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Introduction

In its review of the StreamNet Project for the Database Project Category Review, the Independent Scientific Review Panel (ISRP) of the Northwest Power and Conservation Council (NPCC) expressed the opinion that there was a need to determine the degree to which the project satisfied its users.  To address that need, we conducted a brief user survey on the StreamNet website, and will develop a plan to track user satisfaction over time.  Results from the short user survey are presented below.
Methods

The user satisfaction survey used a free  online survey application (FluidSurveys, http://app.fluidsurveys.com that allowed users to rank satisfaction with a number of specific data delivery and other project services (appendix A).  StreamNet users were asked to take the survey through requests on the website, direct email requests to known system users, and through the Pacific Northwest Aquatic Monitoring Partnership’s Data Management Leadership Team.  Most users are anonymous, since no registration or log in is required to use the system.  The survey was open for only 8 days, closing on March 1, 2012 so that results could be tabulated before responses to the ISRP comments were due.
Results
The survey produced usable responses from 27 people, a good response given that the survey was open for only six non-weekend days.  This was a much better response than for a survey we conducted several years ago that was open for over a month. Results for each question are presented in Appendix B and discussed below.  A few respondents did not answer all questions, so the sample sizes do not always equal 27.

Question 1: How would you rate the following StreamNet data acquisition services? (Table B-1)

Results were scored in terms of how often each of four data delivery approaches met the respondent’s needs.

Tabular Web Query System
The online data query system provides access to data in a tabular format, and is the original means of obtaining data from the StreamNet database.  Of the 72% of respondents who indicated they used the tabular query system, 66% indicated that they obtained the needed data ‘Almost always’ or ‘Usually’ (Figure 1).
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Figure 1.  Responses of users in terms of how often they obtained needed data from the tabular data query system. n = 18
Interactive Map Interface and GIS Layers

Geographic Information System (GIS) technology is used for StreamNet website users to view map based data (such as fish distribution) and to locate tabular data based on location.  In addition, premade maps can be downloaded from a map catalog, and all StreamNet GIS layers are available for download, including the mixed scale regional hydrography.  92% of respondents reported using the interactive maps and other GIS related services.  Of those, 79% reported obtaining data ‘Almost Always’ or ‘Usually’ (Figure 2)
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Figure 2.  Responses of users in terms of how often they obtained needed data from the interactive maps, GIS layers, and the map catalog. n = 24
The Data Store

The Data Store is an online archive for data sets that do not fit the defined StreamNet data exchange format.  Any project is able to upload data sets in any format for storage and subsequent discovery and download from the store.  This question was posed in terms of how well users were able to obtain data from the Data Store.  77% of respondents indicated they had used the Data Store, surprising because this service is not well known yet, and the number and breadth of data sets available are not yet extensive.  Even so, 55% of respondents indicated they obtained needed data ‘Almost always’ or ‘Usually’ (Figure 3).
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Figure 3.  Responses of users in terms of how often they obtained needed data from the Data Store. n = 20
Downloadable Access Database
A snapshot of the entire StreamNet database is made available for download as an Access database, with updates approximately twice a year.  This service allows users to obtain all data from the StreamNet database and customize how they extract needed information.  58% of respondents indicated they used the Access database to obtain data, and of those, 53% indicated that they obtained the data they needed ‘Almost always’ or ‘Usually’ (Figure 4).  For those who were not able to obtain needed data, it was not possible to determine if it was because the needed data were not included in the database, they were not able to use the database well enough to find the needed data, or if they were not able to download the database from the website.
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Figure 4.  Responses of users in terms of how often they obtained needed data from the downloadable Access database. n = 15
Twelve individuals commented on the ability to acquire data through the StreamNet website (Table 1).  Seven comments were complimentary.  Five pointed out weaknesses or need for additional data/information.  And, one person offered to provide assistance with improving the website, although the anonymous nature of the survey will make it difficult to identify the respondent to accept this offer!
Table 1.  Specific comments received related to the ability to obtain data.
	1. How would you rate StreamNet data acquisition services?

	There are concerns that the information is not updated regularly.

	It can be slow and clumsy, especially the fish distribution maps

	It would be nice to have points of reference such as roads and or cities on the maps to be able to pin point specific areas. Maybe a GIS map overlay?

	good

	StreamNet is great - I use it for nearly every project I work on.

	I work at a data visualization software co. I have a high bar for data acquisition and many suggestions for your service. Too much for this forum. Please let me know if you would like to talk. (I assume you can figure who I am out! :))

	Very effective search and download capabilities for spatial data.

	meets my needs - but would be great when managers decide to provide synthesized/derived information as well.

	My main use is to find fish distribution data. I can almost always find the information I need and really appreciate having the service.

	The critical habitat mapper won't display CH by species - only all CH for all salmonids, even when I click just one ESU for display.

	So far this site has been very helpful

	If desired data are not readily found an e-mail to the staff provides the assistance needed to make those data available.


Question 2: How would you rate other StreamNet functions and services you may have used? (Table B-2)
Results were scored in terms of how often each of four functions/services met the respondent’s needs.  Some of these services are specialized and are not intended for widespread use and are relevant only to serving our partner agencies that serve as data sources.

Assistance building databases and applications

StreamNet has provided staff time in several partner agencies to assist with building database applications to improve the efficiency of data flow internally and to the StreamNet database.  Only 26% of respondents reported utilization of these services, but with 71% reporting their needs were met ‘Almost always’ or ‘Usually’ (Figure 5).
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Figure 5.  Responses of users in terms of how often their needs were met by StreamNet assistance with building databases or other applications. n = 7
Assistance evaluating IT needs

As part of the Coordinated Assessments project StreamNet worked with state and tribal fisheries management programs to help them locate data, identify data management needs, and develop data management plan.  Only 19% of respondents indicated utilizing these services.  Of those, only 20% indicated their needs were met ‘Usually’ and the remainder reported satisfaction ranging from ‘Sometimes’ to ‘Never’ (Figure 6).  Since this has been a very limited service, it is quite possible that respondents didn’t fully understand the question.  The fact that ‘Never’ was the most frequent response (40% of those who said they used the service), it may be that many who rated it ‘Never’ didn’t actually participate in the specific efforts we intended this question to relate to.  Additional investigation will be needed to understand this result more clearly.
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Figure 6.  Responses of users in terms of how often their needs were met by StreamNet assistance with evaluating their agency’s IT needs. n = 5
Filling requests for information or assistance
Project staff at PSPMFC and our partner agencies frequently respond to requests for information or assistance in using the project website and to report problems or errors.  Project policy is to respond to requests within one business day.  63% of respondents indicated they used this service, and of those 77% indicated their needs were met ‘Almost always’ or ‘Usually’ (Figure 7).  The high number of people indicating their needs were met was somewhat surprising, given that we are sometimes faced with people contacting us looking for data types that simply are not within the purview of the project.  Those people probably did not respond to the survey.
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Figure 7.  Responses of users in terms of how often their needs were met by StreamNet responding to requests for assistance or information. n = 17
Submitting data sets to the Data Store
The Data Store provides a convenient online location for any project in the Pacific Northwest to archive their data sets so that they are securely stored and can be searched for online and then downloaded with metadata.  The service is intended to provide a backup archive location for situations where data are valuable but there is no other logical or available location to store them.  Only 22% of respondents indicated they used this service, but of those, most (66%) reported they were not satisfied with the service, reporting their needs were met ‘Seldom’ or ‘Never’.  We know from experience that relatively few data sets are uploaded to the Data Store in any given quarter, so it is not surprising that the proportion of use was low.  However, it is difficult to know whether the large dissatisfaction level is being reported by people who actually attempted to upload data, or simply didn’t realize that there was another place to indicate that they didn’t use the service.  This is another area that will require additional investigation to determine whether there really is a problem with the usability of the online data upload tool, and if so, how it should be fixed.
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Figure 8.  Responses of users in terms of how often they were successful in uploading data sets to the Data Store. n = 6
No comments were submitted by respondents regarding the other StreamNet services.

1. Question 3:  How would you rate customer service (helping solving problems, locating data or obtaining data) (Table B-3)
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Figure 9.  Responses of users in terms of how they rated StreamNet’s customer service. n = 23
This question asked respondents to rank the responsiveness of the direct customer service they received when they contacted the project to request information or assistance or to report an error or problem.  Of the 23 respondents who answered this question, 70 % felt the project was “Very Responsive” and 30% were neutral / had no opinion.  No “Poor” or “Received no response” ratings were recorded.

Eight respondents offered comments regarding customer service from the project (Table 2).  All of the comments were complimentary except for one which was ambivalent.
Table 2.  Comments received regarding customer service from StreamNet staff.
	3. How would you rate the customer service your received from StreamNet staff?

	not sure

	I've only contacted them once, but they were extremely helpful and got me exactly the data I needed.

	StreamNet personnel were extremely helpful when I asked for assistance in making a specific map that was then used in a publication.

	I've contacted you a couple of times and you guys have always been responsive and helpful.

	Fast, helpful responses

	Great personalized response to inquiries!

	I emailed with a question, and someone helped me get the data right away.

	I appreciate the quick response by staff in responding to the occasional problem.


Question 4 asked respondents to identify any additional data types that they would like to see available through StreamNet.  A number of specific requests were made, while others indicated a need to give the question greater thought (Table 3).  One comment requested information that is already available on the StreamNet website.
Table 3.  Suggestions received regarding additional kinds of data that should be available through the StreamNet project.
	4. What kinds of data would you like to see available through StreamNet that are not yet available?

	Fish run forecasts and run-reconstruction

	designated critical habitat for ESA-listed species

	A listing/ mapping of known fish barriers.

	not sure

	This is a big questions, answer… I would love to talk with you guys in person.

	I was looking for a more complete set of rive mile locations and that is not yet available.

	manager's estimates for populations , VSP parameters etc

	The ability to use T,R,S to locate streams and/or to locate streams/lakes by name in a given state. This is available on the WDFW salmonscape system and is extremely helpful. Also, including bull trout critical habitat on the critical habitat mapper would be helpful.

	I would like to see season of use for streams, migration and rearing information would be really helpful


Question 5 asked respondents if they thought any data currently available was of low value or available elsewhere and therefore should be dropped in order to allow us to increase emphasis on other data.  Of the four comments received, two indicated none should be dropped, and one indicated that more thought was needed before answering (Table 4).

Table 4.  Suggestions regarding data types that should be dropped from StreamNet.
	5. Are there any data types you feel have no value and should be dropped from StreamNet?

	not sure

	hmm, wasn't ready for this question and I'm at work, so unfortunately I cannot spend the time needed to answer the question appropriately.

	No, not that I can think of.

	nope


The final two questions were intended to characterize the people who responded to the survey.
Of the 26 respondents who provided personal background information, the largest response came from consultants (38%), followed by Federal agency (27%), Tribal agency (15%), and State agency (12%) (Figure 10).
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Figure 10.  Number of respondents by employer or background. n = 26
All 27 respondents provided information about how often they use StreamNet, with frequency spread across all categories, from minimal users to regular weekly users (Figure 11).
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Figure 11.  Number of respondents by frequency of use of StreamNet. n = 27
Discussion

NOTE:  The previous section is being updated with the results being presented in graphic form and the tables moved to the appendices.  The Discussion section needs to be rewritten based on those changes, and the whole discussion needs to be improved to focus in on what we learned from the exercise.
The results obtained from this brief user satisfaction survey provide a useful snapshot of opinions on the utility of the StreamNet data delivery systems and services.  While not as extensive as a previous attempt, this survey was more successful in terms of the number of people who responded despite its short duration.  Given the small number of responses (27) this cannot be taken as a full representation of user satisfaction.  It does, however, give us a basis for comparison for future surveys.

Measuring user satisfaction with the StreamNet project has been made difficult by the fact that there has been no requirement for users to identify themselves to use the site to access data.  Therefore we have not been able to identify users individually except for those who contact us directly to request information or to report a problem or error.  Without knowing users specifically, it is impossible to contact them to obtain opinions about service quality or general satisfaction.  A previous attempt at a user survey was totally voluntary, and few users of the StreamNet website took advantage of the opportunity.
Results from this survey provide an immediate assessment of general satisfaction with the project, and even with the small sample size, provide a starting point for comparison with future, more comprehensive efforts.
Data Acquisition

Among survey respondents, satisfaction with the data providing services was high, with ratings of “Almost Always” and “Usually” meeting needs above 50% for all four data dissemination mechanisms (Table 1).

The Interactive Map interface to geospatial data was used by 92% of respondents, the most often used of the four mechanisms.  It also received the highest ranking for user satisfaction.  Only 4% of users said it seldom provided the data they needed, and no one reported it as almost never providing data.  The high interest in the GIS interface further emphasizes the utility of this approach, and the project is already in the process of developing a new data delivery interface that integrates interactive map technology with the tabular data query system.
The next most frequently used data source (77%) was the Data Store, which is an online archive of data sets, most of which are posted from sources outside the StreamNet project.  This result was surprising because this service has been available for only a few years, and posting data to it is voluntary on the part of the data originators.  Thus, this level of use of the system is both encouraging and alarming, since we encourage use but would like to see more data uploaded to it.  That concern is echoed by the fact that only 55% of users found what they needed most of the time, and 20% reported finding what they needed “Seldom” or “Almost Never”.  This result points to the need to more aggressively alert research and management projects to the availability of this service for making their data available on the web.

The tabular web query system was used by 72% of respondents, and was ranked the second highest in satisfaction.  Only 17% of respondents indicated they found what they need “Seldom” or “Almost Never”.  We already know from people who make direct requests for information that in some cases people come to StreamNet looking for types of data that the project just does not have, so in some regards it is surprising that the level of dissatisfaction was not higher.

The least used means of accessing data through StreamNet was the downloadable Access database (58%), which includes virtually all of the data in StreamNet.  Having over half of respondents indicate that they used the Access database may seem surprising, but for people skilled in the use of databases, having the full database allows creation of customized queries to locate needed data and to approach obtaining data in ways that may not be allowed or efficient through the online query system.  Computer use logs verify that the Access database is downloaded frequently, suggesting that we might consider whether it would be beneficial to update this copy of the main database on a more frequent basis.  It is currently updated twice a year, which seemed sufficient given that data updates for a given type of data tend to be done on an annual cycle.
The comments about data acquisition were split between praise for the project and pointing out some areas that need improvement (Table 2).  A concern about slow update of data has commonly been heard before.  Our intent for improving data update speed is to encourage development of database systems in the data source agencies to allow greater automation of data flow.  Some of the suggestions regarding the map interface will definitely be addressed in the new data query system that is currently being developed, and it will have the specific features requested, such as the ability to turn on and off various layers such as cities and roads to assist in locating features on the map.  We are also working toward developing a means of sharing derived data among the state and tribal fisheries agencies, as one respondent requested.  The request for more functionality in the Critical Habitat (CH) mapper is welcome, but we have CH data only because of we developed these data under contract for NOAA Fisheries, so questions about future developments to that system will need to be addressed to them.
StreamNet Services

Use of the other StreamNet services varied widely among respondents, with 63% reporting making direct information or help requests, while all other services were reported by about a quarter of respondents or less (Table 3).

Information requests were generally ranked high in satisfaction, but 12 % did report “Almost Never” and 6% “Seldom” getting what they needed.  Again, we consider this result surprising in that we know that people often ask for types of data or information that are not part of our database, so we might have expected even more respondents reporting dissatisfaction.  It is possible that people were ranking based on how well we responded to them rather than the availability of data.  Customer service was addressed in the third question.
The services of assisting with building databases or applications and for assistance with evaluating IT needs are services that are focused on the data source agencies, primarily state and tribal fisheries agencies. Thus, they would likely not be used by many of the respondents to this survey.  Satisfaction with database and application development was high, likely reflecting work going on in several state agencies and with the PNAMP ISTM project.  Assistance with evaluating IT needs is a new effort that is being initiated through the Coordinated Assessments project, and is only getting underway, which would likely explain the low level of use and the lowest satisfaction rankings of all four services (66% “Seldom” or “Almost Never”).
Respondents indicated 22% use the Data Store service to upload data sets for archiving in this online searchable database.  This result may be questionable based on the fact that only a few datasets are added to the Data Store in any quarter.  The poor satisfaction reported (33% each for “Seldom” and “Almost Never”) is troubling, since it may suggest that people had difficulty uploading data sets.  We need to speak with these respondents personally to discern the exact nature of the difficulties encountered in order to rectify them.  If these respondents are reporting problems from several years ago, then we might expect experience to improve now that we have implemented a new online upload process that is more user friendly.  The results here suggest that we need to work more actively at improving the functionality and recognition of the Data Store.
Customer Service

Respondents reported strong satisfaction with the customer service that StreamNet provides to people who contact us directly with questions, requests for information or help, or to report problems.  This result suggests that our policy of responding to all requests within one business day is appreciated.  We intend to continue focus on being as helpful to users as we possibly can be, given time and funding constraints.

Data Content
The responses to the questions about data content, what to add and what to drop, were too few to provide definitive guidance.  The issue remains important, however, especially given funding constraints.  These results need to be expanded in a broader effort to engage data providers and data users in the Columbia Basin to identify the highest priority needs.  StreamNet is currently engaged with the Coordinated Assessments project which is an effort among the state and tribal fisheries managers to develop an effective coordinated approach to monitoring fish population status, and from that effort we hope to obtain regional consensus on what data are most in need of broad dissemination.  From that effort we have already received guidance on the need for derived estimates of indicators that relate to the Viable Salmonid Population model, and are moving in that direction.  We also intend to remain active in PNAMP regarding regional scale data needs.
Respondent characteristics

Respondents came from a variety of backgrounds, as would be expected.  Federal, state and tribal agencies are seen as primary constituents of the project.  Private consultants are also regular and important users of data from StreamNet, but the fact that they were the largest component of the respondents was somewhat surprising.  We will summarize use by agency based on IP address in the next annual project report to compare the relative ratio of actual users to the respondents to this survey.
Frequency of use by the respondents was widely spread over all categories.  Our initial assumption was that given the short duration of this survey, it would be more likely that frequent users would encounter the survey, so they would represent the bulk of respondents.  That did not appear to be the case, however.  Thus, we might assume that the survey represents a wide variety of users, despite the small sample size.
Conclusion

While this survey was too small and brief to provide definitive answers to the level of satisfaction of StreamNet users, we were pleased to see that the responses were largely positive.  Where there was significant dissatisfaction, the survey suggests that those are areas where we need to focus additional effort.

This survey was developed hastily to respond to a specific suggestion by the ISRP and was conducted under a very tight time frame.  We intend to develop a more comprehensive approach to monitoring user satisfaction going forward, and intend to have such a plan by the end of the current fiscal year.

Future efforts to gauge satisfaction will be enhanced by deployment of a new data query interface that should become functional in the spring or summer of 2012.  The new system will offer added functionality to people willing to develop a log-in profile, like the ability to customize interface layout, ‘tag’ or group specific data trends, customize map layout, and to save queries for future use.  From that we will have the ability to identify individual users and thus be able to ask them about their use of the system and how we can improve their results and overall experience.  That should make future assessments of satisfaction much more effective.

Appendix A

Survey Questions for the StreamNet User Satisfaction Survey

1. How would you rate the following StreamNet data acquisition services (rate all that apply to your needs)?
Tabular data query system
          Nearly always, Usually, Sometimes, Alost Never, I don’t use
GIS (Maps, hydrography layer,        Nearly always, Usually, Sometimes, Alost Never, I don’t use
and the interactive map interfaces)

The ‘Data Store’ online data set       Nearly always, Usually, Sometimes, Alost Never, I don’t use
archive to find data sets

Downloadable Access database       Nearly always, Usually, Sometimes, Alost Never, I don’t use
of all data

Please provide comments regarding your experience with obtaining information through the StreamNet website:

2. How would you rate other StreamNet functions and services you may have used (rate any that apply to you)?
Assistance with building data-         Nearly always, Usually, Sometimes, Alost Never, I don’t use

bases or other applications

Assistance with evaluating IT          Nearly always, Usually, Sometimes, Alost Never, I don’t use
needs

Handling requests for infor-             Nearly always, Usually, Sometimes, Alost Never, I don’t use

mation for you or your agency

The ‘Data Store’ online data set       Nearly always, Usually, Sometimes, Alost Never, I don’t use

archive to store my data sets

Please provide comments on other services you have received from StreamNet:
3. How would you rate the customer service (helping solving problems, locating data or obtaining data)
Customer Service Very responsive, Somewhat responsive, neutral/no opinion, Poor, No response

Please provide comments regarding direct assistance received from StreamNet staff:

4. What kinds of data would you like to see available through StreamNet that are not yet available?:

5. Are there any data types you feel have no value and should be dropped from StreamNet?:
6. What type of StreamNet user are you?

Federal Agency


State Agency


Tribal Agency


City/County/Other local


University/College


High School


Consultant/Private Industry


Public


Other

7. How often do you use StreamNet?

Seldom (once or twice a year)

Occasionally (3-5 times per year)

Frequently (6-10 times per year)

Regularly – monthly

Regularly - weekly 
Appendix B

Summary of Responses from the StreamNet User Survey

Table B-1. Responses to question of how often respondents were able to receive needed data.

	
	Total
	Did not use system
	Percentage of those who did use the system

	
	 n
	n
	%
	Almost always
	Usually
	Some-times
	Seldom
	Almost never

	Tabular web query
	25
	7
	28
	33
	33
	17
	17
	0

	GIS / Interactive maps
	26
	2
	8
	50
	29
	17
	4
	0

	Data Store
	26
	6
	23
	30
	25
	25
	10
	10

	Access database
	26
	11
	42
	33
	20
	33
	0
	13


Table B-2. Responses to question of how often respondents benefitted from other StreamNet services.

	
	Total
	Did not use service
	Percentage of those who did use the service

	
	 n
	n
	%
	Almost always
	Usually
	Some-times
	Seldom
	Almost never

	Assistance building databases/applications
	27
	20
	74
	57
	14
	29
	0
	0

	Assistance evaluating IT needs
	27
	22
	81
	0
	20
	20
	20
	40

	Information requests
	27
	10
	37
	59
	18
	18
	6
	12

	Data Store to archive data sets
	27
	21
	78
	17
	0
	17
	33
	33


Table B-3. Responses to question of how they rated StreamNet’s customer service.

	
	Total
	Did not use service
	Percentage of those who did use the service

	
	 n
	n
	%
	Very Responsive
	Somewhat Responsive
	Neutral / No opinion
	Poor
	No Response

	Rating of customer service
	23
	0
	0
	70
	0
	30
	0
	0


�Tighten up results and discussion.
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