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Overview: NHERI User Satisfaction Research
The NSF requires NHERI to conduct user satisfaction research yearly for the first five years of the NHERI program. This survey was conducted by the User Forum committee fulfill this requirement for the second year of the program.
Year Two User Satisfaction Survey
The 2018 survey was substantially revised from the 2017 version; new or revised questions are noted in the full survey report.  Revisions were based on feedback from the User Forum committee. Building on the 2017 survey, the committee expanded and refined the questions to obtain more details. Questions featured mixed response options, which yielded both qualitative and quantitative data. Using the online survey software, Qualtrics, the committee collected data from April 4, 2018 until April 30, 2018.  Three messages were sent by the NHERI leadership to NHERI users inviting participation and as reminders to complete the survey.  Invitations were sent to 1,958 NHERI users who opted-in to contact; 125 users began the survey, but eight declined to participate. Of those 117 who agreed to participate, between 39 and 69 went on to answer questions, yielding a response rate of approximately 2% - 4% individuals.  This response rate is similar to that of the 2017 user satisfaction survey.

Overall Findings Summary
The 2018 survey was constructed to yield both quantitative and qualitative data.  Quantitative data suggest positive experiences and feedback for NHERI facilities and resources. Regarding interaction with and utilization of NHERI facilities and resources, about half of respondents were not planning to submit a proposal utilizing NHERI, while the other half were at various points in proposal and research processes.  Additionally, over half of users reported intentions of using pre-existing data, as well as producing and uploading new data, and only a quarter of users only intended to utilize pre-existing data.
In the areas of information about NHERI facilities and resources, NHERI staff, scheduling, equipment, support resources, data utilization and interface, and online resources and tools, respondent feedback was generally more positive than negative.  Additionally, a number of questions from the 2017 user satisfaction survey were repeated in 2018; at basic levels, respondent feedback in 2018 on those questions was more positive than in 2017.
Qualitative data paint a more negative picture, with some respondents using open-ended questions as opportunities to air grievances.  The majority of these were directed toward website speed, access, organization, and general usability. Negativity in qualitative responses should be interpreted with caution, however, as a very small sample of an already small population provided responses to these questions, and they are in contradiction to the much more positive responses demonstrated by quantitative data.
Given the low survey response rate and the limited number of respondents, care should be given with respect to putting too much emphasis on the findings presented here. Rather, these results should be used as and part of considering ways to improve NHERI’s offerings.
Below are the broad themes for potential action that emerged from an analysis of the survey: 
Q9 – Do you have any additional comments regarding information about NHERI Facilities and Resources (N = 13)? 
· Responses to this question generally expressed concern for organization, comprehensiveness, and clarity of information about NHERI.   

· Several respondents expressed a perceived lack of clarity regarding costs associated with using NHERI facilities and resources.  

Q15 – Do you have any additional comments about NHERI Facilities’ and Resources’ staff, scheduling, and equipment (N = 9)? 
· Those who provided feedback described inconsistency amongst facilities and perceived informal barriers to navigating facilities.  

Q22 – The process of uploading my data is easy to complete (N = 39).
· Responses to this question reflect a downward trend in ease of use from the 2017 survey results, indicating data uploading could be an area for improvement.

Q22 – The process of adding metadata matches my expectations (N = 39). 
· Similar to data upload experiences, this is also a potential area of improvement.

Q24 – Do you have any additional comments regarding NHERI data (N = 8)? 
· Respondents described grievances with website navigation and usability.
 
Q27 – What is the most important change to NHERI’s services, tools, and resources that would improve your experience with them (N = 17)? 
· Respondents spoke primarily to the perceived need for improvements to access, speed, organization, and navigation. 
· Others echoed requests for improvements to organization and navigation.  

Q30 – Of the following which would you be most interested in participating in or using (N = 42)? 
· Respondents were most interested in a calendar of events, followed closely by a newsletter summarizing NHERI related information, an annual workshop meeting for NHERI researchers, and video footage of experiments.  

General observation: We need to improve the survey response rate and revise the approach to gathering evaluation data.
