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Regrsiranion
NOAA™s 10th annual Clhimace Prediction Applicanon Soence Work shop (CPASW) will bring togecher climate

Agenda Information users, tool developers, researchers, and providers to Idertify recommended state-of the-ant
stience practices on the use of climate information and gaps In cimate dats and prediction serices, The
Qoals of 2012 CPASW are 10 bulld a community of climate pracutioners, A SCover user Needs, &ssess
Iimpacts of climate forecasts on envaronmertal ~socetal Interactions, identfy the science potential for
meeting these needs, and provede feetdback o producers on the usatality of existing climate products, The
10th CPASW will be held in Mum|, Flonda, duning March 13-15%, 2012, Mease refer 10 [ogiatics Infmation
for conference local detalls.

Organizers

The 2012 CPASW will festure broad discussions revolving around the ircegrated theme of Timare Senices
fov Natsong Secunty Challenges *, The work shop will highlight nationsl &l global uses of dets and

oziooks from seasonyl 10 decadyl scabes in applications for 4 Broad arriy of naticonyl security issuss food
Onciuding egriculture and fishenes), natural resources, transponanon, health, energy, coastd communities,
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[1 Dynamics in Customer Satistaction
Learned

Next Steps



Viotivation

long-term performance is
ary information for both

: Forecasts agree with forecaster’s true belief
ne future weather [strictly proper]

't Increase or decrease in economic or other kind of value to
someone as a result of using the forecast [decision theory]

“Murphy, A.H., 1993: What is a good forecast? An essay on the nature of
goodness in weather forecasting. Wea. and Forecasting 8, 281-293.




‘vey Description

2009, 2010, 2011) assessment of

er Satisfaction Index (ACSI), which is
based on modeling of customer
of products and services.

computations use a variation of Partial Least Squares
sion (PLSR) to determine impacts when many different
(i.e., quality components) simultaneously effect an

e (e.g., Customer Satisfaction)

SI has a “proven relationship with: Customer spending,
- shareholder value, cash flow, business performance, and GDP
growth”

' “Reference to publications summarized by Russ Merz (2006), CFI Group




Xplanation of Survey Statistics

Drivers of Satisfaction -
utcomes

Satisfaction(ACSI)
3 Standard Questions

(Measure intent
To take action)

Product/Service
Areas
(Drivers of Information Provided

Satisfaction) -

®

12
J us .
edgeable Customer Service
» Etc. : %
18
04

&

Satisfaction

eness/ use
sefulness Tools

Etc. .

eSatisfaction overall

e Falls short of / exceeds
expectations

* Compares to ideal

Specific question
about each area — . imely
] asy
Etc. :

Process

Scores are averages on 0-100 scale; answers “How well am I doing?”
Questions asked on 1-10 scale, converted to 0-100 for reporting.




e on NWS web pages May 31 - June 23
s completed and used for analysis

ired satisfaction with general NWS products and
ed satisfaction with 4 specific service areas:
ervices

eather Services
ogic Services

@ At 84, NWS CSI is much higher than most benchmarks
= 19 points higher than the other Federal Government ACSI




Who are our users?

Government 6%

Majority of respondents are private
citizens

= Most are accessing information
for personal and recreational use

= Most located in US - primarily
Easter and Central Regions

= Age between 35-64, male, with at

least college degree Private 94%

Dissemination Services remains a
high-impact driver of customer
satisfaction

Customers have less confidence in
longer-term routine temperature
and precipitation
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Sample Size
CPC products
Clanty
Presertaton
Prowded nformation

Likelihood to make a decision about CPC products
Lixebhood 1o make decison CPC products

Extended Range products
Clanty

Presertston

Prondad nformation
Long Range products
Clanty

Presemanon

Pronwded nlomation
Hazards products
Clanty
Presentanon
Froaded nlomaton
ENSO produects
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Fresentaton
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WO Customer Satisfaction
ase tell us what decisions you make
based on CPC products

Sowe: 09 Datea (/2N2011 B 2% 00 AM Botssndont [nfs Score: 89 Date: 6/20/2011 10:59:00 AM Respondent Info

rooe , Booh ohoble 96 lok \ sege pondeit Whether community events will be delayed or cancelled, Determining when my long commute to work
SOENE§ 2000 CAUPRAN 1400 Sovp ¥ ey might be too hazardous. Warning employer when there is a risk the commute might take excessively

Sesemi 7 Dates /2R 2011 19500 A Bespoaders Infy long due to weather Also: whatis ENSO? might be nice to have a graphic showing 1-14 days showing

overall probability of hazardous weather on each day and what the likely forms would be.

Drivieg rowme dacivionn, vhaz clothing to Sring whan D aveling orying 20 coardinise staide sconity

fotad widh the farncanm Scere: 63 Debes /102011 351,00 AM Ratoendent Lol
Stoeni B Dates 6722011 12900 AM Perpcadent Infy Entusn ma? WO arn ENEO 40d CRCT San provind Commat 1ei dvaruis of acrnnpms,
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Soores T3 Dates (/232011 T124:00 AM s o Belb The Eare page 2 vary techaic sdigrashs sre coofvaing) snd romatimas $Mouit vo decphar Sor he
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Sowed 100 BAel /INI01E 45200 AN Paspendars nfs tha geeinan.
Lang 2onpe maps are vary swall salaa and hard o0 read, BAauld Be Mppm Soeemy T8 Dales £/16/2013 9700 Fetpcadene [nfs
Stermt B4 Bl ¢/252011 211100 AW Petpendent nfs The EMNEO nfarmses naeds 10 hve & Arnied varran senlasdie. AR hore chana snd graphe I

. . faa-watnr Samps o tha co it of Eanadar and tha Phihginns are Acdem o o han, bt Yhap dan'y
THp plasaing, sundote sctvitior, Uave really Tl ove vz the dang o iE Seing o a9t Coing bacasas 1 CANT UNDERSTAND THE DANG
Soend 22 Dates (/232011 20000 AM Yes sard 1ofs THINOE, “Connn ' MOT o worthar/chmatalgavernmett parses TEAIHED to resd ‘et | sand e

krow v tha "sino ir deing and vhat Tt e e pew, D0, 60, 0 duya oum s the Unmed Suanes of
Amanda. And L annd B sonple, a0y Yo wnlarttand Tevms M Can win Yty advantige o Srage
sgriodeare, In sthar werde. gups 0 poa've ppant ol At tima and money Sor thane fabeloon

T page peniatanan it and T ehe oy whe sotanlly NER DS the ol ation con mahe baads o

Ma don's braw of v scrsspma. Use wardy, Maw wll 1 Sanspat svy pradacts, Asd wil | g0
beatnpNihang.

Scorn: 63 Datea (/22011 114000 AM Yarpendars [rky tefs s of i WHAT OGOD 15 IT217171 Sarce Nea this O Mone in 1orangrhaning this venk 4od e

Toovel and ¢lass prasentstisny APt AT are wpaitad Te b THUS o tha Sauthwedt, THIS s the Mirthwe ot THOE o the ot et
wt, B Mas iy sopected tr do THIS o tha rast 306590120 duya. wiich wil s¥act the Usead
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Sosem: 71 Daten /12011 1007000 W Fatpondent [nfs
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20 Customer Satisfaction
se tell us what climate information
ou need for your decisions

Semeni 64 Dates /2272013 1003200 P Fergondare Infy

Senrond srdenks on tamgariture, precipRation snd Aatards. Atmorphanc made farscarts (EMNSO,
NAD, wnd sthard). Prab s of avtrewas (Y0 dagren dups, » 3 gealig, ot ) Harvsd snn and
tarrade ranron swthooks.

Scern: 97 Debes /2172010 1200400 AM Feipsndane Loks
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Srng i et 2wy chmate e, Sore bty Sor samad, precip, £ Mt La Mas ENEO .
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Savw 2070 and 10ow wiatet By panr For tha Laat SO yearc. baving it anded & Matencaly wasavl s
Ganily warst possble cane sasren, which avnl thae and of tha sesron oad ha sanrers (V) war

v alable om 1nemal anvd nete Nghe sy 1o ad Condimena.

Score: 50 Debtes (/LV20LL RITIOD PN Verpandans (nfy

e s o warveus Yelederraqcions (Arciig and Mo Atlane Dacilmans, Paalc-ranh
Amarcan Batzarn, ENEOL mdlage

Scoret 100 Datea 67232012 45500 AW Faspandant vk
wind Wiarmmas weald ba viefsl Avarage vindrpend wan, e,

Sasent 37 Dates ASTNI0T1 20000 AM Rersasdent Ik
TRWArItre wind and watar DA aTuie
Sooent 37 DA A2VWT01L LIADI00 AM Kaspondow 1nke

Scere: 02 Dabea /1 V2011 11/50:00 AM Fespendann Infa

£ wde tamparature and predgmtetinn resds. as vl 4s IR0 dns . Wadon e tamps, duly Grcars, 4 amiine plaveres, ond vook long fmsorme

Scorwi 97 Doted 671672013 419H 00 PN Fascondant [nfs Sheens 35 BuAel A/TWI0IL L DA2I00 AM Passsnden Ivde
avac infy, jet re s freat pradction

Score: 58 Debms (/1¢/2001 11112500 AN Catpsndans Infe Sowent 57 Dotnr SZN2011 L 1IN00 AM Respandost vk

EA i s oh the wapd vaather ih the wodt ol aFct weathar oo e s ant. I ahaolin’ be 2es o
e men dots comparirons Sor B FMaafle Mas years and ENEO navtrel gears and anprass trends o pia
Charta, Cumvent pom chwts st dlways dovvded i thinde fov aur aon s which o nat Malpfel 1 Sen't wie
tha graahed nfarmpsen mach Bacoure the pie charts 400t raem 20 sary Fam saares 20 saares 1o
Aaemt 4 B of s tiwe wasts.

Rrow leovle
Sooeet 34 DoAe G/2ZI01L LLADOD M Faspandant ok
stow e ie far samp, prace, hastards on minmvam oF 4 Mg ntramanty
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20 SCustomer Satisfaction

at do you need in Extended Range forecast products
that 1s currently missing from CPC products?

Seont 89 Dot G20201 1 123100 AM Kaspandant [nls Score: 81  Date: 6/22/2011 5155:00 AM Respondent Info
ot b, 1 €ont B madt of the things ated o6 avalable More accurate precipitation forecasts.
Score: 64  Date: 6/22/2011 2:36:00 AM e
" NN TR AN Farpendare Ieh First, for farm use they need a presence on the main page. Second, they need to be rather more
Mare stowacy, 11900 4by i vy co:cmdthan nebulous, even ifit means reporting conflicting model data. Third , they nead to be
updated daily.
LPTTRAE N N
BXR i) ,'“'W_ Respeadent Lol Score: 81  Date: 6/22/2011 2:30:00 AM Rasvondant Info
Eatn o fdng Enadod Prodostation’ dows beciure LT by vhare ta find same thinge, I would love to be able to click directly on the map (at hp://uww.cpc.ncep.noaa.gov’) to pull up 3
Sconnt 100 Dobes &/3N2081 &5200 AM Sespendest oo bigger image instead of having to go to, for example, One-Month Outlook to click on it there.
Covdance reting Scoent B¢ Dotm: W2L201L 6120100 PM Cespendant {nfe
aabilde g
Sasenr 4% Oater /202911 L 00 AN Petpendent Inly
s Sheent 45 Duter /202018 4000 PM Paspendant Infy
wceatage ¥ gnbibilny I taow avtended renge forecanting for sumemar cun in thae soatha et in toagh bet mavba rove
ot 37 DMer 202011 124200 AM Yot ot [nfe AUUACRES Setunes Dor enpectad Sagidal oty 4nd The Adt-trnpai ol rain machanume? 123 e
ren anomaly predicuers reem %0 ba dominned by eapacted Surricanaltrepic ol Faem sctwity. which
Mooy e AITAE I Senan Y Saem T8 e B e mach oF & comantan fas langorange Sena g pradionaen,

Sceres $7  Dates A/25/2018 412,00 PM Sesseadeat Infe
Maba e tant lnns poantAc a0 hat 2 11 wanier te understend

Somewr 32 Deter 22011 1A% 00 oM Cetpcotare leks

Much Caarer goarenimen for was avtanded farecama. Faremimple, 1 e o poim favncam page Se 5
s meeth of Lishon Mardand, It giver ma o vaokh of wfn, thar | wordd rat wans 19 100 dvnishad
IV Codld talie tha wonkly graphicr nthe Quich Farscam snd amand ot te 1S dapr. Bt vl
5 4 bog mpesvamant, Alss, marha vou conld Egare avt Saw tn prasant wfarmation i that Soem it by
weankha and Mo For anam@ldet "Waek 2 (Ndy L1 0 L T) tamgeratures will B adoes normal o
Nghs sverapng s e wid 305 and laws i the mid TOs, Praciptstion wil be balow snrmal wath sum
29 balow e Caly wearnpe of 757 Somathing Vi e B that wauld gove Tay peaple sanily wndarateed
nfprmation an e Comeng inturmad ate snd long-term pariads. Vs condd @ Wi S wank s on the
mearmvedate semn and movhe 00 e o tarm For thaze typer of pradictiann. poa could ghve
Cofdanin ratingy (ng A0%) sinde ay are gote & b0 o the Fturn. You foaM baap your sthar

Sood ey e s for pacple menarned I more tachaic o Indoem stion,

e 49 Bt U201 129000 AM Parpendars Inhy
Tha mare by, o batrar

Seoret 100 Dober 672272001 13051100 PM Foipeedant Life
1o nat Wvipn andurirand e taomensbogy bt ] &6 bave & d0nary.

oot 92 Dater (2272018 L0000 PN Vaspandart [nhy

Battar soow ety 1 hnow pow don'’s contral tha many factnrs whuch Suvn 40 g act o0 e vavthen It
My 50 Batnar At we Can's Bambind wiudd Be ure 0 Uy B a1 Far thall dvanige.

Sonmi 64 Datar A22201E L0200 PN Varpandars [nhy

Vb st ol rad st 514 dan, 39 duy parsnds, Somparitan tn Chmatalogy whan Mabing ot 454 duy
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ACSII is computed
as a group score

ACSI growing for all
products

Are doing a better
job?

Customers are more
appreciative?
Different
demographics?

A A L0 RO

1 Products 2004 2009

6-10 day forecasts 71
8-14 day forecasts 69
ENSO 76
3-Month National Outlooks 70
‘3-Month Local Temp Outlooks {3LM1
'Drought Monitor 81
3-Month Drought Outlooks 79

Aw‘NOWData
11 Hazards 72
12 Overall Total Respondents 2,214 1,433 14,057 32,572

74
74
76
70

80
80
76
76

13 Respondents Studied 2,134 1,433

4
15 NOTES:
16 Hazards
* in 2008 this products was catied
‘Excessive Heat and Wind Chill Outiook
17 Products’
" in X055 2011 Cimate Haxaros
18 Assessment

15 'S only major products and sefvices have been surveyed

¢}

2011

87
87
84
85
86

87
80
88

2,805




= Compatibility of
2004 /2009 and

2010/2011 surveys is
obscure

= 2010/2011 surveys do
not allow to distinct
the resolution of all
customer satisfaction
drivers for different
products

Meets My Keeds

Case of Underssanding
Tirreliness

ASOUTacy

overn!l 3t igdaction
Orgacization cf nforrmation
Presertat on

Clory

Provided indcrmation

15 Mo Natioss! Sessanal Outiock

Weets Vi Needs

Lase of Understanding
Tirmeliness

~llurady

overnl satsfaction

Ogonization of Aformat on
Preseral on

Carny

Prov ded Infarmation

3 M2 Drought Outiosk

Nieens My heeds

Ease of Undersmand ng
Timeliness

ACCUracy

overall satstaction
Qrganization of aformat on
Preservation

Claray

Provded Indgrmation
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09 Survey Information

Accuracy

CPC Climate Secvices
Extended Range
Long Range

Hazards

ENSO

Dvought

Products

Responsivencss of NWS

— personned 10 your protlem
interface
Data Overat
Display Compared 10 Expeciabons

Comeated 10 idee
Functionality

Navigation

Comprehension

The performance of each component on a 0 1o 100 scale Component scores are made up of the
woghied average of the correspondng survey gueshons

M The change i target vanable that results from a fve pont change n a companent score




ation about the overall performance of NWS
ite is informative, but not sufficient

ning Climate a

: ther products might provide
eading information

rity of our users do not show readiness to use the
oroducts intelligently

needed information, we need to ask proper

We must make greater effort to socialize our products:
- dissemination service is the high impact area

@ More thoughts/time/effort should be allowed for the
survey analysis




ar Thoughts

e survey to evaluate the quality
nd services?



