User satisfaction survey – summary of results
Background

The User Satisfaction Survey was developed by the Clearinghouse team in consultation with FaHCSIA. The survey comprised 14 questions which were designed in a user-friendly format to facilitate ease of completion by respondents. The survey was distributed to all 1,341 Closing the Gap Clearinghouse e-newsletter subscribers on Monday 16 August 2010, and was open for four weeks.

Survey results and analyses

Response rate

There were 119 responses to the survey. Based on the number of e-newsletter subscribers when the survey was distributed, it yielded a response rate of 9%. This response rate is consistent with the average response rate of 8% for non-personalised email invitation surveys that do not offer a reward (McKenzie 2009).

User satisfaction

The question asking respondents about their satisfaction when they visited the Clearinghouse website yielded a response rate of 88%. Based on their visits to the Clearinghouse website, 72% of respondents were ‘very satisfied’ and ‘satisfied’. 

Frequency of website visits

The number of times respondents had visited the website in the last six months varied. Nearly one-third (32%) of respondents had visited the Clearinghouse website 4-6 times and 41% had browsed the website 1-3 times. In the same period, 4% of respondents indicated they had not accessed the Clearinghouse website.

Visitor purpose and frequency

This question yielded a response rate of 96% and 9% of respondents opted to provide comments.

· General interest was the purpose of the visit reported by 82% of respondents

· 68% of respondents visited the Clearinghouse website for policy development work

· 88% of respondents visited the Clearinghouse website for research and evaluation

· 50% of respondents visited the Clearinghouse for personal studies.

Feedback from some respondents indicates that the Clearinghouse website is also used for communication purposes. For example, a journalist advised that online Clearinghouse resources were used to research articles, and an editor accessed online resources for producing a magazine. 

Resources used for policy development

This question yielded a response rate of 56% and 9% of respondents opted to provide comments. Almost 20% of respondents advised they had frequently used the Assessed Collection for policy work, and almost half (48%) had used the collection occasionally. Assessment Summaries were used frequently by 21% and occasionally by 35% of respondents for policy development. Resource Sheets were frequently used for policy work by 12% of respondents, and occasionally used by half (50%) of respondents, while the Research and Evaluation Register was frequently used for policy work by 16% of respondents, and occasionally used by 39% of respondents.

Website expectations

This question yielded a response rate of 98% and 16% of respondents opted to provide comments. Nearly two-thirds (63%) of respondents indicated the Clearinghouse met their expectations. Of the remaining responses, 16% said ‘no’ and 20% were ‘unsure’. Both positive and negative comments relating to website user expectations were received. Some respondents commented they expected improvements to the website as an ongoing, continuous process. Others noted improvements in navigation and online resources. 

Ease of navigation and understanding of the website

Over 70% of respondents gave a rating of ‘very good’ and ‘good’ for ease of navigation around the website and for understanding the contents of the website. However, there were mixed comments about navigation and the contents of the website. A website user noted “Recent changes to the front page have improved the navigation significantly”.  There were a few comments suggesting that after they had browsed the website and found their way across it, they then understood how it was organised. 

Usefulness of search results and ease of finding items in the collections

Over half the respondents rated usefulness of search results (57%) and ease of finding items in the Collections (56%) as ‘very good’ and ‘good’. There were mixed comments in response to this question. Some respondents had difficulty in using the search facilities effectively. For example, a user reported “Could not understand how to display search results." Feedback was received from 10 respondents suggesting that if search facilities are improved, it would make the website much better. In response to this feedback, improved search based on Google will soon be released.

Comparing the Clearinghouse resources with other online collections

The question asking website users to rate the Clearinghouse resources in comparison with other similar online collections yielded a response rate of 88%, and comments were received from 15% of website users who responded to this question. Nearly two-thirds (66%) of respondents rated the Clearinghouse resources as ‘good’ and ‘very good’ in comparison with other similar online collections.

Credibility of Clearinghouse resources

Respondents were asked how often the Clearinghouse resources were credible (i.e. provided reliable evidence). The response rate to this question was 87% Overall, most respondents indicated the Clearinghouse resources are credible.  In relation to the Assessed Collection, 74% of respondents reported it ‘usually’ or ‘always’ provided reliable evidence. Over two-thirds of respondents indicated the Assessment Summaries and Resources Sheets ‘usually’ and ‘always’ provided reliable evidence (67% and 66%respectively). A respondent commented “… I believe I can trust the information I find. I’m not always certain about the integrity of other website info”.

Usefulness of Assessment summaries

The question was designed to ascertain the usefulness of Assessment Summaries for understanding how to overcome Indigenous disadvantage. It yielded a response rate of 84%. In response to this question, 70% of website users indicated the Assessment Summaries were useful. 

Outcomes from visiting the Clearinghouse website

The question focusing on knowledge about closing the gap on Indigenous disadvantage received a response rate of 89%. Over half the respondents (57%) indicated they knew more about how to close the gap on Indigenous disadvantage after visiting the Clearinghouse website.

Help Desk facilities

Most of the respondents (92%) indicated that they had not used the Help Desk facilities. Of the ten respondents who had used the Help Desk facilities, 80% reported they found it useful, 10% indicated that they did not find it useful and 10% were ‘unsure’. Feedback from website users indicated their enquiries were responded to promptly, and the service was useful. Some respondents indicated they were not aware of the Help Desk facilities provided to website users.  

Suggestions for website improvements

Only 36% of respondents provided information on how the Closing the Gap Clearinghouse website could be improved to meet their needs. Of these, most of the responses reiterated feedback provided elsewhere in the survey. Website improvements were noted by some respondents. Others indicated they expected further improvements as the website collection expanded. User suggestions for website improvements included:

· a simple search (key word) with an option to select an advanced search

· display search results in chronological date order

· a more advanced and faster search engine like Google

· adding key government reports on Indigenous affairs (i.e. Victorian Government Indigenous Affairs Report) instead of the overly academic approach

· adding more peer-reviewed articles not just Government and self-publications

· adding more research and evaluation of programs in non-remote areas.

Other improvements suggested included marketing, promotional materials, research gaps to assist policy, articulation of the Closing the Gap strategy, and input from Aboriginal and Torres Strait Islander people. 
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