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PART 11: Year 2001 Top 200 User Data Sunmmary

I nt roducti on:

Pur pose: Qur continued success or failure depends on really
knowi ng our custoners, especially our core custoners. Wiy? Core
custoners represent the single best source for our continued
gromh. To put this into perspective, |ook at the core custoners
i mpact on DTIC s FY 2000 business results. Core DIIC users
accounted for 86 percent of all document orders, 86 percent of
total billing and 48 percent of all full-text downl oads.

To successfully achieve this inmportant purpose, it is inperative
that we gain a “custoner-val ued” perspective of how well we are
nmeeting their expectations. In other words, do we provide the

ki nd of products, services and custonmer care that conpels our
core custoners to remain loyal clients rather than seeking other
avai |l abl e sources? The Top 200 User Survey (Part |l of the annua
survey process) was specifically designed not only to coll ect
critical custoner satisfaction data, but also to neet the
fol |l ow ng objectives:

- I nprove custoner retention
- Determne the quality of customer care and support
- Track the effects of change in product and service
qual ity
- Indicate trends in product, service and custoner care
- Determne the quality of products, services and web pages

It is inmportant to note that this report only includes the
results of Part Il, the Top 200 User Survey.

Met hodol ogy: Web-based, email and one-on-one tel ephone
interviews were the collection nmethods selected for this effort.
These nmultiple collection paths were selected not only to offer
our users a variety of survey response options, but also to

i ncrease response rates. Those users not having an email address
and/ or web access were contacted and surveyed via one-on-one

tel ephone interviews. A total of 275* users were randomy
selected to participate in the survey. After an intense email and
call effort, the survey popul ation universe was reduced to a
total of 213 users. 179 or 84 percent of those users responded to
t he survey.

It is further hypothesized that those 62 non-respondents are nore
likely to consider thenselves as DTIC non-users, or to perceive

t hensel ves as not having a sufficient enough stake in DTIC to
take the tine to respond. Wien anal yzing survey results, it is
prudent to wei ght responder and non-responder characteristics to




determne if the sanple responding is truly representative of the
target popul ati on as a whol e.

Conpar ati ve Benchmarki ng: Results obtained fromthe 2001 Custoner
Sati sfaction and Top 200 surveys have been neasured agai nst

i ndi vi dual and conposite results of 31 federal governnent
agenci es which participated in the annual Anerican Custoner
Service Index (ACSI) process. In addition, 8 comon

custoner/ product/service quality factors were neasured agai nst
the best results of 5 conparabl e federal agencies as determ ned
by the Anerican Customer Service Index (ACSI) study. The 2000/ 01
study comm ssioned by GSA and the President’s Managenent Counci
(PMC, established both the benchmark and the baseline for the
federal government at 68.6. The results of this study are
presented in Part I11 of this report.

(See Appendi x D)

Overal | Findings
Denogr aphi cs:
The majority of users responding cane fromthree distinct user
groups: Librarian/ Technical Information Specialist, Research

Anal yst and Engi neers.

The majority of Top users describe their organi zation as
ei ther DOD or | ndustry/ Corporate.

A third of all respondents reported being registered with DTIC
for less than one year.

Access/ Communi cati ons:

A quarter of Top Users are annoyed at the |l ack of access to
DTI C and specific organi zational staff.

A majority of Top users responding prefer contacting DTIC by
phone.

A significant majority of Top users report speaking to a “live
person” as very inportant.

The majority of Top users order DTIC docunents onli ne.

The significant majority of Top users have accessed the DTIC
Honepage within the past 90 days.



Cust oner Service |ssues:

The majority of Top users reported docunent delivery tinmes net
t heir expectations but order status (tinmely tracking) was
| acki ng.

A significant nunmber of Top users are annoyed with the | ack of
responsiveness to their inquiries and the speed of service
af f or ded.

The majority of Top users rated our honepage as average with
low ratings for navigating, content and organi zati on.

Top users want quick response to their voice, email and fax
i nquiries.

Mar ket i ng Comruni cati ons:

Users find the majority of their information needs are net by
searching DTIC s collections. However, they do express concern
for currency, ease of use and availability of docunents for
downl oadi ng.

The majority of Top users agreed that DTIC did a good job of

i nform ng users about Registration issues. However, coll ateral
i ssues not directly controlled by DTIC Registration, |ike the
DD Form 55 process and | ack of response by COTR/ Sponsor
personnel in the 1540 signature process, were nentioned as
user difficulties.

Top users are satisfied that DTIC does a good job conmunicating
(transmtting/mailing) information about new changes in and/or
enhanced product and service offerings, training opportunities,
and subm tting docunents, but order status still rates | ow

The vast nmajority of users reported that DTIC is very
i mportant to the acconplishment of their business objective.

Users find our products and services are of high quality.



The vast majority of users would recomrend DTIC to a
col | eague.

A significant majority of Top users report that DTIC has a
hi gh inmpact to very inpact in supporting their overal
m ssi on.

| ssues for Further Study

After carefully exam ning the quantitative and qualitative data,
three key issues were identified as requiring further study.

Custoner Services | ssues:

Timely Access: Top Users continue to experience difficulties
i n accessi ng desi gnated DTIC personnel (4-year downward
trend).

Tinmely Response: Top Users' questions, inquiries and problens
are not addressed, in a tinely manner (4-year downward trend).

Docunment Ordering Processes: Top Users are dissatisfied with
exi sting order confirmation and tracking processes.

Communi cati on Process: Users prefer to speak to a “Live

Person” versus the voice mail process. (4-year downward
trend).

I nt er personal Comuni cation/ Custoner Care Skills: Margina

| evel of Custoner Service — unfriendly and/or non-responsive
staff behavi or.

Acqui sition |ssues:

Col l ection: Top Users expressed concern for the availability,

currency and quality (docunment and M crofiche) of the
col |l ecti on.

Col | ateral |ssues:

DD Form 55: Despite noted inprovenents, Top Users want and
need an interactive electronic version of the formwith a



mat chi ng source database for subm ssion and tracking
functi ons.

DD Form 1540 Authorization: Users are still experiencing real
difficulties in obtaining tinely sponsor/ COTAR approval s for
both initial and additional DOD contracts.

DD Form 1540 El ectronic Version: The new el ectronic version is
an inmprovenment, but it really doesn’t neet Top Users' needs
because it is not interactive.

PART Il: Gaphical Data Review
(Detail ed data anal ysis can be found in Appendi x C)

User Status, Organization Type and Job Position

Denographi ¢ data contained in this section is based on conposite
responses fromthe 179 users who participated in the Top 200
custoner satisfaction process.

Job/ Position Status: 6 in 10 users reported their current job
position as “Librarian” which includes Acquisition, Head,

Ref erence, Research and Technical Librarians. 1 in 8 users
reported “Technical Information Specialist” and 1 in 10 as
“Researcher/ Analyst” and 1 in 9 users reported “Engi neer.”

DOD Job/ Position Status: 6 in 10 DOD users reported their current
Job position as “Librarians,” 1 in 7 as “Technical Information
Specialists,” 1 in 11 as “Engineers” and 1 in 20 as

“Resear chers.”

I ndustry Job/Position Status: 1 in 2 Industry users reported
their current job position as “Librarians,” 1 in 5 as
“Engineers,” 1 in 8 as “Researchers/Analysts” and 1 in 14 as
“Scientists” or “Security Oficers.”

The 2001 User Satisfaction
Survey Demographic Data

Percentage




Fig 1l

Organi zation Type: 6 in 10 users reported their current
organi zation as DOO)MIlitary/Cvilian. 1 in 3 reported
I ndustry/ Corporate and 1 in 20 reported Non-DCOD or

Col | ege/ Uni versity/ Research Center.

The 2001 Top 200

G Organizational Status
€ollegefniv

DoD-Militar
Services, Agen

Fig 2

Regi stration Status: 1 in 3 users reported being registered with
DTIC for less than 1 year, 1 in 4 reported 1-5 years and 4 in 10

users reported being registered for 6 or nore years.



DOD User Registration Status: 1 in 3 Top DOD Users reported being
registered for less than 1 year, 1 in 9 reported 1-3 years, 1 in
6

Reported 3-5 years and 4 in 10 users reported being registered
for 6 or nore years.

Industry Registration Status: 1 in 3 Industry Top Users reported
being registered for less than 1 year. 1 in 8 reported 1-2 years,
1in5as 3-5years and 1 in 3 reported being registered for 6 or
nore years.

Docunment Ordering, Ordering and Delivery Processes:

Docunment Ordering Method: 6 in 10 users order docunents via the
internet, 1 in 6 via telephone, 1 in 6 via fax, and 1 in 20 via
emai | .

DOD User Docunent Ordering Method: 6 in 10 users order docunents
Via the Internet, 1 in 5 order via fax, 1 in 6 order by phone and
1in 16 order by email.

I ndustry User Docunment Ordering Method: 6 in 10 users order via
the Internet, 1 in 5 order via telephone, 1 in 7 order via fax
and 1 in 50 order via emil.

Ordering Process: 7 in 10 users reported their ease of ordering
docunments as “Very Good” to “Excellent.” 1 in 5 rated it as
“CGood” and 1 in 20 reported as “Poor” to “Fair.”

DOD Users Docunent Ordering Process: 8 in 10 users rated ease of
ordering as “Very Good” to “Excellent,” 1 in 7 as “Good” and 1 in
16 as “Poor” to “Fair.”

I ndustry Users Docunent Ordering Process: 2 in 3 users rated ease
of ordering docunents as “Very Good” to “Excellent,” 1 in 3 as
“Good” and 1 in 16 as “Poor” to “Fair.”

Docunent Delivery Process: \Wen asked about neeting their
anticipated delivery requirenents, Top Users reported the
followng: 1 in 5  reported that their expectation was met “Every
Tine.” 2 in 3 users reported “Most of the Tine” and 1 in 9
reported “About Half the Tinme.”

DOD User Delivery Process: 1 in 5 users reported “Every Tinme,” 6
in 10 reported “Mdst of the Tine” and 1 in 8 “About half of the
tinme.”



I ndustry User Delivery Process: 1 in 9 users reported “Every
tinme,” 8 in 10 reported “Mdst of the time" and 1 in 12 reported
“About half of the tine.”

Maj or DTI C Process Performance Ratings:

Regi strati on Process: \Wen asked to rate their overall |evel of
satisfaction with the registration process Top Users reported the
followng: 3 in 4 rated the registration process as “Very Good”
to “Excellent.” 1 in 4 rated it as “Good” and 1 in 50 rated it as
“Poor” to “Fair.”

DOD Regi stration Process Rating: 8 in 10 users rated the process
as “Very Good” to Excellent,” 1 in 5 as “Good” and 1 in 20 as
“Poor” to “Fair.”

I ndustry Registration Process Rating: 6 in 10 users rated the
process as “Very Good” to Excellent,” 1 in 3 as “Good” and 1 in
20 as “Poor” to Fair.”

Ref erence and Retrieval Process: Wen asked to rate their overal

| evel of satisfaction with the Reference and Retrieval process,
Top Users reported the following: 2 in 3 users rated the

Ref erence and Retrieval service as “Very Good” to “Excellent.” 1
in 3rated it as “Good” and 1 in 16 rated it as “Poor” to “Fair.”

DOD Reference and Retrieval Process Rating: 6 in 10 users rated
the process as “Very Good” to “Excellent,” 1 in 3 as “Good” and
1in 20 as “Poor” to “Fair.”

I ndustry Reference and Retrieval Process Rating: 6 in 10 users
rated the process as “Very Good” to “Excellent,” 1 in 4 as “Good”
and 1 in 9 as “Poor” to “Fair.”

Cor porate Access, Media Preferences and Contact Dat a:

Preferred Access Medium (Overall): When asked whi ch cont act
conmuni cati on channel users nost preferred, 6 in 10 Top 200 users
reported Tel ephone, 1 in 5 as Internet, 1 in 10 enail and 1 in 20
reported fax.

DOD User Access Medium 6 in 10 users reported Tel ephone, 1 in 5
reported the Internet, 1 in 9 email and 1 in 12 reported fax.

I ndustry User Access Medium 2 in 3 users reported Tel ephone,
1in5reported the Internet, 1 in 10 reported email and 1 in 20
reported fax.

Medium

Comparative Analysis of Access




Percentage

FY 2001 Top 200 | 7" Zoqlfus.tomer FY 2000 Top 200
Survey% Satisfication Survey% :
Survey% z
m Telephone (Commercial/DSN) 60 36
@ Internet/Online 23 25
O Email 10
0O Fax 6
Fig 3
| mportance of Talking to a “live Person:”

Overall:7 in 10 users reported “Extrenely Inportant” to “Very
Important,” 1 in 10 “Inportant” and only 1 in 12 users reported
“Not Very Inportant” and/or Not At Al Inportant.”

DOD User I nportance of Talking to a “Live Person:” 8 in 10 users
reported “Very Inportant” to “Extrenmely Inportant,” 1 in 12 as
“Important” and 1 in 9 as “Not Very Inportant.”

I ndustry User Inportance of Talking to a “Live Person:” 9 in 10
users reported “Very Inportant” to “Extrenely Inportant” and 1 in
8 reported “Ilnportant.”

Talking to a Live Person

Comparative Analysis on Importance of
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Fig 4

Ef fecti veness of Corporate Comruni cati ons:
When asked how wel | DTIC conmuni cates (infornms) users about
specific issues, 2001 Top 200 users responded as foll ows:

Overal |l Inform ng about New Products/Services: 9 in 10 users
reported they “Agree” to “Strongly Agree” and 1 in 50 reported
t hey “Di sagree.”

DOD Users, New Products/ Services Information: 9 in 10 users
“Agree” to “Strongly Agree” and 1 in 25 reported they “Di sagree.”

I ndustry Users, New Products/Services Information: 9 in 10 users
“Agree” to “Strongly Agree” and 1 in 8 offered “No Opinion.”

Overal | Products/ Services Changes: 9 in 10 users reported they
“Agree” to “Strongly Agree” and 1 in 20 “Di sagree.”

DOD Users, Product/ Service Changes: 9 in 10 users “Agree” to
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“Strongly” and 1 in 12 “Di sagree.”

I ndustry Users, Product/Service Changes: 9 in 10 users “Agree” to
“Strongly Agree” and 1 in 20 “Disagree.”

Overall Inform ng about Submitting Docunents: 6 in 10 users
“Agree” to “Strongly Agree,” 1 in 30 offered “No Opinion” and 1
in 12 “Di sagree.”

DOD Users, Submitting Docunents: 6 in 10 users “Agree” to
“Strongly Agree,” 1 in 5 offered “No Opinion” and 1 in 10
“Di sagree.”

I ndustry Users, Submtting Docunents: 6 in 10 users “Agree” to
“Strongly Agree,” 1 in 3 offered “No Qpinion” and 1 in 14
“Di sagree.”

Overal |l Inform ng about Training Opportunities: 9 in 10 users
“Agree” to “Strongly Agree,” and 1 in 8 offered “No Opinion.”

DOD Users, Training Opportunities: 9 in 10 users “Agree” to
“Strongly Agree” and 1 in 20 Ofered “No Opinion.”

I ndustry Users, Training Opportunities: 3 in 4 users “Agree” to
“Strongly Agree” and 1 in 4 offered “No Qpinion.”

Overal |l Inform ng About How to Order Docunents: 9 in 10 users
“Agree to “Strongly Agree” and 1 in 14 offered “No Opinion.”

DOD Users, Ordering Docunents: 9 in 10 users “Agree” to “Strongly
Agree” and 1 in 16 offered “No Opinion.”

I ndustry Users, Ordering Docunents: 9 in 10 users “Agree” to
“Strongly Agree” and 1 in 8 offered “No Opinion.”

Overal |l I nform ng about System Di sruptions/Downtines: 8 in 10
“Agree” to “Strongly Agree” and 1 in 6 offered “No Opinion.”

11



DOD Users, System Di sruptions/Downtinmes: 9 in 10 “Agree” to
“Strongly Agree,” 1 in 11 offered “No Qpinion” and 1 in 30
“Di sagree.”

I ndustry Users, System Disruptions/Downtines: 7 in 10 users
“Agree” to “Strongly Agree” and 1 in 4 offered “No Opinion.”

FY 2001 TOP 200 Strongly Agree or Strongly Disagree or No Opinion %
Agree % Disagree %

Product /Service Changes 92 6 3

Training Opportunities 87 0 13

Submitting Documents 63 8 30

FY 2001 Customer Satisfaction Strongly Agree or Strongly Disagree or No Opinion %
Survey Agree % Disagree %
Product /Service Changes 81 4 15
Training Opportunities 63 5 32
Submitting Documents 46 9 45
Online Service 70 6 24
Order Status 40 14 46
Annual Conference 57 2 41
FY 2000 TOP 200 Strongly Agree or Strongly Disagree or No Opinion %

Agree % Disagree %
Product /Service Changes 94 4 2
Training Opportunities 75 3 22
Submitting Documents 48 4 48

Fig 5

Overal |l Product/Service Quality Rating:

User participating in the 2001 Top 200 Survey reported as
foll ows:

Overall: 8 in 10 users rated Product/ Service Quality as “Very
Good” to “Excellent,” 1 in 7 users reported “Good” and 1 in 20
“Fair” to “Poor.”

DOD Users: 8 in 10 users rated it “Very Good” to “Excellent,” 1
in 6 rated it as “Good” and 1 in 20 rated it “Poor” to “Fair.”

12



Industry Users: 3 in 4 users rated it “Very Good” to “Excellent,”
linb5rated it as “Good” and 1 in 20 as “Poor” to “Fair.”

FY 2001 Top 200 Overall
Product/Service Quality Ratings

Fig 6
FY 2001 DTIC Product Usage
Profile

(FY2001 Top 200) Mean | Favorable | Neutral | Unfavorable
DTIC's Product Service (norm.) % % %
Performance Rating %

Automatic Doc. Dist. (ADD) 77 81 19 0
WED-Web Enabled DROLS 75 79 16 5
Classified DROLS 68 67 18 14
Public STINET 73 69 24 7
Secure STINET 73 71 23 I
CAB 76 76 19 6
ECAB Docs 75 72 26 2
ECAB 73 72 15 14
TR Database on CD-ROM 76 77 13 10

*Based on a scale of 1-100, 1 being lowest and 100 being highest
Fig 7

| mportance of DTIC to acconplishnent of Business
Obj ecti ves:
Overall: 8 in 10 users reported inportance as “Very Inportant” to

“Extrenmely Inportant” and 1 in 8 as “Inportant.” (no other
responses)
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DOD Users: 9 in 10 users reported inportance as “Very Ilnportant”
to “Extrenely Inportant” and 1 in 8 as “lnportant.” (no other
responses)

Industry Users: 9 in 10 users reported inmportance as “Very

Important” to “Extrenely Inportant” and 1 in 8 as “Inportant.”
(no ot her responses)

| npact of DTIC on Supporting Overall User M ssion:

Overall: 9 in 10 users reported Inpact as “H gh Inpact” to “Very
H gh Inpact,” 1 in 6 as “Medium Inpact” and 1 in 25 as “Low

| npact.”

DOD Users: 8 in 10 users reported Inpact as “High Inpact” to
“Very Hgh Inmpact,” 1 in 6 “MediumInpact” and 1 in 14 as “Low

| npact . ”

I ndustry Users: 8 in 10 users reported Inpact as “Hi gh” to “Very
H gh” and 1 in 5 as “Medi um | npact.”

Top User Recomendation of DTIC to Col | eagues:
Overall: 98 percent reported “Yes” and 2 percent “No.”
DOD Users: 100 percent reported “Yes.”

I ndustry Users: 95 percent reported “Yes” and 5 percent “No.”

FY 2001 Top User Recommendation
of DTIC to Colleaques




Percentage

Accessing the DTIC Hone

Fig 8

page:

When 2001 Top 200 Users were asked if they had accessed the

honmepage in the past 90 days,

Overall: 8 in 10 users reported “Yes”

they responded as foll ows:

and 1 in 6 “No.”

DOD Users: 3 in 4 users reported “Yes” and 1 in 4 “No.”

I ndustry Users: 8 in 10 users reported

Organization T 24%
[

Content /F——318%
[

Ease of Use T 20%
[

Accessibility ===13%
[

“Yes” and 1 in 6 “No.”

. . 13% 2001 Top 200 Overall Homepage
Usabilty ————————130% Performance Rating
| 158%
A, 25%0
} 51% :
6% Poor to Fair
Good
1 56% O Very Good to Excellent
I 2 5%
155%
4%
182%
Fig 9
Target Market User Profiles
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9 in 10 users responding to the survey reported their current
organi zation as DOD or Industry. Due to the high percentage of
response fromthese two user groups only DOD and I ndustry
profiles are presented in this analysis. DOD users included
uniformed mlitary and DOD civilians enpl oyees. Industry included
smal | busi ness, corporate and governnment contractor users.

DOD and “Warfighter” User Profile

General : Qur target audience, the Warfighter community included
the uniformed mlitary, DOD Labs, DOD Agencies, DOD Col | eges,

Uni versities, and Schools. 6 in 10 or 57 percent of al
respondents reported “Warfighter” status. 1 in 2 obtain and/or
distribute Scientific and Technical information for others.

Job/ Position Status and Longevity: 1 in 12 DOD respondents
reported job/position as Engineer, 1 in 20 as Researcher/ Anal yst,
6 in 10 as Librarian, and 1 in 7 as Technical Information
Specialist. 1 in 3 DOD users have been registered with DTIC for
“less than 1 year,” 1 in 10 for “1 — 2 years,” 1 in 7 for 3 -5
years, and 4 in 10 for “6 or nore years.”

Product and Service Usage and Quality Rating: 2 in 3 DOD
custoners reported using Public STINET, 2 in 3 subscribe to
SSTINET, 3 in 4 use WD DROLS and 3 in 10 use Cassified DROLS. 1
in 3 subscribe to ADD, 1 in 4 CAB, 4 in 10 to ECAB, 1 in 14 to
ECAB DOCS and 1 in 2 to the TR Database on CO-ROM 8 in 10 DOD
users rated our product/service quality as “Very Good” to
“Excellent,” 1 in 6 as “Good,” and 1 in 20 as “Poor” to “Fair.”

Custoner Satisfaction Rating: 8 in 10 DOD custoners rated the
qual ity of customer service as “Very Good” to “Excellent,” 1 in 9
as “Good,” and 1 in 12 as “Poor” to “Fair.”

Honmepage Satisfaction Rating (Overall): 6 in 10 DOD users
reported the Honmepage as “Very Good” to “Excellent,” 1 in 5 as
“Good,” and 1 in 7 as “Poor” to “Fair.”

Cor porate Conmuni cations: 8 in 10 DOD users rated
communi cations as “Very Good,” to “Excellent,” 1 in 12 as “Good”
and 1 in 25 as “Poor” to “Fair.”
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I ndustry Profile

General : | ndustry respondents conprised 1 in 3 (33% of al
survey respondents. This category included governnment
contractors, sub-contractors, small businesses and other private
firms engaged in governnent contract work.

Job Position Status and Longevity: Five Industry job
positions domi nated the overall responses: 1 in 2 users reported
as Librarians, 1 in 8 as Researcher/Analyst, 1 in 5 as Engi neers,
1in 14 as Security Oficer/Specialist, and 1 in 14 as
Scientists. 1 in 3 Industry respondents have been registered
users for 1 year or less, 1in8 as 1 - 2 years, 1in5as 3 -5
years, and

1in 3 as 6 or nore years.

Products and Services Usage and Quality Rating: 6 in 10

I ndustry custoners use Public STINET, 7 in 10 use SSTINET, 9 in
10 use WED-DRCOLS and 1 in 14 subscribe to Cassified DROLS. 1 in
8 I ndustry respondents subscribe to ADD, 4 in 10 Industry
respondents subscribe to CAB, 4 in 10 to ECAB, and 1 in 5
subscribe to ECAB DOCS. 3 in 4 Industry users rated DTIC s
Product/ Service quality as “Very Good” to “Excellent,” 1 in 5 as
“Good,” and 1 in 20 as “Fair” to “Poor.”

Customer Satisfaction Ratings: 7 in 10 Industry respondents
rated the quality of custonmer service as “Very Good” to
“Excellent,” 1 in 5 as “Good,” and 1 in 11 as “Fair” to
“Poor.”

Homepage Satisfaction Rating (Overall): 6 in 10 Industry
users rated the Honepage as “Very Good” to “Excellent,” 1 in 4 as
“CGood,” and 1 in 5 as “Poor” to “Fair.”

Cor porate Conmuni cations: 7 in 10 Industry respondents rated
comuni cations as “Very Good” to “Excellent,” 1 in 5 as " Good”
and 1 in 50 as “Poor” to “Fair.”
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