		1		1

		Buyer VBO/Adv VBO/Contract Mgmt		23		24

		Buyer Vendor Inquiry		138		145

		Vendor - B2B Connect		1		1

		Vendor Account Maintenance		345		347

		Vendor Account Status		139		141

		Vendor Ariba		31		31

		Vendor Cancellation		35		32

		Vendor Catalog		3		3

		Vendor DOA/EFT		6		6

		Vendor DUNS # DNB		6		6

		Vendor eVA Notifications		61		63

		Vendor eVA Registration		107		107

		Vendor General Procurement Policy		2		3

		Vendor How to Sell to the Commonwealth		3		3

		Vendor Invoice to buyer		13		13

		Vendor Logi Reports		10		10

		Vendor Login Password eVA		751		756

		Vendor Mobile App		1		1

		Vendor Purchase Order		42		41

		Vendor Quick Quote		81		81

		Vendor Statewide Contracts		4		4

		Vendor SWaM/DMBE (includes Micro Business)		34		34

		Vendor VBO		39		39

		Vendor W-9 from the Commonwealth		5		5

		Vendor W-9 or COVA Substitute W-9 Form		86		83

				1805

		General		30		31

		System Advantage/VSS Issues		0		0

		System Browser Issues		15		17

		System eCC Forms Issues		0		0

		System eMall issues		0		0

		System eVA Homepage Down or Link Issues		1		1

		System Punchout Catalog Issues		10		14







Buyer Issues for October 2016
• Login/Password
• Purchase orders in 

General
• Quick Quote, VBO Buyer, 

and Sourcing & 
Contracting 

• Vendor Account 
Status/Inquiry

• Report and Resource 
Center/Logi Reports

Buyer 
Contracts

3%

Buyer 
Forced 
Order

2%

Buyer Logi 
(Report 

and 
Resource 
Center)

2%

Buyer 
Login
29%

Buyer 
Policy-AE

2%

Buyer 
Quick 
Quote

3% Buyer 
Requisition

18%

Buyer 
VBO/Adv 

VBO/Contr
act Mgmt

3%

Buyer 
Vendor 
Inquiry

27%



Vendor Issues for October 2016

Vendor 
Account 
Maintena

nce
20% Vendor 

Account 
Status

8%

Vendor 
eVA 

Notificati
ons
4%

Vendor 
eVA 

Registrati
on
6%

Vendor 
Login 

Password 
eVA
40%

Vendor 
Purchase 

Order
2%

Vendor 
Quick 
Quote

5%

Vendor 
SWaM/DM

BE 
(includes 

Micro 
Business)

3%

Vendor 
W-9 or 
COVA 

Substitut
e W-9 
Form
5%

1. Login/Password Reset.

2. Unsubscribe or stop receiving notifications? 

3. SWAM certification status or how do I get 

certified?

4. Getting certain business opportunities

5. Need help with registering.

6.Where is the purchase order?

7. Need help responding to a bid or finding 

out who was awarded the bid.
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6
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Examples of Vendor Response Issues

1. The Vendor is trying to respond to a Quick 
Quote with multiple line items and doesn’t 
have a clear understanding of how to quote 
the bid. (Quick Quote )

2. The Vendor is trying to respond to a solicitation 
but is having trouble opening the 
attachment.(Solicitation-attachment)



11/23/201
6
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Questions after the bid closes

“Who was awarded the bid?”
“How do I know if I won the bid?”





Consider these examples when posting 
your next Quick Quote or Solicitation.





Review

• Overview Customer Care

• Trending now Statistics and Feedback

• Common issues received from Buyers and 

Vendors

• Examples of Vendor Response issues

• Vendor has questions that need to 

be answered by the buyer before 

bid closes

• Vendor – cannot open the 

attachment in the solicitation.

• Who was awarded the bid?



Thank you for visiting! 

Hours: 8:00AM – 4:45PM M-F
TOLL FREE: 866-289-7367

OUTSIDE US: 804-371-2525
or

eVACustomerCare@DGS.Virginia.gov

mailto:eVACustomerCare@DGS.Virginia.gov
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