Measuring User Satisfaction for NHERI (Natural Hazards Engineering Research
Infrastructure)

Ramtin Kargarmoakhar®), Mohammad Khosravi(?, James 0. Malley(3), Liesel Ritchie(¥,
Stephanie Smallegan(®), Nina Stark(), Max Stephens(?), Elaina J. Sutley*(), Adda
Athanasopoulos-Zekkos()

(1) Structural/Bridge Engineer, AECOM, Sacramento, CA, USA, E-mail: Ramtin.kargarmoakhar@aecom.com

(2) Assistant Professor, Civil Engineering Department, Montana State University, Bozeman, MT, E-mail:
mkhosravi@montana.edu

() Senior Principal, Degenkolb Engineers, San Francisco, CA, USA, E-mail: malley@degenkolb.com

(4) Associate Professor, Department of Sociology and Center for the Study of Disasters and Extreme Events, Oklahoma
State University, Stillwater OK, USA E-mail: liesel.ritchie@okstate.edu

(5) Assistant Professor, Civil, Coastal, and Environmental Engineering, University of South Alabama, Mobile, AL, USA, E-
mail: ssmallegan@southalabama.edu.

(6) Anthony and Catherine Moraco Associate Professor, Charles E. Via, Jr. Department of Civil and Environmental
Engineering, Blacksburg, VA, USA, E-mail: ninas@vt.edu.

(7 Lecturer, Department of Civil and Environmental Engineering, University of Auckland, New Zealand, E-mail:
max.stephens@auckland.ac.nz

(8) Chair’s Council Assistant Professor, Civil Environmental and Architectural Engineering, University of Kansas, KS, USA,
E-mail: enjsutley@ku.edu.

(9) Associate Professor of Civil and Environmental Engineering, University of Michigan, MI, USA, E-mail:
addazekk@umich.edu

*Corresponding author

Abstract

The User Forum is a Natural Hazards Engineering Research Infrastructure (NHERI)-wide group
focused on providing the NHERI Council with independent advice on community user satisfaction,
priorities, and needs relating to the use and capabilities of NHERI. The User Forum has
representation across NHERI activities, including representatives working directly with the
Network Coordination Office (NCO), Education and Community Outreach (ECO), Facilities
Scheduling, and Technology Transfer efforts. The User forum also provides feedback on the NHERI
Science Plan.

As the community voice within the governance of NHERI, the User Forum is composed of members
nominated and elected by the NHERI community for a specified term of one to two years. User
Forum membership spans academia and industry, the full breadth of civil engineering and social
science disciplines, and widespread hazard expertise including earthquakes, windstorms, and
water events. One of the primary responsibilities of the User Forum is to conduct an annual
community user satisfaction survey for NHERI users, and publish a subsequent Annual Community
Report. Measuring user satisfaction and providing this feedback to the NHERI Council is critical to
supporting the long-term sustainability of NHERI and its mission as a multidisciplinary and multi-
hazard network.

In this paper, the role and key activities of the User Forum are described, including User Forum
member election procedures, User Forum member representation and roles across NHERI
activities, and the processes for measuring and reporting user satisfaction. This paper shares the
user satisfaction survey distributed to NHERI users, and discusses the challenges to measuring



community user satisfaction based on the definition of user. Finally, this paper discusses the
evolving approaches of measuring user satisfaction using other methods, including engaging with
the twelve NHERI research infrastructures, and developing a rubric for systematic evaluation
executed by the User Forum.



