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1. Executive Summary 

In 2010, the initial satisfaction measurement for VA OIT set a baseline score of 67.  In 2011, satisfaction had a significant 4-point improvement to an index of 71. The current federal government average is 65. Thus, OIT outperforms the federal government average by 6 points. 

Employee participation in the survey was quite extensive across the VA locations. A total of 226 locations participated in the survey with 140 of those locations having 50 or more responses. 

In addition to measuring satisfaction, the survey asked about the interactions employees had with OIT. In 2011, employees were slightly more likely to use email to contact OIT as 38% used that mode compared to 35% in 2010, and usage of phone for contacting OIT was down slightly from 45% to 43%.  

Employees were slightly more likely to know who to contact for support or about a technology problem than in 2010 – 87% knew who to contact for support and 86% knew who to contact with a technology problem. These were both up 3% from last year.  The ISO Officer was known by 89% of employees and 78% knew the Privacy Officer.

Patterns of interactions with OIT were very similar to those of 2010 with respect to the frequency of contacts and the specific services about which employees were contacting OIT. In 2010 and 2011 employees were asked about the number of interactions they had regarding the following: Telecommunications, Office IT equipment support, Computer Systems, Network-based services, Application software, and Security and Privacy support.  Office IT equipment support (90%) and Telecommunications (88%) remain the most frequent reasons for contact, while Application software is the reason cited least often (40%).

Security and Privacy Support, and Communication remain among the highest rated areas in the survey.  The newly added questions about the Local ISO also scored among the highest rated areas.

· With respect to Security and Privacy Support, VA OIT staff was rated as being professional and available while providing timely and effective responses to employees. 
· In the area of Communication, IT outages were communicated clearly and employees were notified in a timely manner about services being restored.  

· Local ISOs were rated as being accessible and providing timely support that was both effective and complete. Sixty-one percent (61%) rated it in the 80s or higher.
Employees rated services (including telecommunications, equipment support service, computer systems, network based services, application software service and security and privacy support) highest for the professionalism of staff with response effectiveness generally the second highest rated attribute.  Employees rated timeliness of response and availability of staff  the lowest.

1.1. Recommendations

Satisfaction with the services of OIT improved. Generally, scores below 70 indicate a need for improvement.  Telecommunication Service, Computer Systems and System Usage and Function have moderate impacts on satisfaction and should be addressed secondarily where scores are lower.

Some of the higher performing areas also have the least impact on satisfaction. Low-impact areas of Communications, Security Privacy and Support, and Local ISO scored very well. Given the low impact on satisfaction and generally strong scores, VA IT should just maintain their current levels of performance in these areas.
VA IT had broad participation in the survey across most locations – 140 locations had 50 or more responses. Future administrations of the survey need to build on this level of participation and continue to communicate to employees the importance of survey feedback to improving operations. Communicate the key findings from this report so they understand the types of information the survey provides to the organization.

2. Introduction and Methodology

The American Customer Satisfaction Index (ACSI) is the national indicator of customer evaluations of the quality of goods and services available to U.S. residents. It is the only uniform, cross-industry/government measure of customer satisfaction. Since 1994, the ACSI has measured satisfaction, its causes, and its effects, for seven economic sectors, 41 industries, more than 200 private-sector companies, two types of local government services, the U.S. Postal Service, and the Internal Revenue Service. ACSI has measured more than 100 programs of federal government agencies since 1999. This allows benchmarking between the public and private sectors and provides information unique to each agency on how its activities that interface with the public affect the satisfaction of customers. The effects of satisfaction are estimated, in turn, on specific objectives (such as public trust). 

This report was produced by CFI Group. If you have any questions regarding this report, please contact CFI Group at 734-930-9090.

2.1. Segment Choice 

This report is about the U.S. Department of Veterans Affairs Office of Information and Technology (OIT) to measure satisfaction with the products and services they provide their internal customers. The baseline measure was conducted in 2010, which consisted of two waves of data collection. To compare 2011 results to last year’s the results from both waves of data collection in 2010 were combined.  

2.2. Customer Sample and Data Collection

CFI Group provided a survey link to the VA OIT for distribution to all VA locations. VA OIT sent an e-mail which contained the survey link to respondents. The survey was hosted by CFI Group. Data were collected from February 7, 2011 through March 25, 2011. A total of 20,986 valid responses were received. A breakdown of responses by locations is provided in the tables on the following pages.

The following 19 locations had over 200 responses. There were also 331 respondents who selected “other”.
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OR, Portland - Portland VA Medical Center 635

MD, Baltimore - VA Maryland Health Care System 634

OK, Muskogee - Muskogee Regional Office 547

UT, Salt Lake City - VA Salt Lake City Health Care System 358

PA, Lebanon - Lebanon VA Medical Center 350

Other 331

TX, Dallas - VA North Texas Health Care System: Dallas VA Medical Center 316

MO, St. Louis - St. Louis Regional Office 301

WA, Seattle - VA Puget Sound Health Care System - Seattle Division 293

WV, Martinsburg - Martinsburg VA Medical Center 280

MI, Ann Arbor - VA Ann Arbor Healthcare System 246

TX, Houston - Michael E. DeBakey VA Medical Center 242

CA, San Diego - VA San Diego Healthcare System 239

MS, Biloxi - VA Gulf Coast Veterans Health Care System 232

DC, Washington D.C. - Washington D.C. Medical Center 230

CT, West Haven - VA Connecticut Healthcare SystemWest Haven Campus 224

ME, Augusta - Togus VA Medical Center 213

WV, Clarksburg - Clarksburg - Louis A. Johnson VA Medical Center 213

NJ, East Orange - East Orange Campus of the VA New Jersey Health Care 

System 209

AZ, Tucson - Southern Arizona VA Health Care System 202


The following 63 locations had between 100 and 199 responses.
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RI, Providence - Providence VA Medical Center 195

OK, Muskogee - Jack C. Montgomery VAMC 193

WI, Milwaukee - Milwaukee Regional Office 193

PA, Wilkes-Barre - Wilkes-Barre VA Medical Center 192

NY, New York - Manhattan Campus of the VA NY Harbor Healthcare System 189

TN, Mountain Home - Mountain Home VA Medical Center 188

PA, Pittsburgh - VA Pittsburgh Healthcare System ( University Drive Division ) 186

PA, Erie - Erie VA Medical Center 185

PA, Philadelphia - Philadelphia Regional Office and Insurance Center 180

DE, Wilmington - Wilmington VA Medical Center 179

MA, Bedford - Edith Nourse Rogers Memorial Veterans Hospital 169

TX, Waco - Waco Regional Office 162

IL, Chicago - Jesse Brown VA Medical Center 161

NY, Brooklyn - Brooklyn Campus of the VA NY Harbor Healthcare System 160

VT, White River Junction - White River Junction VA Medical Center 158

KS, Wichita - Wichita Regional Office 155

NY, Northport - Northport VA Medical Center 154

AZ, Phoenix - Phoenix VA Health Care System 152

NY, Buffalo - VA Western New York Healthcare System at Buffalo 152

ND, Fargo - Fargo VA Medical Center 151

OH, Chillicothe - Chillicothe VA Medical Center 151

IN, Marion - VA Northern Indiana Health Care System - Marion Campus 150

WA, Spokane - Spokane VA Medical Center 150

NM, Albuquerque - New Mexico VA Health Care System 147

WV, Huntington - Huntington VA Medical Center 144

NY, Bronx - James J. Peters VA Medical Center 143

NC, Salisbury - Salisbury - W.G. (Bill) Hefner VA Medical Center 142

PA, Pittsburgh - VA Pittsburgh Healthcare System ( Highland Drive Division) 141

VA, Salem - Salem VA Medical Center 141

AZ, Prescott - Northern Arizona VA Health Care System 140

NY, Albany - Albany VA Medical Center: Samuel S. Stratton 138

OH, Dayton - Dayton VA Medical Center 138

PA, Philadelphia - Philadelphia VA Medical Center 138

NY, Syracuse - Syracuse VA Medical Center 133

NY, Canandaigua - Canandaigua VA Medical Center 130

FL, Gainesville - North Florida/South Georgia Veterans Health System 129

PA, Pittsburgh - VA Pittsburgh Healthcare System  (H. John Heinz III Progressive 

Care Center ) 129

CA, Long Beach - VA Long Beach Healthcare System 128

IN, Fort Wayne - VA Northern Indiana Health Care System-Fort Wayne Campus 128

VA, Richmond - Hunter Holmes McGuire VA Medical Center 125

WI, Madison - William S. Middleton Memorial Veterans Hospital 123

DC, Washington -  Veterans Benefits Administration 121

MI, Saginaw - Aleda E. Lutz VA Medical Center 121

IA, Des Moines - Des Moines Division - VA Central Iowa Health Care System 119

MA, Brockton - VA Boston Healthcare System (Brockton Campus) 119

TN, Memphis - Memphis VA Medical Center 119

NV, Las Vegas - VA Southern Nevada Healthcare System (VASNHS) 117

FL, Bay Pines - Bay Pines VA Healthcare System 115

NY, Bath - Bath VA Medical Center 115

TN, Murfreesboro - Tennessee Valley Healthcare System - Alvin C. York 

(Murfreesboro) Campus 115

MI, Iron Mountain - Oscar G. Johnson VA Medical Center 114

NY, Castle Point - Castle Point Campus of the VA Hudson Valley Health Care 

System 114

GA, Dublin - Carl Vinson VA Medical Center 113

LA, New Orleans - Southeast Louisiana Veterans Health Care System 113

CO, Lakewood - Denver Regional Office 110

SC, Columbia - Wm. Jennings Bryan Dorn VA Medical Center 110

LA, Pineville - Alexandria VA Medical Center 109

MA, Jamaica Plain - VA Boston Healthcare System (Jamaica Plain Campus) 109

AR, Fayetteville - Veterans Health Care System of the Ozarks 107

WY, Sheridan - Sheridan VA Medical Center 107

TN, Nashville - Nashville Regional Office 103

IA, Iowa City - Iowa City VA Medical Center 101

PA, Altoona - Altoona - James E. Van Zandt VA Medical Center 101


The following 58 locations had between 50 and 99 responses.
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LA, Shreveport - Overton Brooks VA Medical Center 98

MN, St. Paul - St. Paul Regional Office 96

NY, Montrose - Franklin Delano Roosevelt Campus of the VA Hudson Valley 

Health Care System (Montrose) 95

ID, Boise - Boise VA Medical Center 94

MA, Leeds - Northampton VA Medical Center 93

WA, Lakewood - VA Puget Sound Healthcare System - American Lake Division 92

TX, Austin -  Austin Automation Center 91

PA, Coatesville - Coatesville VA Medical Center 88

VA, Hampton - Hampton VA Medical Center 88

WI, Tomah - Tomah VA Medical Center 88

GA, Decatur - Atlanta Regional Office 87

NH, Manchester - Manchester VA Medical Center 87

NJ, Lyons - Lyons Campus of the VA New Jersey Health Care System 87

OH, Columbus - Chalmers P. Wylie Ambulatory Care Center 87

AL, Montgomery - Montgomery Regional Office 86

CA, San Francisco - San Francisco VA Medical Center 86

VA, Roanoke - Roanoke Regional Office 86

FL, Tampa - James A. Haley Veterans' Hospital 84

MA, West Roxbury - VA Boston Healthcare System (West Roxbury Campus) 84

DC, Washington - VACO 81

PA, Butler - VA Butler Healthcare 81

WV, Beckley - Beckley VA Medical Center 80

MA, Boston - Boston VA Regional Office 77

OR, Roseburg - VA Roseburg Healthcare System 77

CA, San Diego - San Diego Regional Office 75

DC, Washington -  Veterans Health Administration 73

WA, Walla Walla - Jonathan M. Wainwright Memorial VA Medical Center - Walla 

Walla 73

OH, Cleveland - Cleveland Regional Office 71

OK, Oklahoma City - Oklahoma City VA Medical Center 71

WA, Vancouver - Portland VA Medical Center - Vancouver Campus 69

CO, Denver -  VA Health Administration Center, Denver 68

CA, Loma Linda - VA Loma Linda Healthcare System 67

FL, Orlando - Orlando VA Medical Center 67

FL, West Palm Beach - West Palm Beach VAMC 66

TX, Temple - Central Texas Veterans Health Care System - Olin E Teague 

Veterans' Center 65

NC, Durham - Durham VA Medical Center 64

NY, Buffalo - Buffalo Regional Office 64

IL, Chicago - Chicago Regional Office 63

GA, Augusta - Charlie Norwood VA Medical Center 62

OR, Portland - Portland Regional Office 62

OH, Cincinnati - Cincinnati VA Medical Center 61

AL, Birmingham - Birmingham VA Medical Center 60

NC, Winston-Salem - Winston-Salem Regional Office 60

TN, Nashville - Tennessee Valley Healthcare System - Nashville Campus 60

CA, Oakland - Oakland Regional Office 59

WV, Huntington - Huntington Regional Office 59

OH, Cleveland - Louis Stokes VA Medical Center 58

AR, Little Rock - Central Arkansas Veterans Healthcare System John L. 

McClellan Memorial Veterans Hospital 57

TX, Temple - Central Texas Veterans Health Care System 57

CT, Newington - VA Connecticut Healthcare SystemNewington Campus 54

MN, Minneapolis - Minneapolis VA Medical Center 54

WI, Milwaukee - Clement J. Zablocki Veterans Affairs Medical Center 53

IL, Danville - VA Illiana Health Care System 52

IN, Indianapolis - Richard L. Roudebush VA Medical Center (Indianapolis VA 

Medical Center) 52

CA, Los Angeles - VA Greater Los Angeles Healthcare System (GLA) 51

AZ, Phoenix - Phoenix Regional Office 50

CO, Denver - VA Eastern Colorado Health Care System 50

MI, Detroit - John D. Dingell VA Medical Center 50


The following 42 locations had between 20 and 49 responses.
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IN, Indianapolis - Indianapolis Regional Office 49

TX, Big Spring - West Texas VA Health Care System 49

FL, Gainesville - Malcom Randall VAMC 47

RI, Providence - Providence Regional Office 47

KY, Louisville - Robley Rex VA Medical Center 45

DC, Washington  - ORD - Office of Research and Development 44

MS, Jackson - G.V. (Sonny) Montgomery VA Medical Center 44

NY, Batavia - VA Western New York Healthcare System at Batavia 42

PA, Pittsburgh - Pittsburgh Regional Office 42

SD, Sioux Falls - Sioux Falls VA Medical Center 41

TX, Bonham - VA North Texas Health Care System: Sam Rayburn Memorial 

Veterans Center 41

CA, Los Angeles - Los Angeles Regional Office 40

MS, Jackson - Jackson Regional Office 40

IL, Hines - Edward Hines Jr. VA Hospital 39

NJ, Newark - Newark Regional Office 39

MI, Detroit - Detroit Regional Office 38

PR, Hato Rey - San Juan Regional Office 38

TX, Houston - Houston Regional Office 38

FL, Lake City - Lake City VAMC 36

TX, El Paso - El Paso VA Health Care System 33

AR, North Little Rock - North Little Rock Regional Office 32

CA, Palo Alto - VA Palo Alto Health Care System 32

LA, New Orleans - New Orleans Regional Office 31

ME, Augusta - Togus VA Medical/Regional Office Center 31

NC, Fayetteville - Fayetteville VA Medical Center 31

TX, Amarillo - Amarillo VA Health Care System 31

TX, Waco - Central Texas Veterans Health Care System - Waco VA Medical 

Center 30

AR, North Little Rock - Central Arkansas Veterans Healthcare System Eugene J. 

Towbin Healthcare Center 29

NE, Lincoln - Lincoln Regional Office 29

SD, Sioux Falls - Sioux Falls Regional Office 28

TX, San Antonio - South Texas Veterans Health Care System 27

MN, St. Cloud - St. Cloud VA Medical Center 26

NE, Omaha - Omaha - VA Nebraska-Western Iowa Health Care System 26

CT, Newington - Hartford Regional Office 25

ND, Fargo - Fargo Regional Office 25

UT, Salt Lake City - Salt Lake City Regional Office 25

FL, St. Petersburg - St. Petersburg Regional Office 24

NV, Reno - Reno Regional Office 24

WY, Cheyenne - Cheyenne VA Medical / Regional Office Center 24

NY, New York - New York Regional Office 21

DE, Wilmington - Wilmington Regional Office 20

MD, Baltimore - Baltimore Regional Office 20


The following 44 locations had at least one response but fewer than 20 responses.
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KY, Louisville - Louisville Regional Office 18

MI, Ann Arbor - Eastern Area Office 18

PR, San Juan - VA Caribbean Healthcare System 16

HI, Honolulu - Honolulu Regional Office 14

GA, Decatur - Atlanta VA Medical Center 13

MT, Fort Harrison - VA Montana Health Care System 13

PI, 0930 Manila - Manila Regional Office 13

WA, Seattle - Seattle Regional Office 13

WY, Cheyenne - Cheyenne VA Medical 13

IA, Des Moines - Des Moines VA Regional Office 12

MD, Baltimore - ORD - Office of Research and Development 12

NH, Manchester - Manchester Regional Office 9

SD, Fort Meade - VA Black Hills Health Care System - Fort Meade Campus 9

AK, Anchorage - Anchorage Regional Office 8

NM, Albuquerque - Albuquerque Regional Office 8

SD, Hot Springs - VA Black Hills Health Care System - Hot Springs Campus 8

VT, White River Junction - White River Junction Regional Office 8

NC, Asheville - Asheville VA Medical Center 7

DC, Washington D.C. - Washington D.C. Regional Office 6

ID, Boise - Boise Regional Office 6

SC, Columbia - Columbia Regional Office 6

AL, Montgomery - Central Alabama Veterans Health Care SystemWest Campus 5

TN, Nashville - Southern Area Office 5

CA, Fresno - VA Central California Health Care System 4

AL, Tuscaloosa - Tuscaloosa VA Medical Center 3

AZ, Phoenix - Western Area Office 3

DC, Washington -  Board of Veterans' Appeals 3

IL, North Chicago - North Chicago VA Medical Center 3

MI, Battle Creek - Battle Creek VA Medical Center 3

MT, Fort Harrison - Fort Harrison Medical and Regional Office 3

AL, Tuskegee - Central Alabama Veterans Health Care System East Campus 2

CO, Grand Junction - Grand Junction VA Medical Center 2

DC, Washington -  National Cemetery Administration 2

HI, Honolulu - VA Pacific Islands Health Care System 2

KY, Lexington - Lexington VAMC: Leestown Division 2

SC, Charleston - Ralph H. Johnson VA Medical Center 2

TX, Austin -  Austin Financial Services Center 2

TX, Kerrville - Kerrville VA Medical Center 2

CA, Livermore - Livermore 1

CA, Mather - VA Northern California Health Care System 1

DC, Washington -  Center for Minority Veterans 1

DC, Washington -  Center for Women Veterans 1

DC, Washington -  Office of Construction & Facilities Management 1

NV, Reno - VA Sierra Nevada Health Care System 1

Number of Respondents


2.3. Questionnaire and Reporting

The questionnaire used is shown in Appendix A.  It was designed collaboratively between OIT and CFI Group in 2010 specifically for surveying customers of VA OIT. However, it follows a format common to all the federal agency questionnaires that allow cause-and-effect modeling using the ACSI model. 

Most of the questions in the survey asked the respondent to rate items on a 1 to 10 scale, where “1” is “poor” and “10” is “excellent.” Scores are converted to a 0 to 100 scale for reporting purposes. Appendix B contains the percentage responses to “non-modeled” questions.  

3. Interactions with OIT
The tables on the following pages show the frequency with which respondents contacted OIT about various services, modes of communication used and their knowledge of IT contacts.

Phone remained the most used mode of communicating with OIT with 43% using this mode of contact. However, e-mail was a close second with 38% using this mode. This gap is only 5% down from last year when the difference was 10%. Thus, the trend is towards more use of e-mail and less of phone for typical communications with OIT.  

Most respondents (87%) know who to contact if they need IT support. The same goes if they have a technology problem, most (86%) know who to contact. Both represent a 3 percentage point improvement from last year.
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The frequencies of interactions respondents have had regarding Computer Systems, Network-based service and Application software have remained relatively consistent when compared to last year’s figures. 
 SHAPE  \* MERGEFORMAT 



The frequencies of interactions respondents have had regarding Security and Privacy support, and use of production systems have remained relatively consistent when compared to last year’s figures. Note that for NCA the sample size is very small.
 SHAPE  \* MERGEFORMAT 



Nearly the same percentage had received IT system training in 2011 as had in 2010. Most (89%) know the contact information for their ISO and over three-fourths (78%) know the contact information for their Privacy Officer. Newly added questions in 2011 show that 59% received Local ISO support. Nearly the same percent (42%) received IT equipment in 2011 as had in 2010.

[image: image11.emf]PercentFrequencyPercentFrequency

Received IT system training

Had training 42% 5,364 41% 8,555

Did not have training 40% 5,076 40% 8,391

Don´t know 18% 2,366 19% 4,040

Number of Respondents

Know contact information for the following ~

Information Security Officer (ISO) 88% 12,119 89% 18,739

Privacy Officer 76% 10,387 78% 16,440

None of the above 10% 1,407 9% 1,933

Number of Respondents

Received Local ISO support

Received support N/A N/A 59% 12,434

Did not receive support N/A N/A 28% 5,874

Don´t know N/A N/A 13% 2,678

Number of Respondents

Have you received IT equipment

Received equipment 43% 5,902 42% 8,740

Have not received equipment 55% 7,487 56% 11,814

Don´t know 2% 338 2% 432

Number of Respondents 13,727 20,986

N/A 20,986

12,806 20,986

13,727 20,986

2010 2011


~ Multiple responses allowed
4. ACSI Results
4.1. Customer Satisfaction (ACSI)
The Customer Satisfaction Index (CSI) is a weighted average of three questions. The questions are answered on 1-10 scale and converted to a 0-100 scale for reporting purposes. The three questions measure: Overall satisfaction; Satisfaction compared to expectations; and Satisfaction compared to an “ideal” organization. The model assigns the weights to each question in a way that maximizes the ability of the index to predict changes in agency satisfaction.

The 2011 aggregate Customer Satisfaction Index (CSI) for internal customer satisfaction with the services of VA OIT is 71 on a scale of 0 to 100.  This represents a statistically significant four-point increase over last year. It is also six points above the latest aggregate satisfaction measure for federal government (65).
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The 90% confidence interval for the Customer Satisfaction Index is +/- 0.4 points.
5. 2011 VA OIT Customer Satisfaction Model
Attribute scores are the mean (average) respondent scores to each individual question that was asked in the survey. Respondents are asked to rate each item on a 1-10 scale with “1” being “poor” and “10” being “excellent.” CFI Group converts the mean responses to these items to a 0-100 scale for reporting purposes. It is important to note that these scores are averages, not percentages. The score is best thought of as an index, with “0” meaning “poor” and “100” meaning “excellent.”  Scores are shown in the ovals on the following page.

A component score is the weighted average of the individual attribute ratings given by each respondent to the questions presented in the survey. A score is a relative measure of performance for a component, as given for a particular set of respondents. In the model on the next page, the component area “Campus Management and Set Up” is an index of the ratings of the two questions that ask about this area, “timeliness providing tools” and “training received on tools”. More detail on the model questions follow in this section of the report.

The numbers shown in the rectangles are impacts. Impacts should be read as the effect on the subsequent component if the initial driver (component) were to be improved or decreased by five points. For example, if the score for Campus Management and Set Up increased by 5 points (74 to 79), Customer Satisfaction would increase by the amount of its impact, 1.2 points, (71 to 72.2). If the driver increases by less than or more than five points, the resulting change in satisfaction would be the corresponding fraction of the original impact. Impacts are additive. Thus, if multiple areas were to each improve by 5 points the related improvement in satisfaction will be the sum of the impacts.  

As with scores, impacts are also relative to one another.  A low impact does not mean a component is unimportant.  Rather, it means that a five-point change in that one component is unlikely to result in much improvement in Satisfaction at this time. Therefore, components with higher impacts are generally recommended for improvement first, especially if scores are lower for those components.

5.1. VA IT Internal Customer Satisfaction Model
[image: image13.emf]Communication

80

0.0

Telecommunication Service

75

0.8

Equipment Support Service

75

1.1

Computer Systems

76

0.7

Network Based Service

76

0.3

Application Software Service

73

0.5

Security and Privacy Support

82

0.0

System Usage and Function

73

0.6

System Training

76

0.1

Local ISO

81

0.2

Campus Mgmt. and Set Up

74

1.2

Customer

Satisfaction 

Index

71

Timeliness providing tools

Training received on tools

Professionalism

Response effectiveness

Availability of staff

Timeliness of response

Professionalism

Response effectiveness

Availability of staff

Timeliness of response

Professionalism

Response effectiveness

Availability of staff

Timeliness of response

Ease of using system

Meets your informational needs

Professionalism

Response effectiveness

Availability of staff

Timeliness of response

Professionalism

Response effectiveness

Availability of staff

Timeliness of response

Completeness of support

Effectiveness of service

Timeliness of support

Availability of the ISO

IT systems training

Completeness of support

Effectiveness of service

Timeliness of support

Availability of the ISO

Communicate IT outages clearly

Timeliness of notification

Overall satisfaction

Satisfaction compared to expectations

Satisfaction compared to ideal


N= 20,986

Note that the Customer Satisfaction index is calculated only with the results of the three ACSI questions shown on page 15. The arrow in the figure above indicates that the components (shown in the boxes) can influence or impact satisfaction but their scores are not used to directly calculate the Customer Satisfaction Index.
6. Drivers of Customer Satisfaction

The chart below shows each of the drivers of satisfaction ranked by 2011 score with 2010 score shown for comparison. With the exception of the two specific components (which had very small samples) all drivers improved from their 2010 baseline measure.

Security and Privacy Support, Local ISO and Communication are among the highest rated areas with all scoring in the 80s. Conversely, among the lower rated areas are System Usage and Function, Application Software Service and Campus Management and Set up with aggregate ratings of either 73 or 74. 
 SHAPE  \* MERGEFORMAT 



6.1. Campus Management and Set up

Impact 1.2

Forty-two percent (42%) of respondents had received IT equipment or began using an IT service over the past 12 months. Campus Management and Set up continues to have one of the highest impacts on customer satisfaction with an impact of 1.2. This area had a significant 6-point increase in score from last year and this improvement was key to the overall improvement in customer satisfaction. In particular, training received on tools rated 8 points higher in 2011. 

Campus Management and Set up
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6.2. Equipment Support Service

Impact 1.1

Most respondents (90%) contacted OIT regarding Equipment Support Service. Equipment Support Service continues to have a strong impact on satisfaction with an impact of 1.1.  This area had a significant 4-point improvement from last year, which contributed considerably to the improvement in the satisfaction index for OIT.

Equipment Support Service was again rated highest at an aggregate level for its professionalism (81). Effectiveness rated somewhat lower (76) but also had a 4-point improvement. Availability and timeliness of response remain the lowest rated attributes of Equipment Support Service. However, these items improved by 4 and 5 points, respectively.   

Equipment Support Service
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6.3. Telecommunication Service

Impact 0.8

Most respondents (88%) contacted OIT regarding Telecommunications Service. Telecommunication Service had a moderate impact on satisfaction with an impact of 0.8.  This area had a significant 4-point improvement over last year. Timeliness of response improved 5 points. OIT was again rated highest at an aggregate level for its professionalism (81) in providing telecommunication service. Effectiveness rated somewhat lower (76) but still improved 4 points from last year. Availability and response time remain the lowest rated areas within Telecommunication Service but also had 5 and 4-point improvements, respectively. 

Telecommunication Service
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6.4. Computer Systems 

Impact 0.7

Overall, Computer Systems have a moderate impact on satisfaction of 0.7. Computer Systems were rated highest for professionalism (81). Response effectiveness (77) was the next highest rated attribute, while availability and timeliness of response were rated the lowest (74).  In 2010, scores were produced at the Office-level rather than in aggregate so no comparisons for 2010 are shown below. Refer to the chart on page 18 to view the Office-level scores for this component.

Computer Systems
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6.5. System Usage and Functionality

Impact 0.6

Overall, System Usage and Functionality was rated 73 and has a moderate impact of 0.6. Two questions were evaluated in this area and produced identical scores for the attributes, ease of using the system and meets your informational needs, both scored 73.  In 2010, scores were produced at the Office level rather than in aggregate so no comparisons for 2010 are shown in the chart below. 

System Usage and Functionality
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6.6. Application Software Service

Impact 0.5

Two-fifths of respondents contacted OIT regarding application software service.  Ratings for Application Software Service improved a significant 5 points from last year. This area has a modest impact of 0.5 on satisfaction.

Application Software Service was again rated highest for professionalism (78). Response effectiveness was rated lower (72) with staff availability (71) and timeliness of response (70) remaining the lowest rated items in this area. However, all Application Software Service attributes improved 4 or 5 points.

Application Software Service

[image: image20.emf]73

78

72

71

70

68

74

68

66

65

Application Software Service

Professionalism

Response effectiveness

Availability of staff

Timeliness of response

2011 2010 -Combined


6.7. Network Based Service

Impact 0.3

Seventy-two percent (72%) of respondents contacted OIT regarding a network based service. This area had a significant 5-point improvement from last year to 76. Network Based Service has a low impact on satisfaction of 0.3. 

Network Based Service was again rated highest for professionalism (81). Response effectiveness was rated slighter lower (76) but was still up 5 points from last year. Availability of staff and timeliness of response were rated 74; both represent 6-point improvements from last year.

Network Based Service
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6.8. Local ISO

Impact 0.2

New questions were added in 2011 about the Local ISO therefore no comparative data for 2010 is available. Fifty-nine percent (59%) of respondents received Local ISO support. 

This was one of the highest rated areas (81) and it has a low impact on satisfaction of 0.2. Completeness of support and effectiveness of service were the highest rated attributes (82). However, timeliness of support (81) and accessibility of the ISO (80) were also rated strongly.

Local ISO
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6.9. System Training

Impact 0.1

Forty-one percent (41%) of respondents received system training.  Training on the IT system continues to have a lower impact on satisfaction with an impact of 0.1. Ratings for System Training improved a significant 3 points from last year. 

System Training
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6.10. Security and Privacy Support

Impact 0.0

Fifty-eight percent (58%) of respondents contacted OIT about Security and Privacy Support.  This was again the highest rated area on the survey with a score of 82, which was a significant 4-point improvement over last year.

Impact remains at 0.0, which does not mean that Security and Privacy Support is unimportant to respondents but rather that improvements in this area will not increase customer satisfaction at this time. Ratings remain highest for the professionalism (84).  However, response effectiveness rated 83 and timeliness of response and availability of staff rated in the 80s as well.

Security and Privacy Support
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6.11. Communications

Impact 0.0

At an aggregate level, Communications remains one of the highest rated areas (80). As was the case in 2010, it still has an impact on satisfaction of 0.0, which does not mean that Communications are unimportant to respondents but rather that improvements in this area will not increase customer satisfaction at this time.

Respondents felt that IT outages were being clearly communicated (82) and felt they were being notified in a timely manner about services being restored (79). Each attribute improved a significant 3 points from last year.

Communications
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7. Comparisons

Comparisons of Drivers

Six of the drivers asked the same attribute questions about availability of staff, professionalism, timeliness of response and response effectiveness. A comparison of the scores for those attributes shows that OIT rates highest for their professionalism across all of these services. Next highest rated is response effectiveness. Timeliness of response and availability of staff were consistently the lowest rated attributes.
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Comparisons to one year ago

In addition to the rating these attributes, respondents were asked to compare services to a year ago with respect to the staff being available, professionalism, timeliness of response and effectiveness of response.  Professionalism, which was the highest rated of these attributes also fared the best in comparisons to last year. Nearly half (48%) thought professionalism was about the same as last year and one-third (33%) thought it was slightly or much better than last year, while only 7% thought professionalism was slightly or much worse. 

Response effectiveness fared second best in comparisons to last year with 44% feeling it was about the same and 34% thought it was slightly or much better, while 12% thought response effectiveness was slightly or much worse than last year. 

Timeliness of response and availability of staff fared similarly as forty-one percent (41%) and forty percent, respectively, thought it was about the same as last year. For both timeliness of response and availability of staff one-third (33%) thought it was slightly or much better. Conversely, 14% and 15%, respectively, thought availability of staff and timeliness of response was slightly or much worse than it was last year.
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8. Appendices

8.1. Appendix A : Survey Questionnaire

APPENDIX A : SURVEY QUESTIONNAIRE

This Page Intentionally Left Blank

US Department of Veterans Affairs

Office of Information and Technology

FINAL VERSION
Introduction (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

The Office of Information and Technology (OIT) is seeking feedback from its customers. Please take a moment to give us your feedback on the services provided to you by the Office Information and Technology.  Your participation is critical to the success of this survey.  The results will help inform us on areas for potential improvement, and guide our efforts to improve the services we provide you.

This survey is entirely voluntary and your answers will remain anonymous. Individual responses will not be reported or released for any respondent. 

CFI Group, an independent research and consulting firm that specializes in measuring customer satisfaction, is conducting this survey.  

It will take approximately 15-20 minutes to complete the survey.  Thank you in advance for your participation.

DEMO1. What VA Office do you work for?

1. VBA

2. VHA

3. NCA

4. Other

Communication (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Q1.
 How do you typically communicate with the Office of Information and Technology?

1. Email

2. Phone

3. Face-to-face

4. Do not communicate directly with OIT

5. Don’t know

Think about the communications you receive from IT. Please rate IT on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent. If a particular question does not apply to you, please select N/A.

Q2.
Clearly communicating planned IT outages to your office

Q3.
Notifying you in a timely manner that services have been restored
Help Desk Support (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Q4.
When you need support for IT Services do you know whom to contact?

1. Yes

2. No

 Q5.
If you have a technology problem, do you know whom to contact for help?

1. Yes

2. No

Q6. 
Approximately how many interactions did you have with OIT during the past 12 months regarding Telecommunications (includes: network connectivity, phone, cell phone, blackberry phone, etc.)?

1. Did not contact OIT regarding telecommunications  

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q6 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q7-10

Think about the service you receive from OIT regarding telecommunications. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q7.
Availability of staff

Q8.
Professionalism    

Q9.
Timeliness of response

Q10. Effectiveness of response to request

Q11.
Approximately how many interactions did you have with OIT during the past 12 months regarding Office IT equipment support (includes: desktop PC, laptop, printer, document scanners, etc.)?

1. Did not contact OIT regarding office IT equipment support

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q11 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q12-15


Think about the service you receive from OIT regarding office IT equipment support. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q12.
Availability of staff

Q13.
Professionalism    

Q14.
Timeliness of response

Q15. Effectiveness of response to request

ASK Q16 IF DEMO1 =1 (VBA)

Q16.
Approximately how many interactions did you have with OIT during the past 12 months regarding Computer Systems (All applications that you use to perform your daily duties.)  For example:  MAPD, SHARE, VETSNET AWARDS, BDN, COVERS, CAPRI, C_WINRS, FMS, TIMS, etc.)?

1. Did not contact OIT regarding computer systems

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q16 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q17-20

Think about the service you receive from OIT regarding Computer Systems (MAPD, SHARE, VETSNET AWARDS, BDN, COVERS, CAPRI, C_WINRS, FMS, TIMS, etc.) support. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q17.
Availability of staff

Q18.
Professionalism    

Q19.
Timeliness of response

Q20. Effectiveness of response to request

ASK Q21 IF DEMO=2 (VHA)

Q21.
Approximately how many interactions did you have with OIT during the past 12 months regarding Computer Systems (All applications that you use to perform your daily duties.  For example:  VISTA.)?

1. Did not contact OIT regarding computer systems

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q21 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q22-25


Think about the service you receive from OIT regarding Computer Systems (VISTA, etc.) support. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q22.
Availability of staff

Q23.
Professionalism   

Q24.
Timeliness of response

Q25. Effectiveness of response to request

ASK Q26 IF DEMO1=3 (NCA)

Q26.
Approximately how many interactions did you have with OIT during the past 12 months regarding Computer Systems (All applications that you use to perform your daily duties.  For example:  BOSS)?

1. Did not contact OIT regarding computer systems

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q26 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q27-30

Think about the service you receive from OIT regarding Computer Systems (BOSS, etc.) support. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q27.
Availability of staff

Q28.
Professionalism    

Q29.
Timeliness of response

Q30. Effectiveness of response to request

ASK Q31 IF DEMO1=4 (OTHER)

Q31.
Approximately how many interactions did you have with OIT during the past 12 months regarding Computer Systems (All applications that you use to perform your daily duties)?

1. Did not contact OIT regarding computer systems

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q31 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q32-35

Think about the service you receive from OIT regarding Computer Systems (All applications that you use to perform your daily duties) support. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q32.
Availability of staff

Q33.
Professionalism    

Q34.
Timeliness of response

Q35. Effectiveness of response to request

Q36. Approximately how many interactions did you have with OIT during the past 12 months regarding Network-based services (includes: Outlook e-mail, PKI, web servers, SharePoint servers, SQL Servers)?

1. Did not contact OIT regarding network-based services

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q36 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q37-40

Think about the service you receive from OIT regarding Network Based Services (Outlook e-mail, PKI, SharePoint, Web Servers, etc) Support. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q37.
Availability of staff

Q38.
Professionalism    

Q39.
Timeliness of response

Q40. Effectiveness of response to request

Q41.
Approximately how many interactions did you have with OIT during the past 12 months regarding Application software on PCs and/or servers (includes: special-purpose software not already covered such as SAS statistical software or Microsoft Office software)?

1. Did not contact OIT regarding application software on PCs and/or servers

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q41 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q42-45

Think about the service you receive from OIT regarding Application software on PCs and/or servers (includes: special-purpose software not already covered such as Microsoft Office software (Word, Excel, Access), Adobe, etc.) Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q42.
Availability of staff

Q43.
Professionalism    

Q44.
Timeliness of response

Q45. Effectiveness of response to request

Q46.
Approximately how many interactions did you have with OIT during the past 12 months regarding Security and Privacy support (includes password resets)?

1. Did not contact OIT regarding security and privacy support

2. Once

3. 2 – 5 times

4. 6 – 10 times

5. More than 10 times

If Q46 = 2-5 (contacted at least one or more times in the past 12 months) ASK Q47-50

Think about the service you receive from OIT regarding security and privacy support (includes: password resets). Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q47.
Availability of staff

Q48.
Professionalism    

Q49.
Timeliness of response

Q50. Effectiveness of response to request

System Usage and Functionality (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

ASK Q51 IF DEMO1 =1 (VBA)

Q51.
How frequently do you use the production systems (All applications that you use to perform your daily duties?  (For example:  MAPD, SHARE, VETSNET AWARDS, BDN, COVERS, CAPRI, C_WINRS, FMS, TIMS, etc.)

1. Daily

2. Weekly

3. Monthly

4. A few times a year

5. Never (SKIP TO Q61)

If Q51 = 1-4 (used production systems at least a few times a year or more) ASK Q52-53

Q52.
Please rate the IT system that you have used over the past 12 months on ease of using that system. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent. 

Q53.
Now think about how well the IT system meets your informational needs. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

ASK Q54 IF DEMO1 =2 (VHA)

Q54.
How frequently do you use the production systems (All applications that you use to perform your daily duties?  (For example: VISTA)

1. Daily

2. Weekly

3. Monthly

4. A few times a year

5. Never (SKIP TO Q61)

If Q54 = 1-4 (used production systems at least a few times a year or more) ASK Q55-56

Q55.
Please rate the IT system that you have used over the past 12 months on ease of using that system. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent. 

Q56.
Now think about how well the IT system meets your informational needs. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

ASK Q57 IF DEMO1 =3 (NCA)

Q57.
How frequently do you use the production systems? (All applications that you use to perform your daily duties.)  For example: BOSS)

1. Daily

2. Weekly

3. Monthly

4. A few times a year

5. Never (SKIP TO Q61)

If Q57 = 1-4 (used production systems at least a few times a year or more) ASK Q58-59

Q58.
Please rate the IT system that you have used over the past 12 months on ease of using that system. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent. 

Q59.
Now think about how well the IT system meets your informational needs. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

ASK Q60 IF DEMO1 =4 (OTHER)

Q60.
How frequently do you use the production systems? (All applications that you use to perform your daily duties.)

1. Daily

2. Weekly

3. Monthly

4. A few times a year

5. Never (SKIP TO Q61)

Q60.1.
Please rate the IT system that you have used over the past 12 months on ease of using that system. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent. 

Q60.2
Now think about how well the IT system meets your informational needs. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q61.
Have you received IT system training?

1. Yes

2. No

3. Don’t Know

IF Q61=1 YES ASK Q62

Q62. Please rate the training you received on the IT system. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Information Security Officer/Privacy Officer (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Q63.
Do you know the contact information for the following (select all that apply)?

1. Information Security Officer (ISO)

2. Privacy Officer

3. None of the above

Local ISO (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Q64. Did you receive support from your Local ISO over the past 12 months?

1. Yes (ASK Q65-68)

2. No (SKIP TO Q69)

3. Don’t Know (SKIP TO Q69)

IF Q64= 1 YES ASK Q65-67

Think about the service you receive from your Local ISO. Please rate the service on the following areas. Use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q65. Timeliness of support

Q66. Accessibility of the ISO

Q67. Completeness of support

Q68. Effectiveness of service

Campus Management/Set up (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Q69.
Have you received any IT equipment or begun using any IT service, for example being recently issued a new computer, laptop or blackberry in the past 12 months?      

1. Yes (ASK Q70-71)

2. No (SKIP TO Q72)

3. Don’t know (SKIP TO Q72)

Rate the new user set up for the following. Please use a scale from 1 to 10, where 1 is Poor and 10 is Excellent.

Q70.
Please rate the timeliness in IT providing you with basic IT tools such as PC and/or laptop, telephone, etc.

Q71.
Please rate the training you received on using the basic IT tools in your new position and/or location. If you did not receive training please select N/A.

ACSI Benchmark Questions (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Now please consider all of your experiences with the IT Services in answering the following.

Q72.
Using a 10-point scale on which “1” means “Very dissatisfied” and “10” means “Very satisfied,” how satisfied are you with the services provided by IT?

Q73.
To what extent have the services of IT met your expectations? Please use a 10-point scale on which "1" now means "Falls short of your expectations" and "10" means "Exceeds your expectations."    

Q74.
Now think about what an ideal IT service provider would be like.

How well do you think the services provided by IT compare with that ideal?  Please use a 10-point scale on which "1" means "Not very close to the ideal" and "10" means "Very close to the ideal."

Finally, we would like your opinion as to whether the service you and those who report to you received from OIT during the past year is worse, better, or about the same as it was a year ago in the following areas…

Q75. Availability of staff

1. Much Worse

2. Slightly Worse

3. About the same

4. Slightly Better

5. Much Better

6. Don’t Know

Q76.
Professionalism    

1. Much Worse

2. Slightly Worse

3. About the same

4. Slightly Better

5. Much Better

6. Don’t Know

Q77.
Timeliness of response

1. Much Worse

2. Slightly Worse

3. About the same

4. Slightly Better

5. Much Better

6. Don’t Know

Q78. Effectiveness of response to request

1. Much Worse

2. Slightly Worse

3. About the same

4. Slightly Better

5. Much Better

6. Don’t Know

Background (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Your answers to the following background questions will help us categorize the results. Your responses will remain anonymous.

DEMO2. What location are you most closely affiliated with? (Select one from list.)

1. AK-Anchorage-Anchorage Regional Office

2. AL-Birmingham-Birmingham VA Medical Center

3. AL-Montgomery-Central Alabama Veterans Health Care System West Campus

4. AL-Montgomery-Montgomery Regional Office

5. AL-Tuscaloosa-Tuscaloosa VA Medical Center

6. AL-Tuskegee-Central Alabama Veterans Health Care System East Campus

7. AR-Fayetteville-Veterans Health Care System of the Ozarks

8. AR-Little Rock-Central Arkansas Veterans Healthcare System John L. McClellan Memorial Veterans Hospital

9. AR-North Little Rock-Central Arkansas Veterans Healthcare System Eugene J. Towbin Healthcare Center

10. AR-North Little Rock-North Little Rock Regional Office

11. AZ-Phoenix-Phoenix Regional Office

12. AZ-Phoenix-Phoenix VA Health Care System

13. AZ-Phoenix-Western Area Office

14. AZ-Prescott-Northern Arizona VA Health Care System

15. AZ-Tucson-Southern Arizona VA Health Care System

16. CA-Fresno-VA Central California Health Care System

17. CA-Livermore-Livermore

18. CA-Loma Linda-VA Loma Linda Healthcare System

19. CA-Long Beach-VA Long Beach Healthcare System

20. CA-Los Angeles-Los Angeles Regional Office

21. CA-Los Angeles-VA Greater Los Angeles Healthcare System (GLA)

22. CA-Mather-VA Northern California Health Care System

23. CA-Menlo Park-Menlo Park

24. CA-Oakland-Oakland Regional Office

25. CA-Palo Alto-VA Palo Alto Health Care System

26. CA-San Diego-San Diego Regional Office

27. CA-San Diego-VA San Diego Healthcare System

28. CA-San Francisco-San Francisco VA Medical Center

29. CO-Denver- VA Health Administration Center, Denver

30. CO-Denver-VA Eastern Colorado Health Care System

31. CO-Grand Junction-Grand Junction VA Medical Center

32. CO-Lakewood-Denver Regional Office

33. CT-Newington-Hartford Regional Office

34. CT-Newington-VA Connecticut Healthcare System Newington Campus

35. CT-West Haven-VA Connecticut Healthcare System West Haven Campus

36. DC-Washington- Board of Contract Appeals

37. DC-Washington- Board of Veterans' Appeals

38. DC-Washington- Center for Minority Veterans

39. DC-Washington- Center for Women Veterans

40. DC-Washington- National Cemetery Administration

41. DC-Washington- Office of Construction & Facilities Management

42. DC-Washington- Office of Employment Discrimination Complaint Adjudication

43. DC-Washington- Office of General Counsel

44. DC-Washington- Office of Inspector General

45. DC-Washington- Office of Small & Disadvantaged Business Utilization

46. DC-Washington- Special Assistant to the Secretary for Veterans Service Organizations Liaison

47. DC-Washington- Veterans Benefits Administration

48. DC-Washington- Veterans Health Administration

49. DC-Washington-VACO

50. DC-Washington -ORD - Office of Research and Development

51. DC-Washington D.C.-Washington D.C. Medical Center

52. DC-Washington D.C.-Washington D.C. Regional Office

53. DE-Wilmington-Wilmington Regional Office

54. DE-Wilmington-Wilmington VA Medical Center

55. FL-Bay Pines-Bay Pines VA Healthcare System

56. FL-Gainesville-Malcom Randall VAMC

57. FL-Gainesville-North Florida/South Georgia Veterans Health System

58. FL-Lake City-Lake City VAMC

59. FL-Miami-Miami VA Healthcare System

60. FL-Orlando-Orlando VA Medical Center

61. FL-St. Petersburg-St. Petersburg Regional Office

62. FL-Tampa-James A. Haley Veterans' Hospital

63. FL-West Palm Beach-West Palm Beach VAMC

64. GA-Augusta-Charlie Norwood VA Medical Center

65. GA-Decatur-Atlanta Regional Office

66. GA-Decatur-Atlanta VA Medical Center

67. GA-Dublin-Carl Vinson VA Medical Center

68. HI-Honolulu-Honolulu Regional Office

69. HI-Honolulu-VA Pacific Islands Health Care System

70. IA-Des Moines-Des Moines Division - VA Central Iowa Health Care System

71. IA-Des Moines-Des Moines VA Regional Office

72. IA-Iowa City-Iowa City VA Medical Center

73. ID-Boise-Boise Regional Office

74. ID-Boise-Boise VA Medical Center

75. IL-Chicago-Chicago Regional Office

76. IL-Chicago-Jesse Brown VA Medical Center

77. IL-Danville-VA Illiana Health Care System

78. IL-Hines-Edward Hines Jr. VA Hospital

79. IL-North Chicago-North Chicago VA Medical Center

80. IN-Fort Wayne-VA Northern Indiana Health Care System-Fort Wayne Campus

81. IN-Indianapolis-Indianapolis Regional Office

82. IN-Indianapolis-Richard L. Roudebush VA Medical Center (Indianapolis VA Medical Center)

83. IN-Marion-VA Northern Indiana Health Care System - Marion Campus

84. KS-Wichita-Wichita Regional Office

85. KY-Lexington-Lexington VA Medical Center

86. KY-Lexington-Lexington VAMC: Cooper Division

87. KY-Lexington-Lexington VAMC: Leestown Division

88. KY-Louisville-Louisville Regional Office

89. KY-Louisville-Robley Rex VA Medical Center

90. LA-New Orleans-New Orleans Regional Office

91. LA-New Orleans-Southeast Louisiana Veterans Health Care System

92. LA-Pineville-Alexandria VA Medical Center

93. LA-Shreveport-Overton Brooks VA Medical Center

94. MA-Bedford-Edith Nourse Rogers Memorial Veterans Hospital

95. MA-Boston-Boston VA Regional Office

96. MA-Brockton-VA Boston Healthcare System (Brockton Campus)

97. MA-Jamaica Plain-VA Boston Healthcare System (Jamaica Plain Campus)

98. MA-Leeds-Northampton VA Medical Center

99. MA-West Roxbury-VA Boston Healthcare System (West Roxbury Campus)

100. MD-Baltimore-Baltimore Regional Office

101. MD-Baltimore-ORD - Office of Research and Development

102. MD-Baltimore-VA Maryland Health Care System

103. ME-Augusta-Togus VA Medical Center

104. ME-Augusta-Togus VA Medical/Regional Office Center

105. MI-Ann Arbor-Eastern Area Office

106. MI-Ann Arbor-VA Ann Arbor Healthcare System

107. MI-Battle Creek-Battle Creek VA Medical Center

108. MI-Detroit-Detroit Regional Office

109. MI-Detroit-John D. Dingell VA Medical Center

110. MI-Iron Mountain-Oscar G. Johnson VA Medical Center

111. MI-Saginaw-Aleda E. Lutz VA Medical Center

112. MN-Minneapolis-Minneapolis VA Medical Center

113. MN-St. Cloud-St. Cloud VA Medical Center

114. MN-St. Paul-St. Paul Regional Office

115. MO-St. Louis-St. Louis Regional Office

116. MS-Biloxi-VA Gulf Coast Veterans Health Care System

117. MS-Jackson-G.V. (Sonny) Montgomery VA Medical Center

118. MS-Jackson-Jackson Regional Office

119. MT-Fort Harrison-Fort Harrison Medical and Regional Office

120. MT-Fort Harrison-VA Montana Health Care System

121. NC-Asheville-Asheville VA Medical Center

122. NC-Durham-Durham VA Medical Center

123. NC-Fayetteville-Fayetteville VA Medical Center

124. NC-Salisbury-Salisbury - W.G. (Bill) Hefner VA Medical Center

125. NC-Winston-Salem-Winston-Salem Regional Office

126. ND-Fargo-Fargo Regional Office

127. ND-Fargo-Fargo VA Medical Center

128. NE-Lincoln-Lincoln Regional Office

129. NE-Omaha-Omaha - VA Nebraska-Western Iowa Health Care System

130. NH-Manchester-Manchester Regional Office

131. NH-Manchester-Manchester VA Medical Center

132. NJ-East Orange-East Orange Campus of the VA New Jersey Health Care System

133. NJ-Lyons-Lyons Campus of the VA New Jersey Health Care System

134. NJ-Newark-Newark Regional Office

135. NM-Albuquerque-Albuquerque Regional Office

136. NM-Albuquerque-New Mexico VA Health Care System

137. NV-Las Vegas-VA Southern Nevada Healthcare System (VASNHS)

138. NV-Reno-Reno Regional Office

139. NV-Reno-VA Sierra Nevada Health Care System

140. NY-Albany-Albany VA Medical Center: Samuel S. Stratton

141. NY-Batavia-VA Western New York Healthcare System at Batavia

142. NY-Bath-Bath VA Medical Center

143. NY-Bronx-James J. Peters VA Medical Center

144. NY-Brooklyn-Brooklyn Campus of the VA NY Harbor Healthcare System

145. NY-Buffalo-Buffalo Regional Office

146. NY-Buffalo-VA Western New York Healthcare System at Buffalo

147. NY-Canandaigua-Canandaigua VA Medical Center

148. NY-Castle Point-Castle Point Campus of the VA Hudson Valley Health Care System

149. NY-Montrose-Franklin Delano Roosevelt Campus of the VA Hudson Valley Health Care System (Montrose)

150. NY-New York-Manhattan Campus of the VA NY Harbor Healthcare System

151. NY-New York-New York Regional Office

152. NY-Northport-Northport VA Medical Center

153. NY-Syracuse-Syracuse VA Medical Center

154. OH-Chillicothe-Chillicothe VA Medical Center

155. OH-Cincinnati-Cincinnati VA Medical Center

156. OH-Cleveland-Cleveland Regional Office

157. OH-Cleveland-Louis Stokes VA Medical Center

158. OH-Columbus-Chalmers P. Wylie Ambulatory Care Center

159. OH-Dayton-Dayton VA Medical Center

160. OK-Muskogee-Jack C. Montgomery VAMC

161. OK-Muskogee-Muskogee Regional Office

162. OK-Oklahoma City-Oklahoma City VA Medical Center

163. OR-Portland-Portland Regional Office

164. OR-Portland-Portland VA Medical Center

165. OR-Roseburg-VA Roseburg Healthcare System

166. PA-Altoona-Altoona - James E. Van Zandt VA Medical Center

167. PA-Butler-VA Butler Healthcare

168. PA-Coatesville-Coatesville VA Medical Center

169. PA-Erie-Erie VA Medical Center

170. PA-Lebanon-Lebanon VA Medical Center

171. PA-Philadelphia-Philadelphia Regional Office and Insurance Center

172. PA-Philadelphia-Philadelphia VA Medical Center

173. PA-Pittsburgh-Pittsburgh Regional Office

174. PA-Pittsburgh-VA Pittsburgh Healthcare System  (H. John Heinz III Progressive Care Center )

175. PA-Pittsburgh-VA Pittsburgh Healthcare System ( Highland Drive Division)

176. PA-Pittsburgh-VA Pittsburgh Healthcare System ( University Drive Division )

177. PA-Wilkes-Barre-Wilkes-Barre VA Medical Center

178. PI-0930 Manila-Manila Regional Office

179. PR-Hato Rey-San Juan Regional Office

180. PR-San Juan-VA Caribbean Healthcare System

181. RI-Providence-Providence Regional Office

182. RI-Providence-Providence VA Medical Center

183. SC-Charleston-Ralph H. Johnson VA Medical Center

184. SC-Columbia-Columbia Regional Office

185. SC-Columbia-Wm. Jennings Bryan Dorn VA Medical Center

186. SD-Fort Meade-VA Black Hills Health Care System - Fort Meade Campus

187. SD-Hot Springs-VA Black Hills Health Care System - Hot Springs Campus

188. SD-Sioux Falls-Sioux Falls Regional Office

189. SD-Sioux Falls-Sioux Falls VA Medical Center

190. TN-Memphis-Memphis VA Medical Center

191. TN-Mountain Home-Mountain Home VA Medical Center

192. TN-Murfreesboro-Tennessee Valley Healthcare System - Alvin C. York (Murfreesboro) Campus

193. TN-Nashville-Nashville Regional Office

194. TN-Nashville-Southern Area Office

195. TN-Nashville-Tennessee Valley Healthcare System - Nashville Campus

196. TX-Amarillo-Amarillo VA Health Care System

197. TX-Austin- Austin Automation Center

198. TX-Austin- Austin Financial Services Center

199. TX-Big Spring-West Texas VA Health Care System

200. TX-Bonham-VA North Texas Health Care System: Sam Rayburn Memorial Veterans Center

201. TX-Dallas-VA North Texas Health Care System: Dallas VA Medical Center

202. TX-El Paso-El Paso VA Health Care System

203. TX-Houston-Houston Regional Office

204. TX-Houston-Michael E. DeBakey VA Medical Center

205. TX-Kerrville-Kerrville VA Medical Center

206. TX-San Antonio-South Texas Veterans Health Care System

207. TX-Temple-Central Texas Veterans Health Care System

208. TX-Temple-Central Texas Veterans Health Care System - Olin E Teague Veterans' Center

209. TX-Waco-Central Texas Veterans Health Care System - Waco VA Medical Center

210. TX-Waco-Waco Regional Office

211. UT-Salt Lake City-Salt Lake City Regional Office

212. UT-Salt Lake City-VA Salt Lake City Health Care System

213. VA-Hampton-Hampton VA Medical Center

214. VA-Richmond-Hunter Holmes McGuire VA Medical Center

215. VA-Roanoke-Roanoke Regional Office

216. VA-Salem-Salem VA Medical Center

217. VT-White River Junction-White River Junction Regional Office

218. VT-White River Junction-White River Junction VA Medical Center

219. WA-Lakewood-VA Puget Sound Healthcare System - American Lake Division

220. WA-Seattle-Seattle Regional Office

221. WA-Seattle-VA Puget Sound Health Care System - Seattle Division

222. WA-Spokane-Spokane VA Medical Center

223. WA-Vancouver-Portland VA Medical Center - Vancouver Campus

224. WA-Walla Walla-Jonathan M. Wainwright Memorial VA Medical Center - Walla Walla

225. WI-Madison-William S. Middleton Memorial Veterans Hospital

226. WI-Milwaukee-Clement J. Zablocki Veterans Affairs Medical Center

227. WI-Milwaukee-Milwaukee Regional Office

228. WI-Tomah-Tomah VA Medical Center

229. WV-Beckley-Beckley VA Medical Center

230. WV-Clarksburg-Clarksburg - Louis A. Johnson VA Medical Center

231. WV-Huntington-Huntington Regional Office

232. WV-Huntington-Huntington VA Medical Center

233. WV-Martinsburg-Martinsburg VA Medical Center

234. WY-Cheyenne-Cheyenne VA Medical

235. WY-Cheyenne-Cheyenne VA Medical / Regional Office Center

236. WY-Sheridan-Sheridan VA Medical Center

237. Other

ASK DEMO 3 ONLY IF DEMO=1 VBA

DEMO3. What service or service line do you primarily work in? (Select one)

1. Education

2. Compensation/Pension

3. Vocational & Rehabilitation

4. Insurance Center 

5. Loan Guaranty

6. Support Services

7. Human Resources

8. Director’s Office

9. Other

ASK DEMO4 ONLY IF DEMO1=2 VHA

DEMO4. What service or service line do you primarily work in? (Select one)

1. Acquisition and material management

2. Anesthesia

3. Audio and speech pathology

4. Blind rehabilitation

5. Canteen

6. Chaplin

7. Chief of Staff

8. Dental

9. Dermatology

10. Dialysis

11. Director

12. Domiciliary

13. Education

14. Engineering

15. Environmental management

16. Fiscal

17. Geriatrics and extended care

18. Health administration

19. Human resources management

20. Information resource management

21. Information systems center

22. Library

23. Medical media

24. Medicine

25. Neurology

26. Nuclear medicine

27. Nursing/patient care service

28. Nursing home

29. Nutrition and food service

30. Office of Information and Technology

31. Optometry/ophthalmology

32. Primary care

33. Pathology and laboratory medicine

34. Pharmacy

35. Physical medicine and rehabilitation

36. Podiatry

37. Prosthetics

38. Psychiatry

39. Psychology

40. Radiation therapy

41. Radiology

42. Recreation

43. Research

44. Security

45. Social work

46. Spinal cord injury

47. Surgery

48. Veterans Assistance

49. Voluntary

50. Other (Specify)
ASK DEMO5 ONLY IF DEMO1=3 NCA

DEMO5. What service or service line do you primarily work in? (Select one)

1. Headquarters

2. Field

ASK DEMO6 ONLY IF DEMO1=4 OTHER

DEMO6. What service or service line do you primarily work in? (Select one)

1. Office of the Secretary

2. Office of Public and Intergovernmental Affairs 

3. Office of Management 

4. Office of Information and Technology 

5. Office of Human Resources and Administration 

6. Office of Operations, Security and Preparedness 

7. Office of Policy and Planning 

8. Office of Congressional and Legislative Affairs 

9. Office of Acquisition, Logistics, and Construction

10. Board of Veterans' Appeals 

11. General Counsel 

12. Office of Regulation Policy and Management 

13. Inspector General 

14. Veterans Service Organizations Liaison 

15. Center for Minority Veterans 

16. Center for Women Veterans 

17. Office of Advisory Committee Management 

18. Office of Survivors Assistance 

19. Office of Employment Discrimination Complaint Adjudication 

20. Small and Disadvantaged Business Utilization 

21. Center for Veterans Enterprise 

22. Center for Faith-Based and Community Initiatives 

23. NGO Gateway Initiative

24. Federal Recovery Coordination Office 

DEMO7.  How long have you worked in this service or service line? (Select one)

1. Less than one year

2. At least one year but less than two years

3. At least two years but less than five years

4. At least five years but less than ten years

5. Ten or more years

DEMO8.  How long have you worked for the VA overall? (Select one)

1. Less than one year

2. At least one year but less than two years

3. At least two years but less than five years

4. At least five years but less than ten years

5. Ten or more years

DEMO9. What is your current level of supervisory responsibility? (Select one)

1. None

2. Team leader

3. First line supervisor

4. Manager

5. Senior Manager
Closing (NOTE: HEADINGS WILL NOT APPEAR IN SURVEY)

Thank you for your time and participation today. Your feedback is greatly appreciated.

8.2. Appendix B: Attribute Tables by Select Segments

APPENDIX B: ATTRIBUTE TABLES 
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Aggregate Scores
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Sample Size 13,72720,986

Communication 77 80 3 * 0.0

Communicate IT outages clearly 79 82 3 * --

Notify you services restored 76 79 3 * --

Telecommunication Service 71 75 4 * 0.8

Availability of staff 67 71 4 * --

Professionalism 78 81 3 * --

Timeliness of response 67 72 5 * --

Response effectiveness 72 76 4 * --

Equipment Support Service 71 75 4 * 1.1

Availability of staff 68 72 4 * --

Professionalism 77 81 4 * --

Timeliness of response 67 72 5 * --

Response effectiveness 72 76 4 * --

Computer Systems -- 76 -- 0.7

Availability of staff -- 74 -- --

Professionalism -- 81 -- --

Timeliness of response -- 74 -- --

Response effectiveness -- 77 -- --

Computer Systems - VBA 80 82 2 * --

Availability of staff 78 80 2 * --

Professionalism 83 84 1 --

Timeliness of response 78 80 2 * --

Response effectiveness 80 83 3 * --

Computer Systems - VHA 72 75 3 * --

Availability of staff 68 72 4 * --

Professionalism 77 80 3 * --

Timeliness of response 69 73 4 * --

Response effectiveness 72 76 4 * --

Computer Systems - NCA 66 64 -2 --

Availability of staff 62 65 3 --

Professionalism 74 65 -9 --

Timeliness of response 63 63 0 --

Response effectiveness 63 64 1 --

Computer Systems - Other 68 79 11 * --

Availability of staff 65 77 12 * --

Professionalism 73 83 10 * --

Timeliness of response 65 78 13 * --

Response effectiveness 67 80 13 * --

Network Based Service 71 76 5 * 0.3

Availability of staff 68 74 6 * --

Professionalism 77 81 4 * --

Timeliness of response 68 74 6 * --

Response effectiveness 71 76 5 * --

Scores

Difference Significant 

Difference

Aggregate 

Impacts


Aggregate Scores (cont.)
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Sample Size 13,72720,986

Application Software Service 68 73 5 * 0.5

Availability of staff 66 71 5 * --

Professionalism 74 78 4 * --

Timeliness of response 65 70 5 * --

Response effectiveness 68 72 4 * --

Security and Privacy Support 78 82 4 * 0.0

Availability of staff 76 80 4 * --

Professionalism 81 84 3 * --

Timeliness of response 77 81 4 * --

Response effectiveness 79 83 4 * --

System Usage and Function -- 73 -- 0.6

Ease of using the system -- 73 -- --

Meets your informational needs -- 73 -- --

System Usage and Function - VBA 75 77 2 * --

Ease of using the system 74 76 2 * --

Meets your informational needs 75 77 2 * --

System Usage and Function - VHA 70 72 2 * --

Ease of using the system 70 72 2 * --

Meets your informational needs 70 73 3 * --

System Usage and Function - NCA 71 55 -16 * --

Meets your informational needs 73 55 -18 * --

Ease of using the system 70 55 -15 --

System Usage and Function - Other 69 78 9 * --

Ease of using the system 69 77 8 * --

Meets your informational needs 69 79 10 * --

System Training 73 76 3 * 0.1

IT systems training 73 76 3 * --

Local ISO -- 81 -- 0.2

Timeliness of support -- 81 -- --

Accessibility of the ISO -- 80 -- --

Completeness of the support -- 82 -- --

Effectiveness of service -- 82 -- --

Campus Management and Set up 68 74 6 * 1.2

Timeliness IT providing tools 71 76 5 * --

Training received on tools 63 71 8 * --

Customer Satisfaction Index 67 71 4 * --

Overall satisfaction 69 73 4 * --

Compared to expectations 66 71 5 * --

Compared to ideal 65 70 5 * --

Scores

Difference Significant 

Difference

Aggregate 

Impacts
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