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1.  Purpose
The study was designed to examine and objectively rate the ease of access to ACT products and services from a customer’s (internal and external) perspective.  The study was not intended to be a customer survey, but was designed to gather objective data in order to rate the infrastructure currently in place providing customer ease of access within the ACT organization.  The effort was prompted by the Corporate Balanced Scorecard measure requiring ACT to “monitor and rate its ease of access through an internal/external access study.”   Succeeding Balanced Scorecard measures for years FY04-FY07 call for improving this base lined rating.  Data for succeeding years will be collected through the use of customer satisfaction surveys that are part of a separate initiative.

2.  Method  
The study focused on three areas within the Technical Center - Corporate (ACT-1-10), Office of Innovations & Solutions (ACB), and Office of Operations, Technology, & Acquisitions (ACX).  A team of examiners (three internal and one external) looked at each of these areas for ease of access to products and services using a series of questions (indicators) regarding the use of brochures, the Internet site, and telephone access.   The questions were scored as follows:

a.  Responses for each of the questions were tabulated according to“yes”or “no” answers.  A not applicable (N/A) answer was allowed but was not used in the scoring.

 b. The responses were weighted as “yes” = 1 and “no” = 0.  

c.  The total score was calculated by dividing the total number of “yes” answers by the total number of questions (N/A’s were not counted) and then multiplying that decimal by 100 to achieve a percentage rating.  This percentage provides the baseline of ease of access for ACT as a whole.

3.  Tool

The tool used consisted of a series of questions applied individually to ACT-1– 10, ACB and ACX.  Findings were assigned to each of these areas and then combined to provide an overall score. The series of questions used, the scoring and comments where applicable are attached to this study as Appendix A.

4.  Results

This study was conducted June 26, 2003.  The results of the study showed an overall ACT ease of access rating of 55%.  

5.  Factors Affecting Study Results

· The study examined the internet site only as the intranet site is not available to all customers

· The study and resulting findings were conducted prior to the institution of the one-stop-shopping effort currently underway by ACX-5

· A brochure for ACX was not available and questions regarding a brochure for ACX were rated not applicable

· The Technical Center brochure was published prior to the reorganization and did not reflect current strategic objectives

· The telephone access scores were lowered somewhat because it appeared the telephone operators had no directory other than the 411 system and their own knowledge of the organization

· Some secretaries had a Technical Center Telephone Listing updated 4/1/03 to guide them, but branch level secretaries were generally not aware of this directory

· The Technical Center emphasizes its projects, although stand-alone services are referred to, thereby not providing ease of access to services 

APPENDIX A

Index Table for Corporate Access

	
	Indicator
	Yes 
	No 
	NA
	Comment

	Web

External

                 
	1.  Is there a web page?
	x
	
	
	

	
	2. Is there a link to services on the web page?


	x
	
	
	Some are there but not as services.  There is a “services” tab on the intraweb site, not the external site.

	
	3.  Is there a point of contact for the services?


	
	
	x
	Nothing says services

	
	4.  Can the point of contact be easily contacted (phone number or e-mail address)?


	
	
	x
	Nothing says services

	
	5.  Is there a process in place for improving website access (on-line way to capture suggestions for quality and/or improvements)?


	
	x
	
	

	
	6.  Does the web page contain the Technical Center’s mission statement?


	x
	
	
	

	
	7.  Is the website visually appealing to the user?


	x
	
	
	

	
	8.  Is the website user friendly (are the services posted in a way that makes them easy to access)?


	
	x
	
	Services are on the intranet only

	
	9.  Are available services adequately defined or explained?


	
	x
	
	

	
	10.  Is the person/organization’s name on the web page?


	x
	
	
	Need a name on 1st page for corporate (as it is now, one must go down two levels)

	
	11.  Is there a way to get questions answered (either by e-mail or a phone number)?


	x
	
	
	Fax only

	
	12.  Is the services section complete (are all services that should be there actually there)?


	
	x
	
	

	
	13.  Is there a way to track hits to the site?
	
	
	x
	

	
	14.  Is there a person/organization assigned responsibility for the web page?


	x
	
	
	

	
	15.  Is that person’s name on the site
	x
	
	
	

	Brochure
	16.  Is there a brochure of services?


	x
	
	
	

	
	17.  Does the brochure give the web address?


	x
	
	
	

	
	18.  Does the brochure give a contact point for general questions?


	
	x
	
	There are numbers for services but not for general questions

	
	19.  Are the services adequately explained?


	x
	
	
	

	
	20.  Are the services completely listed?


	x
	
	
	Many are listed.  Public affairs is not.  Services listed differ from those on the web site

	
	21.  Is the brochure visually appealing?


	x
	
	
	

	
	22.  Is the brochure well laid out?


	
	x
	
	Too cumbersome, no page #s, no index, general information is on the last page instead of up front

	
	23.  Is there a way to determine if the brochure is current?


	
	x
	
	

	
	24.  Is the brochure current?


	
	x
	
	

	
	25.  Does the brochure contain a mission?


	x
	
	
	

	
	26.  Is the name of the organization/person responsible for the brochure indicated on the brochure? 


	
	x
	
	

	Brochure 

Internal
	27.  Is there a person or organization designated as responsible for the brochure:


	x
	
	
	Norm Hite

	
	28.  Is there a process in place for distributing brochures?


	
	x
	
	

	Telephone

Internal/

External
	29.  Is there a list of services?


	x
	
	
	

	
	30.  Does the list contain contact points?


	x
	
	
	

	
	31.  Is this list available externally?


	
	x
	
	

	
	32.  Is this list available internally?


	x
	
	
	

	
	33.  Have the Center operators been supplied with this list?
	
	x
	
	

	
	34.  Have the secretaries been supplied with this list?


	x
	
	
	Some

	
	35.  If there is a question about the service, is there a source person within the organization with the responsibility for customer service to assist the caller in accessing the correct information/contact point?
	
	x
	
	People find out information as best they can – but there is no one, per se, with this responsibility

	
	36.  Is this person’s name known to the Center telephone operator?


	
	x
	
	

	
	37.  Is this person’s name known to the organization’s secretaries?


	
	x
	
	

	
	38.  When telephoning the Technical Center, is there ease of access to services provided Corporately?


	
	x
	
	


Index Table for ACB Access

	
	Indicator
	Yes 
	No 
	NA
	Comment

	Web

External

                 
	1.  Is there a web page?
	x
	
	
	

	
	2.  Is there a link to services on the web page?


	x
	
	
	Found under ACB Customer & Program Management Services

	
	3.  Is there a point of contact for the services?


	x
	
	
	

	
	4.  Can the point of contact be easily contacted (phone number or e-mail address)?


	x
	
	
	

	
	5.  Is there a process in place for improving website access (on-line way to capture suggestions for quality and/or improvements)?


	x
	
	
	Not on Internet

	
	6.  Does the web page contain a mission statement?


	
	x
	
	

	
	7.  Is the website visually appealing to the user?


	
	x
	
	Too much white space.  Doesn’t seem to adjust well to different resolutions

	
	8.  Is the website user friendly (are the services posted in a way that makes them easy to access)?
	
	x
	
	Could use left margin index or table of contents

	
	9.  Are services available services adequately defined or explained?


	x
	
	
	Defined as projects, not services

	
	10.  Is the person/organization’s name on the web page?


	x
	
	
	

	
	11.  Is there a way to get questions answered (either by e-mail or a phone number)?


	x
	
	
	

	
	12.  Is there a way of tracking hits to the site?


	
	
	x
	

	
	13.  Is the services section complete (are all services that should be there actually there)?


	x
	
	
	

	
	14.  Is there a person/organization assigned responsibility for the web page?


	
	x
	
	

	
	15.  Is that person’s name on the site


	
	x
	
	

	Brochure
	16.  Is there a brochure of services?


	x
	
	
	Listed by projects only

	
	17.  Does the brochure give the web address?


	x
	
	
	

	
	18.  Does the brochure give a contact point for questions?


	x
	
	
	

	
	19.  Are the services adequately explained?
	
	x
	
	

	
	20.  Are the services completely listed?


	
	x
	
	Brochure doesn’t match ACB website list of services

	
	21.  Is the brochure visually appealing?


	x
	
	
	

	
	22.  Is the brochure well laid out?


	x
	
	
	

	
	23.  Is there a way to determine if the brochure is current?


	
	x
	
	

	
	24.  Is the brochure current?


	
	x
	
	

	
	25.  Does the brochure contain a mission?


	
	x
	
	Not specifically

	
	26.  Is the name of the organization/person responsible for the brochure indicated on the brochure? 


	
	x
	
	

	Brochure 

Internal
	27.  Is there a person or organization designated as responsible for the brochure:


	
	x
	
	

	
	28.  Is there a process in place for distributing brochures?
	x
	
	
	

	Telephone

Internal/

External
	29.  Is there a list of services?


	x
	
	
	

	
	30.  Does the list contain contact points?


	x
	
	
	

	
	31.  Is this list available externally?


	
	x
	
	

	
	32.  Is this list available internally?


	x
	
	
	

	
	33.  Has the Center operator been supplied with this list?


	
	x
	
	

	
	34.  Have the Secretaries been supplied with this list?


	x
	
	
	Not all know about the list

	
	35.  If there is a question about the service, is there a source person within the organization with the responsibility for customer service to assist the caller in accessing the correct information/contact point?
	x
	
	
	Domain directors 

	
	36.  Is this person’s name known to the Center telephone operator?


	
	x
	
	

	
	37.  Is this person’s name known to the organization’s secretaries?


	x
	
	
	Domain directors

	
	38.  When telephoning the Technical Center, is there ease of access to the Office of Innovations and Solutions provided services?


	
	x
	
	


Index Table for ACX Access

	
	Indicator
	Yes 
	No 
	NA
	Comment

	Web

External

                 
	1.  Is there a web page?
	x
	
	
	

	
	2.  Is there a link to services on the web page?


	x
	
	
	

	
	3.  Is there a point of contact for the services?


	x
	
	
	

	
	4.  Can the point of contact be easily contacted (phone number or e-mail address)?


	x
	
	
	No e-mail

	
	5.  Is there a process in place for improving website access (on-line way to capture suggestions for quality and/or improvements)?


	
	x
	
	

	
	6.  Does the web page contain a mission statement?


	x
	
	
	

	
	7.  Is the website visually appealing to the user?


	x
	
	
	

	
	8.  Is the website user friendly (are the services posted in a way that makes them easy to access)?
	x
	
	
	Great layout, great navigation scheme



	
	9.  Are the services available adequately defined or explained?


	x
	
	
	

	
	10.  Is the person/organization’s name on the web page?


	x
	
	
	

	
	11.  Is there a way to get questions answered (either by e-mail or a phone number)?


	
	x
	
	

	
	12.  Is there a way to track hits


	
	
	x
	

	
	13.  Is the services section complete (are all services that should be there actually there)?


	x
	
	
	

	
	14.  Is there a person/organization assigned responsibility for the web page?


	
	x
	
	

	
	15.  Is the person’s name on the site?


	
	x
	
	

	Brochure
	16.  Is there a brochure of services?


	
	x
	
	

	
	17.  Does the brochure give the web address?


	
	
	x
	

	
	18.  Does the brochure give a contact point for questions?


	
	
	x
	

	
	19.  Are the services adequately explained?


	
	
	x
	

	
	12.  Are the services completely listed?


	
	
	x
	

	
	21.  Is the brochure visually appealing?


	
	
	x
	

	
	22.  Is the brochure well laid out?


	
	
	x
	

	
	23.  Is there a way to determine if the brochure is current?


	
	
	x
	

	
	24.  Is the brochure current?


	
	
	x
	

	
	25.  Does the brochure contain a mission?


	
	
	x
	

	
	26.  Is the name of the organization/person responsible for the brochure indicated on the brochure? 
	
	
	x
	

	Brochure 

Internal
	27  Is there a person or organization designated as responsible for the brochure:


	
	
	x
	

	
	28.  Is there a process in place for distributing brochures?


	
	
	x
	

	Telephone

Internal/

External
	29.  Is there a list of services?


	x
	
	
	

	
	30.  Does the list contain contact points?


	x
	
	
	

	
	31.  Is this list available externally?


	
	x
	
	

	
	32  Is this list available internally?


	x
	
	
	

	
	33.  Has the Center operator been supplied with this list?


	
	x
	
	

	
	34.  Have the Secretaries been supplied with this list?


	
	x
	
	Division level was aware, Branch level was not

	
	35.  If there is a question about the service, is there a source person within the organization with the responsibility for customer service to assist the caller in accessing the correct information/contact point?
	
	x
	
	

	
	36  Is this person’s name known to the Center telephone operator?
	
	x
	
	

	
	37.  Is this person’s name known to the organization’s secretaries?


	
	x
	
	

	
	38.  When phoning the Technical Center, is there ease of access to Services provided by the office of Operations, Technology & Acquisitions (ACX)?


	
	x
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