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IT Division Services Overall and Service Attributes

How satisfied are you with IT Division Services overall?

Very Somewhat
Dlssatlsfled Dlssatlsfled Dlssatlsfled Somewhat Very N/ADon't
Satisfied 4  Satisfied 5 Satisfied 6 Know

O O O 0 G O O

How satisfied are you with the following aspects of IT Division Services?
Very Somewhat

Dissatisfied Dissatisfied Dissatisfied Somewhat Very N/ADon't
2 3 Satisfied 4  Satisfied 5 Satisfied 6 Know
Delivery of services
Responsiveness to your needs
Communication with you

Technical competence

00000~
CO000
OCO000
OCO000
CO000
CO000
OCO000

Value of services relative to cost
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One Thing

Q58 What could IT do that would make it easier for you to do your research or work at Berkeley Lab?

Did We Miss Anything?

Q59 Is there anything we didn’t ask you about that you would like to comment on?

Something Specific?

Q60 Is there a specific issue you would like us to personally get back to you on? Please describe it below,
and please include your email address, so we can contact you.

Please click the submit button below to send us your answers.
The buttons below will disappear and a number of seconds may
pass before you see a confirmation page, so please be patient.
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Appendix C
Correlations and
Additional Observations
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Correlations with “Satisfaction with IT Division Overall” for All

Question r2 n Strength of
Correlation
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Question r2 n Strength of
Correlation

Q53e. Library resources: Assistance with researching scientific literature 20% 124

Q32a. Conference Network Support overall 20% 71

Q27d. BRS: Ease of use 20% 39

Q15a. Berkeley Lab Calendar features 19% 280

Q33a. Voicemail 19% 458

Q39a. Support for appropriately protecting your computer resources 19% 424

Q38a. Cyber Security Program overall 18% 441

Q39b. Information on security policies and recommendations 18% 425

Q27b. BRS: Readability of reports 18% 35

Q8b. IT Software Downloads page: Ease of use 18% 274

Q11d. Amount of IMAP/email disk storage space 17% 482 Low
Q39d. Cyber Security Annual Refresher training 16% 409

Q18a. eRoom overall 15% 138

Q15c. Berkeley Lab Calendar ease of use 15% 280

Q52a. Berkeley Lab Library services overall 15% 312

Q11c. Web mail client 14% 448

Q15b. Berkeley Lab Calendar reliability 14% 274

Q53g. Library resources: Wireless access to the network 13% 119

Q53b. Library resources: Printed journals 12% 215

Q27a. BRS: Availability of needed data 11% 38

Q36c. Cellular service PDA support 11% 24

Q53d. Library resources: Online indices/databases 9% 240

Q53a. Library resources: Books 9% 215

Q36b. On-site cellular coverage 8% 65

Q22a. BLIS portal overall 8% 176

Q27c. BRS: Response time 8% 36

- - — ; Very Low

Q1 1b. Reliability of sending and receiving email 7% 515

Q53c. Library resources: Online journals 4% 322

Q11a. Spam blocking 4% 501

Q53f. Library resources: Public computer access 3% 109

Q53h. Library resources: Reading area 2% 144

MOR Associates, Inc.



App-C4 | e Berkeley Lab IT Division 2007 Customer Survey

Counts of Customers Expressing Dissatisfaction for All
Satisfaction Questions, Sorted by Total Dissatisfied

The following table quantifies the number of people who registered dissatisfaction with each of the services
or service attributes that respondents were asked to rate for satisfaction. It is one way to think about what

service improvements might have the most impact.

Question Mean | % Count | Total
Neg Dissat.
Q11d. Amount of IMAP/email disk storage space 3.66| 43% 482 208
Q11e. Value of email service relative to cost 4.09| 32% 362 115
Q53c. Library resources: Online journals 4.12| 30% 322 95
Q53a. Library resources: Books 3.66| 40% 215 86
Q11c. Web mail client 460 19% 448 84
Q52a. Berkeley Lab Library services overall 4.10| 26% 312 82
Q57e. Value of IT Division services relative to cost 439 21% 331 70
Q15c. Berkeley Lab Calendar ease of use 4.33| 24% 280 66
Q53d. Library resources: Online indices/databases 415 27% 240 64
Q33a. Voicemail 452 14% 458 63
Q11a. Spam blocking 485 12% 501 62
Q6c. IT Div website: Ease of finding information you need 445 18% 324 58
Q53b. Library resources: Printed journals 412 24% 215 52
Q6d. IT Div website: Clarity of information on services and costs 449 18% 276 51
Q8a. IT Software Downloads page: Selection of software 448 | 16% 289 46
Q18a. eRoom overall 412 28% 138 38
Q15a. Berkeley Lab Calendar features 452 14% 280 38
Q53g. Library resources: Wireless access to the network 4.07 | 30% 119 36
Q57b. IT Division responsiveness to your needs 4.91 8% 453 36
Q39d. Cyber Security Annual Refresher training 4.76 8% 409 34
Q15e. Berkeley Lab Calendar web client 432 19% 171 33
Q57c. IT Division communication with you 4.87 7% 440 31
Q53e. Library resources: Assistance with researching scientific literature 4.30| 22% 124 27
Q53h. Library resources: Reading area 443 | 19% 144 27
Q22a. BLIS portal overall 427 15% 176 27
Q6b. IT Div website: Currency of content (up-to-dateness) 4.80| 10% 281 27
Q57d. IT Division technical competence 506 6% 444 27
Q56a. IT Service Division overall 4.81 5% 492 26
Q57a. IT Division delivery of services 487 6% 439 25
Q8b. IT Software Downloads page: Ease of use 4.93 9% 274 24
Q15b. Berkeley Lab Calendar reliability 4.83 9% 274 24
Q53f. Library resources: Public computer access 439 21% 109 23
Q15d. Berkeley Lab Calendar customer support 454 18% 119 21
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Question Mean | % Count | Total
Neg Dissat.

Q4a. IT help desk 518| 5% 411 20
Q6a. IT Div website: Quality of content 4.85 5% 316 17
Q36b. On-site cellular coverage 429 25% 65 16
Q38a. Cyber Security Program overall 5.07 3% 441 15
Q39b. Information on security policies and recommendations 5.05 4% 425 15
Q39a. Support for appropriately protecting your computer resources 5.07 3% 424 13
Q11b. Reliability of sending and receiving email 5.36 3% 515 13
Q27d. BRS: Ease of use 413 31% 39 12
Q36¢. Cellular service PDA support 3.75| 46% 24 11
Q39c. Computer Protection Program website 4.99 3% 365 10
Q32a. Conference Network Support overall 459 11% 71 8
Q36a. Cellular validation process 453 | 12% 57 7
Q27c. BRS: Response time 4.36| 19% 36 7
Q27a. BRS: Availability of needed data 442 | 16% 38 6
Q27b. BRS: Readability of reports 454 | 14% 35 5
Q48d. Value of SCS service relative to cost 480 10% 30 3
Q48b. SCS response time 5.03| 8% 38 3
Q48c. SCS technical competence 5.16 5% 38 2
Q48a. SCS customer service 5.03 5% 39 2
Q37a. Wireless air card 4.82 6% 17 1
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