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Conducted during December 2008, with entries closing on 9th January 2009, the 3GPP survey comprised a series of questions to gauge delegates' - and indeed any other 3GPP web site users' -  satisfaction with 3GPP Mobile Competence Centre (MCC) services, by asking them to award scores from 1 to 5 (1 very poor, 5 excellent) for 11 of the 12 questions posed.

187 replies were received. At about half the number of replies to the previous survey in 2006, this response was rather disappointing, and MCC was particularly disappointed to not that only two TSG or WG chairmen responded.  MCC strives to provide as good a service as possible, including via the web site, and it is very difficult to improve that service if our customers do not give us feedback.
That said, we notice an overall reduction in scores compared to the previous survey, though the balance of replies was similar.  The average satisfaction score was 3.82 out of 5 compared with 4.54 out of 5 in 2006.  The questions in the 2006 and 2008 surveys were the same, thus these scores would be directly comparable were it not for the fact that the demography of the respondents is substantively different.  The figure below compares the scores of those questions requiring numerical score of the two surveys.
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The full results can be seen in annex A.

Considering that there were one or two "trick" questions where the service provided by MCC has remained identical over the period in question (and for which, all things being equal, an identical satisfaction score should have been obtained), we must draw the conclusion that the difference in overall scores is due either to

· the different demography of the respondents; or

· an increased level of expectation compared with two years ago.

or a combination of both.
The prominent topics addressed by the free text comments were:

· web site navigation and usability, and

· on-line tools

and these topics will be specifically addressed.  Some improvements have already been made to the new-look web site to make information easier to find, and we will make further changes to that end in the coming weeks and months.  Concerning the new style of the web site, there were comments from extremely positive to extremely negative. Some of those who complained about navigation problems had failed to find information that was in fact present, but perhaps not as intuitively as might have been.  Whilst many points were valid, some were the result of natural human reluctance to accept new methods or new approaches.  Nevertheless, we have treated each comment with care.  Of course, there were some regrettable teething troubles with the new web site when it was first launched, and these will have left some users with a jaundiced view.  Again, we apologize for those problems, which we hope are now long behind us.
Concerning on-line tools, much of the criticism centred around the Automatic Document Numbering (ADN) tool. The criticisms are justified: in fact, this tool was never intended for use by 3GPP, but is a re-use of an existing ETSI tool.  A review of ADN is under way, and we hope to be able to report our intentions before too long.  The issue is not entirely decoupled from a proposal of the Organizational Partners to improve the efficiency of approval at TSG level of uncontroversial Change Requests by means of a web-based tool for pre-meeting review and "approval in principle" prior to the TSG meetings.  We will make a report on this topic to the April OP meeting.

We will probably conduct a new survey late in 2009, and will this time try to improve dissemination of its existence in the hope of soliciting a better response than to that of 2008.

Annex A:
Survey 2008 results

Q1: Are you? :

	a delegate 161 (85.63 %)
a chairman 2 (1.07 %)
a vice-chairman 7 (3.76 %)
a non-member user 17 (9.04 %)
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Q2: How satisfied are you with the 3GPP Website in general (appearance, ease of navigation and usefulness of content)? :

	5 - 25 (13.43 %)

4 - 88 (47.03 %)

3 - 54 (28.86 %)

2 - 16 (8.55 %)

1 - 4 (2.13 %)
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Q3: How satisfied are you with the detailed content of the 3GPP website (high level of information, email exploder list information, membership information, groups/meetings and administrative information)? :
	5 - 42 (22.46 %)

4 - 98 (52.41 %)

3 - 38 (20.32 %)

2 - 6 (3.21 %)

1 - 3 (1.60 %)
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Q4: How satisfied are you with the support you receive from your "MCC Support Officer"?:
	5 - 75 (40.11 %)

4 - 74 (39.58 %)

3 - 35 (18.71 %)

2 - 1 (0.53 %)

1 - 2 (1.07 %)
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Q5: How satisfied are you with the IT infrastructure (network, file server...) during meetings? :
	5 - 34 (18.18 %)

4 - 84 (44.93 %)

3 - 41 (21.92 %)

2 - 22 (11.76 %)

1 - 6 (3.21 %)
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Q6: How satisfied are you with the accuracy and speed implementation of approved change requests? :
	5 - 59 (31.55 %)

4 - 88 (47.05 %)

3 - 28 (14.97 %)

2 - 7 (3.74 %)

1 - 5 (2.69 %)
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Q7: How satisfied are you with the web based tools (online registrations, document number allocation, etc…)? :
	5 - 58 (31.02 %)

4 - 71 (37.97 %)

3 - 47 (25.14 %)

2 - 9 (4.81 %)

1 - 2 (1.07 %)
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Q8: How satisfied are you with the web manifestation of the specifications? http://www.3gpp.org/Specifications :
	5 - 63 (33.70 %)

4 - 88 (47.69 %)

3 - 28 (14.97 %)

2 - 7 (3.74 %)

1 - 1 (0.53 %)
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Q9: How satisfied are you with the information provided in the specifications status database? www.3gpp.org/ftp/Information/ Databases/Spec_Status/3GPP-Spec-Status.zip :
	5 - 33 (17.65 %)

4 - 87 (46.53 %)

3 - 53 (28.35 %)

2 - 12 (6.42 %)

1 - 2 (1.07 %)


	[image: image10.emf]How satisfied are you with the information provided in the specifications 

status database?

1

1,07%

2

6,42%

3

28,35%

4

46,53%

5

17,65%

1 2 3 4 5





Q10: How useful do you find the CR Database? www.3gpp.org/ftp/Information/ Databases/Change_Request/CR-data.zip :
	5 - 34 (18.18 %)

4 - 75 (40.11 %)

3 - 56 (29.95 %)

2 - 17 (9.09 %)

1 - 5 (2.66 %)
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Q11: How satisfied are you with the information provided in the 3GPP Workplan? www.3gpp.org/Work-Plan :
	5 - 31 (16.57 %)

4 - 77 (41.18 %)

3 - 61 (32.63 %)

2 - 13 (6.95 %)

1 - 5 (2.67 %)
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Q12: How satisfied are you with the distribution and tracking of Liaisons Statements? http://www.3gpp.org/liaisons :
	5 - 33 (17.55 %)

4 - 89 (47.59 %)

3 - 50 (26.73 %)

2 - 13 (6.95 %)

1 - 2 (1.06 %)
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Analysis: 

The web site re-design and new user experience generated many comments – the highest total of all. The observations were mostly critical, comparing the usability and ease of use of the previous site. Despite this, the overall score of the new website (Question 2 and Question 3) averaged 3.76 out of 5.

The satisfaction rankings achieved in the 2008 were reasonably high, but considerably lower than those returned in the 2006 survey.

	Question
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	Average

	
	Website in general
	Website detailed content
	Support from SO
	IT Infrastructure
	CR Implementation
	Web based tools
	Specifications on web
	Spec. status Database
	CR Database
	Work Plan
	LS
	

	2008 
	3,61
	3,91
	4,17
	3,63
	4,01
	3,93
	4,10
	3,73
	3,62
	3,62
	3,74
	3,82  

	2006
	4,5
	4,54
	4,7
	4,4
	4,7
	4,6
	4,7
	4,5
	4,4
	4,4
	4,5
	4.54*
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