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EXECUTIVE SUMMARY

The purpose of this section is to provide an overview of the key findings of the Perceived Quality and Utility monitoring

and evaluation activities.

The Action 2.6 EUSurvey online tool and EUSurvey solution survey was launched during the first semester of 2015. The
objective of the survey was to evaluate the Perceived Quality and Utility of the EUSurvey solution. More specifically, the
goal of the survey was to understand to what extent the solution is user-friendly and to identify the benefits which users

might gain from using it.
The survey was designed in the EUSurvey tool and distributed by e-mail to 2465 respondents.

The survey was launched on the 20" of April 2015 and was active until the 19t of May 2015. In total, 379 people

responded to the survey, which accounts for 15% of the total amount of recipients.

The survey result analysis (see Table 1) shows the Action 2.6 Perceived Quality and Utility scores. The Perceived Quality

score is 3.80 (scale: 1...5) and the Utility score is 4.04 (scale: 1...5).
The detailed score calculation process is described in Section 4.2.3.

TABLE 1 — ACTION 2.6 SURVEY RESULTS
I I T N
Action 2.6
3.80 4 0.97 0.01
Perceived Quality
Utility

Conclusion: Based on the results received, EUSurvey effectively enhances cross border and cross sector interoperability.

Moreover, it saves users’ time and costs and it is easy to use. Based on the survey data analysis, the results and effects
of EUSurvey tool successfully correspond with the needs, problems and issues that are to be addressed by the ISA

programme.

However, there is a need for drawing special attention to EUSurvey’s weak aspects, i.e. the survey design process, e.g.
reducing the amount of error messages appearing during the data import/export, improving and varying the formatting

options, as well as simplifying the process of creating the multilingual surveys.

! See Glossary (Section 6.5)
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1 INTRODUCTION

CGl-Accenture has been requested to deliver a Perceived Quality and Utility Monitoring and Evaluation Report as part of
the execution of the ISA programme monitoring (Technical Annex for Specific Contract N° 52 under Framework contract

N°DI/07173).

Based on the scope of the Specific Contract, the Perceived Quality is to be measured for 9 actions and the Utility is to be
measured for 13 actions. This report covers the Perceived Quality and Utility measurements for Action 2.6 — EUSurvey

Online Tool and EUSurvey Solution.

This document is divided into the following sections:

e Section 1 provides an overview of the structure of the report;
e Section 2 provides an overview of the methodology used for the Perceived Quality and Utility measurements;
e Section 3 summarises the collected data;
e Section 4 focuses on the survey result overview and data analysis;
e Section 5 provides the survey conclusions and recommendations;
e Section 6 appendix includes:
o Statement mapping per dimensions;
o Status of the respondents agreed to be contacted;
o Raw data export;
o Respondent comments and recommendations;

o Glossary.
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2 SURVEY METHODOLOGY

A common methodology was developed by the previous ISA Monitoring and Evaluation contractor for all the surveys that
enables comparison between the different survey results. This methodology was also applied to evaluate the Action 2.6.
This section explains how the Perceived Quality and Utility are measured and what dimensions are covered under each

evaluation criterion. The last part of this section describes the architecture of the survey.

2.1 PERCEIVED QUALITY

‘Perceived Quality’ is defined as the extent to which the outputs of an ISA action are meeting its direct beneficiaries’

expectations.?

Perceived Quality is measured using the eGovQual scale model.
The assessment is based on the following dimensions:
e Efficiency: measures the degree to which the tool is easy to use;
e  Trust (Privacy): measures the degree to which the user believes the tool is safe from intrusion and protects
personal information;
e Reliability: measures the feasibility and speed of accessing, using, and receiving services of the tool;

e Support: measures the ability to get assistance when needed.

2.2 UTiLITY

‘Utility’ is defined as the extent to which the effects (impact) of an ISA action correspond with the needs, problems and

issues to be addressed by the ISA programme?®.

Utility is measured using an adaptation of the VAST (Value ASsessment Tool) methodology®, considering an additional

dimension related to the Global and Intermediate objectives of the ISA programme.
The assessment is based on the following dimensions:

e Value for the European Union: Looks at the assessment of the external value of an information system or an IT
project. External value of a project is considered to be any benefit which is delivered outside the Commission
itself. This external aspect is divided into two parts: society (Social Value) and individuals (External Users’ Value);

e Value for the European Commission: Encompasses criteria through which the internal value of an IT project can
be assessed. All factors that can contribute to the improvement of the EC performance should be considered as
delivering an internal value;

2 DG BUDG (2004), “Evaluating EU activities, a practical guide for the Commission services”
3 eGovQual scale developed by Papadomichelaki and Mentzas (2012)

4 DG BUDG (2004), “Evaluating EU activities, a practical guide for the Commission services”
5 More information can be found on: http://ec.europa.eu/dgs/informatics/vast/


http://ec.europa.eu/agriculture/eval/guide/eval_activities_en.pdf
http://imu.ntua.gr/sites/default/files/biblio/Papers/e-govqual-a-multiple-item-scale-for-assessing-e-government-service-quality.pdf
http://ec.europa.eu/agriculture/eval/guide/eval_activities_en.pdf
http://ec.europa.eu/dgs/informatics/vast/
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e Value for cross-border and cross-sector interoperability: Covers all aspects of how information system or IT
project can support the efficient and effective cross-border and cross-sector interaction between the European
Public Administrations.

The ISA Programme is mainly focusing on the value for the cross-border and cross-sector interoperability dimension.
In this context, the value for EC is considered to have a lower weight than other dimensions. Consequently, this
particular survey did not focus on this dimension and there are no utility statements that cover this dimension.

2.3 SURVEY ARCHITECTURE

In order to measure the Perceived Quality and Utility, a respondent is supposed to grade the statements based on his/her
level of agreement. A 5-point Likert scale® is used as a grading scale, ranging from ‘Strongly Agree’ to ‘Strongly Disagree’
with an additional ‘No Opinion/Not Applicable’ option. However, for this particular survey ‘Neither Agree nor Disagree’

option is omitted.

As the responses collected are depending on the users’ profiles, the user is requested to answer skip logic questions with

either ‘Yes’ or ‘No’ and afterwards more questions are presented if the respondent selected ‘Yes'.

6 A Likert Scale is a widely used scaling method developed by Rensis Likert. Likert scale refers to the use of an ordinal
4- or 5-point rating scale with each point anchored or labeled.
9


https://books.google.lv/books?id=rDib3X4YsSQC&pg=PA436&dq=Everitt+B.S.+The+Cambridge+Dictionary+of+Statistics.+Second+Edition.+Cambridge+University+Press&hl=lv&sa=X&ei=pUQIVdSqK8vWywOP9ICgBA&ved=0CFIQ6AEwBg#v=snippet&q=likert%20scale&f=false
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3 ACTION 2.6 SURVEY DATA SUMMARY

Table 2 gives an overview on the survey start date, end date, the amount of responses collected, as well as the survey

launching method.
TABLE 2 — ACTION 2.6 SURVEY DATA SUMMARY

Action 2.6 — EUSurvey Online Tool and EUSurvey Solution

Start date: 20/04/2015

End date: 19/05/2015

Sample Size: 2465

Amount of responses: 379

The survey launching method: E-mail notification and pop out

message on EUSurvey

4 SURVEY RESULTS AND ANALYSIS

This section aims to provide a detailed survey analysis and to present the results depending on the division of EUSurvey

Online Tool and EUSurvey Solution within the Action 2.6 Perceived Quality and Utility evaluation criteria.

4.1 RESPONDENT DISTRIBUTION ANALYSIS

4.1.1 Respondent Distribution by User Type and the EUSurvey Solution

Figure 1 shows the classification of the Action 2.6 survey’s respondents according to their role and the solution they used.
In total, 379 respondents participated in the survey. In total, 216 respondents indicated the Survey Author as their role
and 163 as the Survey Respondents. The majority, i.e. 212 Survey Authors indicated that they used the EUSurvey web-
based application, whereas only 4 Survey Authors used the EUSurvey open source software. Figure 1 also demonstrates

the number of the Action 2.6 survey’s respondents according to the type of organisation they belong to.

FIGURE 1 - RESPONDENT DISTRIBUTION BY USER TYPE AND THE EUSURVEY SOLUTION

=
2
g E E Survey Author a member of the European Institutions an external user
&= 178 34
ZLE
o
oyt -
E g s Survey Author a member of the European Institutions an external user
a2 2 2
Z "4

a member of the European Institutions an external user
Suww Respmnem £l

Figure 2 is a graphical representation of the Survey Author distribution according to the level of knowledge and frequency

of using EUSurvey. There is a regularity among the EUSurvey experts using the tool more frequently and among beginners

using the tool less frequently.

10
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FIGURE 2 — RESPONDENT DISTRIBUTION BY THE LEVEL OF KNOWLEDGE AND FREQUENCY OF USING THE EUSURVEY
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4.2 ACTION 2.6 SURVEY RESULT OVERVIEW

This section aims at providing an overview on the survey response range at the following levels:

e Survey response overview shows a survey response range collection covered by the Action 2.6 Perceived
Quality and Utility survey;

e Result overview according to the evaluation criteria shows the survey response range per statement
depending on the evaluation criteria (Perceived Quality and Utility);

e Result analysis according to the evaluation criteria provides a score calculation by evaluation criteria dimension

and the overall evaluation criteria score.

11
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4.2.1 Survey Response Overview

Figure 3 gives an overview of the survey results provided by the EUSurvey Respondent user group. The statements were graded based on the users who responded ‘Yes’ to the

skip logic question (a question that directs a respondent to a series of questions based on their responses).

FIGURE 3 — ACTION 2.6 SURVEY RESPONSE OVERVIEW BY SURVEY RESPONDENT USER GROUP

User type: Survey Respondent (using EUSurvey tool for responding to the surveys) n=183
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PO | consider the EUSurvey a5 a secure toal in terms of storing personzl data

PQ1E: | am confident that the dats | have provided vis the EUSurvey tool does not get lost

PO1E: | am confident that the data | have provided via the EUSurvey tool iz used appropriately

U10: The EUSurvey tool accelerstes the process of providing my opinion on & spadfic issus

U11: | can answer the survey questions at my own pace, which makes the EUSurvey tool user-convenient
U7: The EUSurvey toolreduces the geographic dependence by providing remote survey aCoess
Haweyou ever raised 2n issue by contacting the EUSurvey support team

PO26: The EUSurvey support te=m shows 3 sincere interest in solving users’ requests

PO27: The EUSurvey support team responses to the issues the users encounter in a prompt manner

P28 The EUSurey support team resabved my issus

BN JESERSHERN

W Strongly Agrese m Agres W Meither fgree nor Disagree © Diszgree W Strongly Disagree © Notapplicable/ No opinion
n - number of the respondents who assesszed the oriteria
* - a response rate is low for drawing meaningful statistical conclusicns

Figure 4 gives an overview of the survey results provided by the EUSurvey Author user group (using the Open Source Software). The statements were graded based on the users

who responded ‘Yes’ to the skip logic question (a question that directs a respondent to a series of questions based on their responses).

12
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FIGURE 4 — ACTION 2.6 SURVEY RESPONSE OVERVIEW BY SURVEY AUTHOR USER GROUP (USING 0SS)
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Figure 5 gives an overview of the survey results provided by the EUSurvey Author user group (using the web based application). The statements were graded based on the users

who responded ‘Yes’ to the skip logic question (a question that directs a respondent to a series of questions based on their responses).

FIGURE 5 — ACTION 2.6 SURVEY RESPONSE OVERVIEW BY SURVEY AUTHOR USER GROUP (USING WEB BASED APP)
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PO A7: I setisfied with e sscunity seftings offered by the EUSUney Dol
POAB: | smis stisfied with the survey testing functionelity offered by the EUSurvey toal
PC19: | mmsetisfied with the survey transistion functonelity cffered by the EUSurvey tool
PQ20: |sm sekistied with the survey publishing functic nelity offered by the BU Survey tool
PQIL: lam satiziad with T surrey data aralyss offened by the SUSUNey tool
PO.Z2: lam setisfied with the survey d sts expart functionziity offered by the EUSurvey toal
PQZ3" 1am saticfied with Tie supey resut punlishing functionality offensd by the SUSuney Dol
Hewve you everintegeted the EUSunvey web service nto your informetion system?®  n=12
PCI24: Itiz easy to integratethe EUSurvey web service into the spedfic information system
P23 | didn't esparience chall=nges in connecting raquinsd dats scurces Bnd implementing the service on 8 sener
U12: The EMSurvey web services ore versebile by design, Bs it can be acozszed vis & web-besed dient intzriace, cther spplication or web service

UL3: Integration of e EUs Lrey web seryice is eneficial in rmeof saving costs, a5 it rEmousthe need to create nighiy astomized application for integrating cat —EE- =%

Ham oAl everraizad an Eous by contacting the EUSuney supportteam™ | n=113
#0026 Tha £USurvey support team shows 8 smvere interestin sowving wsers'requests | 0SS T
P27 Thie EU Sunyey SUPPONt TEIIM MESDoN SES 10 e iSIUsS the Lsers ancouUrber in & [pnom pt man fer 11% 12% -n
S025: The EU Survey support team resolved my Bsue 14% = e -
mSTongy Agree mAgee mMeither&greencrDisegree » Disagres  m Strongly Desgree Mot applicable) Mo opinion
n - rumber of the respondents who assessed the criterin
* - mresponsa rate is low for drawing mesningful statishcsd conchusions

31k
+ B
5%
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4.2.2 Comments and Recommendations

The Action 2.6 survey collected a significant amount of feedback and recommendations. This subsection
provides the main trends presented; a complete list of comments and recommendations is included in the

Appendix, in Section 6.4.

The commentary was collected from respondents who chose the ‘Disagree’ or ‘Strongly Disagree’ option (except
for the open question: ‘The main reasons of using EUSurvey’) to at least one of the survey statements. The

collected comments were grouped as follows:

e The main reasons for using the EUSurvey tool;
e The survey design process in the EUSurvey tool;
e  Survey result exporting functionality;

e  Support Service.

A number of respondents indicated EUSurvey tool as an alternative of IPM (which was discontinued). The
respondents working for EU institutions were highly recommended to use EUSurvey as an official tool. The
EUSurvey interface and ease of use were much appreciated by the respondents. Additionally, the respondents

highlighted the EU Survey being beneficial in terms of cost savings and security.

The process of designing the survey in the EUSurvey tool was treated as rather unpredictable by the
respondents. The users are not satisfied with the speed and amount of error messages appearing during the

survey creation process.

Regarding the survey result exporting functionality, the comments present that the tool users are looking
forward to having an export with extra options to make the survey data analysis more convenient to implement.
A number of respondents indicated the excel export to be too basic. According to the respondent comments,

the translation functionality needs to be improved as well.

According to the respondent comments, the EUSurvey support team demonstrated a sincere interest in solving

users’ issues. However, some respondents were not satisfied with the support team’s response rate.

The main commentary trends are supported by the comment excerpts that are included in the Table 3.

TABLE 3 — ACTION 2.6 RESPONDENT COMMENTS

We were required to by the clients.

Working for a European programme, it makes sense to use the European

P Al S Commission's official survey tool. It is as easy to use others with the advantage of
EUSurvey Tool being secure in term of storing personal data.

More stability, support and user-friendly interface that allows every

partners/colleagues to use it easily.
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IPM was stopped and replaced by EUSurvey.
Free, includes helpdesk, comes with EC approval, data security / privacy.

Very slow, a lot of error messages.

The elements after saving are sometimes changing their places. It is difficult to spot
duplicate questions (check for duplicates would be helpful). Automatic question
numeration does not recognize text (text field is treated as question).

Loss of data (almost fully recovered after action taken by the tool managing team) -
LG ERTEDESEGE  Inconsistencies in the data (e.g. number of answers to a question (or total number)
Process may vary from one place to another) - Flexibility of dependencies could still be
increased - Not possible to publish only the answers to a particular selection of

questions based on the answer provided to a particular question.
Users cannot save the results and work on their response at a later time.

Some ways of publishing look visually nice but make it impossible to get an
overview/print the responses properly. This creates intransperency.
The main problem | have with the surveys is the treatment of the answers. As the
survey in itself is user-friendly, the export files are not, especially when there are a lot
Survey Result of answers (more than a hundred).

Exporting It could be improved, it could provide more options.
Functionality Browsing the published results is not user friendly at all.
Adding languages is awkward - exploiting results online is not flexible: results are not
readable online when the survey has more than a few columns and a few lines.
| opened a few incidents/requests with EUSurvey team, and to be quite honest no easy
solution was suggested to me no any clear explanation was provided on how to
effectively use the tool. | had to think and investigate by myself how to optimise the
tool for my purposes.
Lacking response / communication via
Support Service https://joinup.ec.europa.eu/software/eusurvey/forum/all discussion space - only 2
responses do not show much live interest to the application.
The support team was very nice but not able to solve the problems promptly.
If you have really an important survey to encode you need a helpdesk who can help
you within 24 hours and not two days later or one week. Presumably the service is
understaffed.

TABLE 4 — ACTION 2.6 RESPONDENT RECOMMENDATIONS

Indicate more info about the background, the objectives and the managers of the
survey.

Please don't use Excel to extract written data.

Happy with the tool although still needs some fine-tuning.

| would recommend to improve marketing side of the EUSurvey - publishing the
source code and support via Join Up may not be sufficient - it looks like a separated.
Some info messages are not translated into different languages. E.G., when building a
survey in Spanish, some messages as "field marked with * are mandatory".
GECT I ELCELEN  Allow university students to use it with the institutions population, so that they can
have good results if, for example, they have to make a sociologic research, or a
political research.

Enabling the creator for the field "email" to request the system to send the submitted
pdf form directly to the user email address provided in that field (so no need to
provide the email address again after the submission). This would enhance the tool
security as in case e.g. a stakeholder try to answer to a questionnaire only addressed
to Member States competent authorities the concerned MS contact point may come
back to us pointing out this fake submission
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Please improve the instruction material. | use the tool frequently but | do not know if |
make the best use of the features which area available in the tool. It was also be good
export data into a short report, or to be able to download comments and statistics
separately. Overall, | think the tool is good but | am sure we are not using it to its full
potential due to the lack of an instruction manual.
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4.2.3 Result Overview According to the Evaluation Criteria

This section aims at presenting the method used for Perceived Quality and Utility score calculation. In order to
obtain more accurate results, mean, mode, standard deviation and standard error values have been calculated.
Before performing the calculations, the 5-point Likert scale range values need to be interpreted as numeric

values, i.e.:

e 5 -—Strongly Agree;

e 4 -—Agree;

e 3 —Neither Agree nor Disagree;
e 2 -—Disagree;

e 1-Strongly Disagree;

e 0-No opinion/not applicable was not considered for the calculation (I don’t know).

4.2.3.1 PERCEIVED QUALITY

Figure 6 gives an overview on the Perceived Quality results of Action 2.6 — EUSurvey. The statements were
graded based on the users who responded ‘Yes’ to the skip logic question (a question that directs a respondent

to a series of questions based on their responses).

18



Monitoring and Evaluation — EUSurvey Online Tool and EUSurvey Solution Perceived Quality and Utility Report June 2015

FIGURE 6 — ACTION 2.6 PERCEIVED QUALITY STATEMENT COMPARISON

ey
=®

PQ1: It is easy to connect to the EUSurvey web-based application [n=212
PQ2: It is easy to install/integrate the EUSurvey tool |n=4

fam
X
PQ3: The EUSurvey tool is available and accessible whenever I need |n=212 9% 4% _
PQA: The EUSurvey tool’s interface is user-friendly =379 4% [390
PQS: It is guick and easy to create a survey using the EUSurvey tool [n=216 % (38
PQG: It is easy to manage the Form Elements in the EUSurvey tool [n=216 | NESGR a0 T T s 0% [Ess
PQ7: The documentation provided as a guidance for the use of the EUSurvey tool is clear and helpful [n=21c [llosam  31%  Dawrraaammsm 12% meaem 14%
PQ: 1 consider the FUSurvey as  rustabe tool for data collection |n=216 | RGN 0 T 5% W 5% (3970
PQ9: | consider the EUSurvey as a secure tool in terms of storing personal data |[n=379 25% o 18% _
PQ10: | am confident that the survey results collected via the EUSurvey tool do not get lost or corrupted |n=216 14% _
PQ11:1am confident that the survey results collected via the EUSurvey tool are used appropriately [n=216 19% 16% _
PQ12:The EUSurvey tool performs the users’ requests at the first time, i.e. with no delays [n=379 _
PQ13: It is quick and easy to submit a contribution to the survey created in the EUSurvey tool [n=163 10% _
PQ14: 1 consider the EUSurvey as a trustable tool for data collection |n=163 _
PQ15: | am confident that the data I have provided via the EUSurvey tool does not get lost | n=163 17% _
PQ16: | am confident that the data | have provided via the EUSurvey tool is used appropriately |n=163 % 13% _
PQ17: 1 am satisfied with the security settings offered by the EUSurvey tool [n=216 15% 389
PQ18: | am satisfied with the survey testing functionality offered by the EUSurvey tool |[n=216 7% _
PQ19: 1 am satisfied with the survey translation functionality offered by the EUSurvey tool |n=216 51%
PQ20: 1 am satisfied with the survey publishing functionality offered by the EUSurvey tool |n=216 15% 19% _
PQ21: 1 am satisfied with the survey data analysis offered by the EUSurvey tool |n=216 PEF 19%
PQ22: 1 am satisfied with the survey data export functionality offered by the EUSurvey tool |n=216 12%
PQ23: | am satisfied with the survey result publishing functionality offered by the EUSurvey tool [n=21c [0  231%  Daame % s 358
PQ24: It is easy to integrate the EUSurvey web service into the specific information system |n=14 7% _
PQ25:1 didn’t experience challenges in connecting required data sources and implementing the service on a server |n=14 14% _
PQ26: The EUSUrvey support team shows a sincere interest in solving users’ requests |n=123 [ DS 3% 5% . o a0
PQ27: The EUSurvey support team responses to the issues the users encounter in a prompt manner [n=123 _
PQ28: The EUSurvey support team esolved my isue |n=123 &% lage
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4.2.3.2 Utility

Figure 7 gives an overview of the utility results. The statements were graded based on those users who responded ‘Yes’ to the skip logic question (a question that directs a

respondent to a series of questions based on their responses).

FIGURE 7 — ACTION 2.6 UTILITY STATEMENT COMPARISON

Ut The SuSuresy ool unclionality is sufficien tfor an effschive sursey design [[re215
W2: The EUSurvey ool & benefidal in terms of savng time and costs, a5 itis @ musable solton | =216
U3: Thee EUSurvey tool Brosierates tre process of collecting stakenolders’ opinions on s spedtic issue |n=216

2 Tre EUTurvey fo o supparts Bhe croes-border and os-sector interop emility by providing s mtiinga s souion for conducting the zuncey | meziE 1%

US: The respondents csn snsever the survey questionsst ther own pscz, which makes the EUSurvey tooluser-conveniznt |n=216 —& 5%
UG: The EUSurvey tonl is ConStantly processing the raspondents’ BRswers and tnensfore siows the suthor to orowse sno snanze theresues immenineey o206 [ EESE. =D EBER 13%
UT: The SUSurey Dol mzmwpmcdmeqmdmmmmumhﬂﬁ l.‘h ¥k
UE: The EUSurey toal incresses the respons= ratz by uzing the “skip kagic technigue” (question dependencizs) [n=216 m 2#% 15%
U8: The EUSurvey bonl alicws the publshing of results aver the web, which incressss cross-borders snd crass-ssctors swareness [n= lﬁmnh

U10: The EUSurvey tool scoeleretes the process of providing my opinion on s spedfc issue [n=183 m 2% . 2%
ULl: | oammnzvwer the survey questions 2t my own pace, which mekes the EUSurvey tool user-conwenient [n=163 — 2% ™
UL2: The EUSurvey web services ore versatie by design, as it can be acoesssd win = web-based cient int=riace, other application or web service [n=14 m b1 %
L13: InEegration of Mie EUSUrey web service is bensficial in s of SAVin g CoStE, A% it MMCYESthe nesd to TeAteRighly Oxtomized Appliction for inteErAtngoAte [RoLa 7%

WShongly Agree W Age=  EHeither Agree norDisagree Dissgre= W Shongly Deagree Mot spplicsible’ Mo opinion
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4.2.4 Result Analysis According to the Evaluation Criteria

This section aims at presenting the method used for Perceived Quality and Utility score calculation. In order to

obtain more accurate results, mean, mode, standard deviation and standard error values have been calculated.

Mean and mode are used in statistics and hereafter in this report for measuring the Perceived Quality and Utility
evaluation criteria:

e The mean’ (average) is the most popular measure of location or central tendency; has the desirable
mathematical property of minimizing the variance. To get the mean, you add up the values® for each
case and divide that sum by the total number of cases;

e  Mode refers to the most frequent, repeated or common value® in the quantitative or qualitative data.

In some cases it is possible that there are several modes or none.

In order to measure the degree of dispersion of a probability distribution, i.e. how far the data points are from
the average, the standard deviation and standard error values are applied:

e Standard deviation® shows the spread, variability or dispersion of scores in a distribution of scores. It
is a measure of the average amount the scores in a distribution deviate from the mean. The more
widely the scores are spread out, the larger the standard deviation;

e Standard error® is the standard deviation of the sampling distribution of a statistic. It is a measure of
sampling error; it refers to error in estimates due to random fluctuations in samples. It goes down as
the number of cases goes up. The smaller the standard error, the better the sample statistic is as an

estimate of the population parameter — at least under most conditions.

Based on the survey methodology presented in Section 2, the statements related to the Perceived Quality were
mapped to four dimensions and the statements related to the Utility were mapped to three dimensions. The

detailed mapping of the statements is described in Section 6.1.

7 Dictionary of statistics & methodology: a nontechnical guide for the social sciences (page 226).
8 5-point Likert scale range values are interpreted as numeric values like described in Section 4.2.3.
° Dictionary of statistics & methodology: a nontechnical guide for the social sciences (page 375).
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4.2.4.1 PERCEIVED QUALITY OF THE ACTION 2.6

Table 5 presents the detailed analysis of each Perceived Quality statement.

TABLE 5 - ACTION 2.6 PERCEIVED QUALITY SCORE DETAILS AT STATEMENT LEVEL

PQ1: It is easy to connect to the EUSurvey web-

.. 422 4 0.85 0.05 Efficiency
based application
PQ2: It is easy to install/integrate the EUSurvey tool 4.00 4 0 0 Efficiency
PQ3: The EUSurvey tool is available and accessible 407 4 0.94 0.05 Reliability
whenever | need
PQ4: The EUSurvey tool’s interface is user-friendly 3.90 4 0.91 0.05 Efficiency
PQ5: It is quick and easy to create a survey using the 383 4 1.02 0.06 B —
EUSurvey tool
PQ6: It is easy to manage the Form Elements in the 355 4 0.99 0.06 B —
EUSurvey tool
) . . . Effici
PQ7: The documentation proylded as a guidance for 319 4 118 0.07 fficiency
the use of the EUSurvey tool is clear and helpful Support
PQS8: | con5|.der the EUSurvey as a trustable tool for 3.97 4 0.9 0.05 Security/Privacy
data collection (Trust)
PQ9: | con5|d_er the EUSurvey as a secure tool in 384 4 0.87 0.05 Security/Privacy
terms of storing personal data (Trust)
PQ10: | am confident that the survey results Security/Privacy
collected via the EUSurvey tool do not get lost or 3.81 4 0.93 0.05 (Trust)
corrupted Reliability
PQ11: | am confident that the survey results Security/Privac
collected via the EUSurvey tool are used 3.91 4 0.79 0.05 (T:/ust) ¥
appropriately
: p Reliabilit
PQ12: The EUSurvey jcool ;')erfor.ms the users 384 4 0.93 0.05 y
requests at the first time, i.e. with no delays Efficiency
PQ13: It is quick and e'asy to submit a contribution 4.07 4 0.82 0.05 iy
to the survey created in the EUSurvey tool
PQ14:1 con.5|der the EUSurvey as a trustable tool for 3.87 4 0.91 0.05 Security/Privacy
data collection (Trust)
' . . Security/Privacy
PQlS. I am confident that the data | have provided 389 4 0.78 0.04 i
via the EUSurvey tool does not get lost L
Reliability
PQlG: | am confident t.hat the data | h.ave provided 3.93 4 0.77 0.04 Security/Privacy
via the EUSurvey tool is used appropriately (Trust)
PQ17: | am satisfied with the security settings =
ST Py e BBy s 3.89 4 0.86 0.05 Efficiency
PQ18: | am satisfied with the survey testing =
functionality offered by the EUSurvey tool 3.89 4 0.88 0.05 EAEETEY
PQ19: | am satisfied with the survey translation =
functionality offered by the EUSurvey tool 3.47 4 1.02 0.06 EAEETEY
PQ20: | am satisfied with the survey publishing =
3.82 4 0.82 0.05 Effi
functionality offered by the EUSurvey tool iclency
PQ21: | am satisfied with the survey data analysis 343 4 0.97 0.05 Egtleree

offered by the EUSurvey tool
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PQ22: | am satisfied with the survey data export

Effi
functionality offered by the EUSurvey tool iciency
PQ23: | am satisfied with the survey result
publishing functionality offered by the EUSurvey 3.58 4 1 0.06 Efficiency
tool
PQ2.4: I'E is easy to m'Fefgr.ate the FUSurvey web 350 4 11 0.06 B —
service into the specific information system
PQ25: | didn’t experience challenges in connecting
required data sources and implementing the service 3.50 4 1.17 0.06 Efficiency
on a server
!DQ26: The EUS.urvey suy'aport team shows a sincere 410 5 11 0.06 SuERa:
interest in solving users’ requests
!DQ27: The EUSurvey suppo!’t team responses to the 381 5 1.25 0.07 Sy
issues the users encounter in a prompt manner
PQ28: The EUSurvey support team resolved my 3.76 4 123 0.07 e

issue

Table 6 gives an overview on the analysis of each Perceived Quality dimension, as well as the total score of the

Perceived Quality evaluation criteria.

In order to make the total Perceived Quality score calculation more accurate, a weighted mean’ was used. The
dimension weight is defined based on the amount of statements within a specific dimension. Three from four
perceived quality dimensions — Efficiency, Reliability, Security/Privacy — were considered as applicable for the

Action 2.6.

The weighted average of the Perceived Quality is 3.80 with a standard deviation equal to 0.97, on a scale from
1to 5, where 5 is the maximum (best) value.

TABLE 6 - ACTION 2.6 PERCEIVED QUALITY SCORE DETAILS

3.77 0.98 0.02 Efficiency
0.125
o 1.2 2
Per Dimension S 4 4 0.25 Support
3.90 4 0.91 0.03 Reliability 0.125
3.88 4 0.86 0.02 Security/Privacy 0.22
(Trust)

Perceived Quality 3.80 4 0.97 0.01
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Figure 8 gives a visual overview on the Perceived Quality coverage per four predefined dimensions.

FIGURE 8 — ACTION 2.6 PERCEIVED QUALITY AGGREGATION

Efficiency 3.77+/-0.02
.00

Suppaort

3E5+/-0.2

Relizbility 3.90+/-0.03
—p0

Security [Privacy [Trust)
3.88+M0.02
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4.2.4.2 UTILITY

Table 7 presents the detailed analysis of each utility statement.

TABLE 7 — ACTION 2.6 UTILITY SCORE DETAILS ON STATEMENT LEVEL

U1l: The EUSurvey tool functionality is sufficient

for an effective survey design Value for EU
U2:.The.EUSurvey tool is l.)e_neflual in terms of 408 0.93 0.05 Value for EU
saving time and costs, as it is a reusable solution
U3: The EUSurvey tool accelerates the process Value for cross-border
of collecting stakeholders’ opinions on a specific ~ 4.15 0.8 0.05 and cross-sector
issue interoperability
border and croseseetor Inmaroperabiy b Value for cross-border
- L . . y by . 4.00 0.78 0.04 and cross-sector
providing a multilingual solution for conducting . .
interoperability
the survey
U5: The respondents can answer the survey
questions at their own pace, which makes the 411 0.68 0.04 Value for EU
EUSurvey tool user-convenient
U6: The EUSurve’y tool is constantly processing Value for cross-border
the respondents’ answers and therefore allows
4.21 0.75 0.04 and cross-sector
the author to browse and analyse the results . .
. . interoperability
immediately
. Value for cross-border
dapenienca by providing remote sarvey accees 423 071 004 and crosssector
P yp & ¥ interoperability
U8: The EUSurvey tool increases the response
rate by using the ‘skip logic technique’ (question  3.94 0.86 0.05 Value for EU
dependencies)
U9: The EUSurvey tool allows the publishing of Value for cross-border
results over the web, which increases cross- 3.74 0.82 0.05 and cross-sector
borders and cross-sectors awareness interoperability
Value for cross-border
u10: The'EUSurvey.tc.mI acceleratgs' the pIGCEss 3.87 0.92 0.05 and cross-sector
of providing my opinion on a specific issue . .
interoperability
U11: 1 can answer the survey questions at my
own pace, which makes the EUSurvey tool 4.22 0.7 0.04 Value for EU
user-convenient
U12: The EUSurvey web services are versatile by Value for cross-border
design, as it can be accessed via a web-based 3.70 0.76 0.04 and cross-sector
client interface, other application or web service interoperability
U13: Integration of the EUsurvey web service is
beneficial in terms of saving costs, as it removes Value for cross-border
g ! 4.00 0.79 0.05 and cross-sector

the need to create highly customized
application for integrating data

interoperability

Table 8 gives an overview on the analysis of each Utility dimension as well as a total score for the utility

evaluation criteria.
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In order to make the total Utility score calculation more accurate, a weighted mean’ was used. The dimension

weight is defined based on the amount of statements within specific dimension.

The weighted average of the Utility is 4.04 with a standard deviation equal to 0.84, on a scale from 1 to 5,
where 5 is the maximum (best) value.

TABLE 7 — ACTION 2.6 UTILITY SCORE DETAILS

| MEAN | MODE | stDev | sterr | Dimension | Weight
3.98 4 0.88 0.03

B Value for EU 0.38
er
dimension Value for cross-border and cross- 0.62
4.07 4 0.8 0.02 sector interoperability
- - - - Value for EC -

4.0 4 084  0.02

Figure 9 gives a visual overview on the Utility coverage per two predefined dimensions.

FIGURE 9 — ACTION 2.6 UTILITY AGGREGATION

Value for EU

 3.98+/-0.03

4.07 +/-0.02

Value for cross-border and /-

cross-sector interoperability

— Values for EC

—— Utility
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4.3 STRENGTHS AND WEAKNESSES OF THE EUSURVEY ONLINE TOOL AND
EUSURVEY SOLUTION

This section provides an overview of the strong and weak aspects of the EUSurvey, revealed by the Action 2.6

Perceived Quality and Utility survey.

Prioritization of the statements were made based on the mean value of each statement. Statements with nearby

mean values were grouped into three different clusters, to which the following colours have been applied:

e A Green colour applies to statements that refer to the strong aspects of the EUSurvey;
e A Grey colour applies to statements that refer to the aspects that require attention. For those
statements respondent opinion was spread proportionally between ‘Agree’ and ‘Disagree’;

e An Orange colour applies to statements that refer to the weak aspects of the EUSurvey.

4.3.1 Perceived Quality

Table 8 presents an overview of the aspects that are strong, require attention or are weak of the EUSurvey in
the context of Perceived Quality. Clusters were grouped based on the range of the Perceived Quality mean score

only.

TABLE 8 — ACTION 2.6 EUSURVEY PERCEIVED QUALITY STRENGTHS AND WEAKNESSES

Perceived Quality Statement mm

PQ1: It is easy to connect to the EUSurvey web-based application 4.22 Efficiency
PQ26: The EUSurvey support team shows a sincere interest in solving users 410 Sy
requests

PQ13: It is quick and easy to submit a contribution to the survey created in the 407 Tt
EUSurvey tool

PQ3: The EUSurvey tool is available and accessible whenever | need 4.07 Reliability
PQ2: It is easy to install/integrate the EUSurvey tool 4.00 Efficiency
PQS8: | consider the EUSurvey as a trustable tool for data collection 3.97 Secu?;c:lf;r)lvacy
PQ16: | am confident that the data | have provided via the EUSurvey tool is used 3.93 Security/Privacy
appropriately ’ (Trust)
PQ11: I am confident that the survey results collected via the EUSurvey tool are 391 Security/Privacy
used appropriately ’ (Trust)
PQ4: The EUSurvey tool’s interface is user-friendly 3.90 Efficiency
PQ15: | am confident that the data | have provided via the EUSurvey tool does 3.89 Security/Privacy
not get lost ' (Trust)
PQ17: | am satisfied with the security settings offered by the EUSurvey tool 3.89 Efficiency
PQ18: | am satisfied with the survey testing functionality offered by the 3.89 Efficiency

EUSurvey tool
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Perceived Quality Statement mm

itv/Pri
PQ9: | consider the EUSurvey as a secure tool in terms of storing personal data 3.84 Secu?licxstr)lvacy
PQ12: The EUSurvey tool performs the users’ requests at the first time, i.e. with 384 Reliability

no delays

PQ20: | am satisfied with the survey publishing functionality offered by the 3.82 ey
EUSurvey tool

PQ10: | am confident that the survey results collected via the EUSurvey tool do 381 Security/Privacy
not get lost or corrupted ' (Trust)
!DQ27: The EUSurvey support team responses to the issues the users encounter 381 Sy

in a prompt manner

PQ28: The EUSurvey support team resolved my issue 3.76 Support
PQ22: | am satisfied with the survey data export functionality offered by the 3.70 i
EUSurvey tool

PQ23: | am satisfied with the survey result publishing functionality offered by 358 ity
the EUSurvey tool

PQ6: It is easy to manage the Form Elements in the EUSurvey tool 3.55 Efficiency
_PQ24: It. is easy to integrate the EUSurvey web service into the specific 3.50 ity
information system

!’QZS: | du:!n t experlepce challenges in connecting required data sources and 350 iy
implementing the service on a server

PQ21: | am satisfied with the survey data analysis offered by the EUSurvey tool 3.43 Efficiency

4.3.2 Utility

Table 9 presents an overview of the aspects that are strong, require attention or are weak of the EUSurvey in

the context of Utility. Clusters were grouped based on the range of the Utility mean score only.

TABLE 9 — ACTION 2.6 EUSURVEY UTILITY STRENGTHS AND WEAKNESSES

Value for cross-
U7: The EUSurvey tool reduces the geographic dependence by providing 423 border and cross-
remote survey access ’ sector

interoperability

U11: | can answer the survey questions at my own pace, which makes the

. 4.22 Value for EU
EUSurvey tool user-convenient

Value for cross-
border and cross-
sector

U6: The EUSurvey tool is constantly processing the respondents’ answers
and therefore allows the author to browse and analyse the results 4.21

Ll [ERC interoperability
Value for cross-

U3: The EUSurvey tool accelerates the process of collecting stakeholders’ 41s border and cross-

opinions on a specific issue ' sector

interoperability
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Utility Statement

411 Value for EU

4.08 Value for EU

Value for cross-
border and cross-
sector
interoperability

4.00

3.94 Value for EU

Value for cross-
border and cross-
sector
interoperability
Value for cross-
border and cross-
sector
interoperability
Value for cross-
border and cross-
sector
interoperability

3.87

3.74

3.70

3.64 Value for EU
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5 CONCLUSIONS AND RECOMMENDATIONS

The objective of the survey was to evaluate the Perceived Quality and Utility of Action 2.6 — EUSurvey. The

following conclusions have been drawn based on the analysis performed:

e  Perceived Quality:
o The majority of the respondents highlighted the ease of use of the EUSurvey tool and appreciated it
being available and accessible whenever they need it;
o The majority of respondents is satisfied with the support service provided;
o The findings present that the weakest aspect of the EUSurvey tool is its ‘unpredictability’. A
significant number of respondents is dissatisfied with the error messages appearing during the
survey design process, especially during the import/export of data. In these respondents’ opinion,

the formatting should be improved and modernized.

e  Utility:
o The results show that the EUSurvey is perceived as beneficial in terms of saving time and costs;
o The results show that the EUSurvey contributes to the cross-border and cross-sector
interoperability;
o The respondents appreciated the multilingual solution provided by the EUSurvey, though indicated

that it requires some improvement.

Based on the conclusions drawn as well as the own experience in using EUSurvey, CGI-ACN adduces the following

recommendations:

e  Perceived Quality:
o A possibility of importing/exporting a significant amount of data, with no error messages appearing;
o To modernize the interface, making it more attractive;

o To provide more formatting functionalities, e.g. to introduce a dropdown.

o Utility:
o Tointroduce some e-lessons for learning the tool by visual means;
o To raise awareness of the EUSurvey tool not only among the EU/EC related institutions but also

among schools and universities.
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6 APPENDIX

6.1 STATEMENT MAPPING TO DIMENSIONS
In order to measure the Perceived Quality and Utility of the Action 2.6 and calculate the average score of each

dimension, all survey statements were mapped to the dimensions according to the evaluation criteria.

Table 10 shows the statements mapping according to four dimensions of the Action 2.6 Perceived Quality.

TABLE 10 — ACTION 2.6 PERCEIVED QUALITY STATEMENT MAPPING TO DIMENSION

oy
> S = Count of
5 E '*gT = areas
= Pl covered
> = - S Q
w 3 (-3 Y
A question
For EUSurvey WBA users. It is easy to connect to the
_— PQl v 1
EUSurvey web-based application
For EUSurvey OSS users. It is easy to install/integrate the
PQ2 v 1
EUSurvey tool
For EUSurvey WBA users. The EUSurvey tool is available and
. PQ3 v 1
accessible whenever | need
The EUSurvey tool’s interface is user-friendly PQ4 v 1
It is quick and easy to create a survey using the EUSurvey PQS v 1
tool
It is easy to manage the Form Elements in the EUSurvey tool PQ6 v 1
The documentation provided as a guidance for the use of PQ7 v v )
the EUSurvey tool is clear and helpful
| cons.lder the EUSurvey as a trustable tool for data PQS v 1
collection
| consider the EUSurvey as a secure tool in terms of storing PQ9 v 1
personal data
| am confident that the survey results collected via the PQ10 v % 5
EUSurvey tool do not get lost or corrupted
I am confident that the survey results collected via the PQ11 v 1
EUSurvey tool are used appropriately
E 7 i
The pSurv.ey tool performs the users’ requests at the first PQ12 v 1
time, i.e. with no delays
It is quu:.k and easy to submit a contribution to the survey PQ13 v 1
created in the EUSurvey tool
I ider the EUS trustable tool for dat
cons.l er the urvey as a trustable tool for data PQ14 v 1
collection
I am confident that the data | have provided via the PQLS v % )
EUSurvey tool does not get lost
I am confident that the data | have provided via the PQL6 v 1

EUSurvey tool is used appropriately
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oy
> S > Count of
g | Eg £
b & g S areas
2 Fll covered
5 |57 & b
o e y
2 question
I am satisfied with the security settings offered by the PQ17 v 1
EUSurvey tool
I am satisfied with the survey testing functionality offered PQ18 v 1
by the EUSurvey tool
| am satisfied with the survey translation functionality PQ19 v 1
offered by the EUSurvey tool
| am satisfied with the survey publishing functionality PQ20 v 1
offered by the EUSurvey tool
I am satisfied with the survey data analysis offered by the PQ21 v 1
EUSurvey tool
I am satisfied with the survey data export functionality PQ22 v 1
offered by the EUSurvey tool
| am satisfied with the survey result publishing functionality PQ23 v 1
offered by the EUSurvey tool
It is 'e'as'y to |nte.grate the EUSurvey web service into the PQ24 v 1
specific information system
| didn’t experience challenges in connecting required data PQ25 v 1
sources and implementing the service on a server
£ . . .
The. USurve,y support team shows a sincere interest in PQ26 v 1
solving users’ requests
The EUSurvey support team responses to the issues the PQ27 v 1
users encounter in a prompt manner
The EUSurvey support team resolved my issue PQ28 4 1
# of questions covering dimension 17 7 3 4
% of questions covering dimension 61% 25% 11% 14%
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Table 11 shows the statement mapping according to three dimensions of the Action 2.6 Utility.

TABLE 11 — ACTION 2.6 UTILITY STATEMENT MAPPING

Value for
cross-border
and
cross-sector
interoperabil
(13

Count of
areas

covered
by
question

Value for EU
Value for EC

The EUSurvey tool functionality is sufficient for an

effective survey design ul v .
The EUSurvey tool is beneficial in terms of saving time U2 v 1
and costs, as it is a reusable solution

The EUSurvey tool accelerates the process of collecting U3 v 1

stakeholders’ opinions on a specific issue

The EUSurvey tool supports the cross-border and cross-
sector interoperability by providing a multilingual U4 v 1
solution for conducting the survey

The respondents can answer the survey questions at
their own pace, which makes the EUSurvey tool user- U5 v 1
convenient

The EUSurvey tool is constantly processing the
respondents’ answers and therefore allows the author U6 v 1
to browse and analyse the results immediately
The EUSurvey tool reduces the geographic dependence U7 v 1
by providing remote survey access
The EUSurvey tool increases the response rate by using
the ‘skip logic technique’ (question dependencies)
The EUSurvey tool allows the publishing of results over
the web, which increases cross-borders and cross- U9 4 1
sectors awareness
The EUSurvey tool accelerates the process of providing U10 v 1
my opinion on a specific issue
| can answer the survey questions at my own pace, which U1l v 1
makes the EUSurvey tool user-convenient
The EUSurvey web services are versatile by design, as it
can be accessed via a web-based client interface, other U12 v 1
application or web service.
Integration of the EUSurvey web service is beneficial in
terms of saving costs, as it removes the need to create U13 v 1
highly customized application for integrating data

# of questions covering dimension 5 0 8

% of questions covering dimension 38% 0% 62%
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6.2 STATUS OF THE RESPONDENTS AGREED TO BE CONTACTED
163 Action 2.6 Utility and Perceived Quality survey respondents agreed to be contacted. The list of contacts has

been transmitted to DIGIT/ISA and is not provided in this document for the confidentiality reasons.

6.3 RAW DATA EXPORT

The attached file provides the survey result export.

3

EUSurvey_Perceived
_Quality_Raw Data t

6.4 RESPONDENT COMMENTS AND RECOMMENDATIONS

The attached file provides all respondent comments and recommendations.

[
e
ME_DO03
05-EUSurvey_Comme
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6.5 GLOSSARY

The mean” (average) is the most popular measure
of location or central tendency; has the desirable
mathematical property of minimizing the
variance. To get the mean, you add up the valuess
for each case and divide that sum by the total

number of cases;

Mode refers to the most frequent, repeated or
common values in the quantitative or qualitative
data. In some cases it is possible that there are

several modes or none;

Standard deviation® shows the spread, variability
or dispersion of scores in a distribution of scores.
It is a measure of the average amount the scores
in a distribution deviate from the mean. The more
widely the scores are spread out, the larger the

standard deviation;

Standard errore is the standard deviation of the
sampling distribution of a statistic. It is a measure
of sampling error; it refers to error in estimates
due to random fluctuations in samples. It goes
down as the number of cases goes up. The smaller
the standard error, the better the sample statistic
is as an estimate of the population parameter —at

least under most conditions;

‘Perceived Quality’ is defined as the extent to
which the outputs of an ISA action are meeting its

direct beneficiaries’ expectations?;

‘Utility’ is defined as the extent to which the
effects (impact) of an ISA action correspond with
the needs, problems and issues to be addressed

by the ISA programmes;

A Likert Scale is a widely used scaling method
developed by Rensis Likert. Likert scale refers to
the use of an ordinal 4- or 5- point rating scale with

each point anchored or labelled;

Weighted mean is a procedure for combining the
means of two or more groups of different sizes; it
takes the sizes of the groups into account when

computing the overall or grand mean.
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