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Thii report responds to our reporting objectives 
stated in the Mission Support Project’s (MSP) Test and 
Evaluation Plan and is the third in a series of user 
benefit evaluation reports.’ It provides information 
and user perceptions obtained from a recent survey of 
the computer environments used by GAO staff. 
Specifically, it summarizes the benefits and the 
attributes of operating in direct-access network-a 
setting where computers are directly cabled to file 
servers to create a network-and stand-alone 
computer environments. We have briefed GAO 

management and the participating units on the survey 
results, and this report formally documents the 
information. 

Results in Brief Overall, staff said that a direct-access network 
allowed them to use their time more efficiently and 

‘Our reporting objectives and schedule are stated in the “rest and 
Evaluation Plan for GAO’s LAN Project,” issued April 8,199l. The 
first report, “Report on Focus Group lnteniews Concerning the 
Novell LAN System,” was issued October 25,199l; the second 
report, “Mission Support Project: User Perceptions on Computer 
Use and Network Operations,” was issued July 22, 19?I2. 
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provided increased and enhanced access to 
information compared with a stand-alone 
environment. Almost 70 percent said it took less time 
to send and receive tiles using the network. About 
90 percent said that a direct-access setting had a 
positive impact on their personal productivity; over 
80 percent said the same for morale. For example, 
they saved time by using the network to send, receive, 
review, comment on, and revise products. They also 
said that it had eliminated “telephone tag” because 
they could simply and immediately convey messages 
to one or several people and not spend time trying to 
contact each one. In addition, morale improved by 
connecting people even though they were located at 
various places. 

Staff also said that the network kept them better 
informed and more aware of relevant issues. They 
said that it had provided a much more efficient 
distribution of information and encouraged and 
enhanced coordination. Another key benefit was 
access to more software applications and printers, 
which allowed staff to produce higher quality 
products in less time. Staff were able to learn and 
incorporate new applications and had immediate 
access to the most current versions of others that 
they were already familiar with. Other said that the 
access to more and better software improved their 
analyses, and the laser printers allowed them to print 
better quality products and print them faster. In 
summary, nearly all-93 percent-responded that 
they were satisfied with the direct-access 
environment. 

Even though the overall response was positive, staff 
using a direct-access network had some concerns. A 
few noted the frustration of trying to work when it 
was “down”, or temporarily inaccessible because of a 
power loss, unscheduled maintenance, or other 
operational problems. While they said this did not 
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happen often, it made routine activities, such as 
accessing printers and software, cumbersome and 
time-intensive, In addition, staff in a direct access 
setting said they would be more satisfied if all GAO 
units operated in this environment because they could 
accomplish many routine tasks quickly and easily.’ 
For example, they could simply transfer files 
electronically to disperse and share information 
among the direct-access units. However, they needed 
to print or photocopy documents and then mail, hand 
deliver, or fax the information to staff who were in a 
stand-alone setting. 

Staff who could access the network using modems 
and communications software had numerous 
complaints about this access option. They frequently 
cited the frustration of trying to “dial-up” and connect 
with the network. Almost half-45 percent-were 
dissatisfied with this means of operation, which they 
described as slow, unreliable, too difficult and 
time-consuming. They would like to use the network 
features and options, but said it needs to be through 
direct-access to be beneficial and efficient. 

We asked staff for opinions on whether a GAO-wide 
network would affect their work quality. They 
overwhelmingly supported a direct-access GAGWide 
network because it would increase work quality by: 

l Improving communications between divisions to keep 
them better informed about ongoing work and 
relevant issues. 

l Increasing access to information so they could 
conduct more complete analyses and make better 
decisions. 

Only the Human Resources Division (HRD); the Agriculture, 
Transportation, and headquarters sites of the Resources, 
Community, and Economic Development Division (RCED); and San 
Francisco Regional Office (SFRO) currently operate in a 
direct-access LAN environment 
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l A l lowing th e m  to  b e  m o r e  p r o d u c tive  with tim e  n o w  
s p e n t copy ing,  fax ing,  m a i b n g , a n d  de l i ver ing  
in format ion  o r  p lay ing  te l e p h o n e  ta g . 

P roject 
B a c k g r o u n d  

T h e  M S P  focuses  o n  es tab l ish ing th e  n e twork 
capabi l i ty  th a t wil l  e n h a n c e  c o m m u n i c a tio n  a n d  
improve  in format ion  access to  s u p p o r t G A O ’s m ission 
o f p rov id ing  accura te  in format ion,  u n b i a s e d  ana lyses  
a n d  object ive r e c o m m e n d a tio n s . T h e  M S P  a lso  seeks 
to  o p tim ize th e  u s e  o f in fo rmat ion  te c h n o l o g y  to  
c o m p l e m e n t a n d  s u p p o r t cur rent  a n d  fu tu r e  qual i ty  
m a n a g e m e n t init iatives. A  key object ive is to  fo r g e  a  
p a r tne rsh ip  b e tween  systems deve lope rs  a n d  users  to  
e n s u r e  th a t th e  techno logy-so f tware  app l ica t ions 
a n d  a  n e twork e n v i r o n m e n t-m e e ts use r  
r e q u i r e m e n ts. 

A  pro ject  te a m  o f eva lua tors  f rom div is ions a n d  
reg iona l  o ffices, techn ica l  special ists f rom th e  O ffice  
o f In fo r m a tio n  M a n a g e m e n t a n d  C o m m u n i c a tio n s , 
consul tants,  a n d  c o n tractor sta ff is car ry ing  o u t th e  
M S P  object ives.  They  h a v e  i d e n tifie d  th e  use r  n e e d s  fo r  
te c h n o l o g y  a n d  in format ion  access a n d  a r e  
d e v e l o p i n g  a  D a ta  Col lect ion a n d  Analys is  ( D C A )  
app l ica t ion  to  m e e t th e s e  n e e d s . S ta ff f rom th e  M S P  
pi lot  site s - m a I, RCED,  a n d  SFRO-w i l l  test th e  
app l ica t ion  in  a  n e twork e n v i r o n m e n t to  d e te r m i n e  
w h e th e r  use r  n e e d s  a r e  b e i n g  m e t a n d  to  eva lua te  
use r  b e n e fits. 

T h e  q u e s tio n n a i r e , d is t r ibuted o n  a  s e m i - a n n u a l  basis,  
is o n e  c o m p o n e n t o f a n  overa l l  eva lua tio n  strategy th e  
pro ject  te a m  is us ing  to  i d e n tify a n d  m e a s u r e  b e n e fits 
o f te c h n o l o g y . T h e  survey p rov ide  qual i ta t ive 
in fo rmat ion  by  o b ta in ing  pi lot  p a r t ic ipants’ 
p e r c e p tio n s  o n  c o m p u te r  u s e  in  d i rect -access a n d  
sta n d - a l o n e  e n v i r o n m e n ts. T h e  te a m  is a lso  reco rd ing  
th e  tim e  a n d  ste p s  n e e d e d  to  c o m p l e te  a s s i g n m e n t 
tasks in  th e s e  two sett ings to  o b ta in  q u a n tita tive  
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measures. The team will use the perceptions and 
measurements to assess benefits of using technology 
to carry out GAO’S work. 

Methodology and SFRO staff at the end of September 1992 to obtain 
information on the computer environments they used 
in fiscal year 1992. About 700 staff completed the 
survey for a response rate of 77 percent. 

The questionnaire asked staff to 

. indicate the computer environments they 
used-direct-access network and stand-alone; 

. state how frequently they performed certain tasks, 
such as accessing software and printers; 

. indicate how satisfied or dissatisfied they were with 
the different environments and provide reasons for 
their level of satisfaction; 

. rate the ease or difficulty they experienced in 
completing tasks; 

. compare the time spent in a direct-access with time 
spent in a stand-alone setting and indicate how the 
direct-access network affected their work quality; 

. provide opinions on whether a GAo-wide network 
would increase their work quality; and 

. indicate their need for software and/or network 
training. 

Respondents provided over 1,000 written comments 
on benefits of using technology for our work, and also 
cited some concerns and training needs. Staff 
comments on benefits related to time savings, 
increased productivity, improved and enhanced 
communications and information sharing, and 
increased access to software and hardware. They also 
noted some problems, such as the difficulty in using 
modems to access the network, a lack of printers, and 
the need for training. 
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We appreciate the time and the effort of pilot 
participants in completing the questionnaire. Their 
responses provide information that helps the MSP 
team evaluate user benefits and design a system that 
will meet user requirements. 

Please contact me at (202) 512-5138 if you or your 
staff have any questions. Major contributors to this 
report are listed in appendix II. 

John W. Harman 
Project Director, Mission Support Project 
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Questionnaire Results 

In September 1992, we sent questionnaires to 900 
pilot participants in the Human Resources Division 
(HID); the Resources, Community, and Economic 
Development Division (RCED); and the San Francisco 
Regional Office (SFRO). 

The questionnaire addressed how technology had 
affected their work and asked staff to describe their 
use of computer, software, printer, and network 
technology during fiscal year 1992. Specifically, the 
survey focused on (1) computer environments 
used-direct-access or stand-alone; (2) level of 
satisfaction with the different environments; (3) types 
and frequency of tasks performed; (4) time spent 
performing tasks; (5) impact of direct-access on their 
work quality; (6) ease or difficulty of accessing 
software and printers; (7) possible effect of a 
CiAowide network on GAO'S work, and (8) training 
needs. The survey also asked staff for examples of 
how technology had affected their work and why they 
were satisfied or dissatisfied with the technology they 
used. 

About 700 staff answered the questionnaire for a 
response rate of 77 percent. They also provided over 
1,000 comments, which focused primarily on how a 
direct-access network saved time, improved 
productivity, increased and enhanced 
communications and sharing of information, 
increased access to software and hardware, and 
provided cost savings. They also described problems 
in accessing the network using modems and 
communications software, identified training needs, 
and provided information on other issues. 

The following sections summarize the survey results, 
appendix 1 contains the questionnaire and a 
tabulation of responses. 
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Questionnaire Result8 

Use of Different During fiscal year 1992, the pilot staff used computers 
Computer in two types of environments: 
Environments 

l Direct-access: The staff used computers that are 
directly cabled-“hard-wired”-‘- file servers to 
create a network environment. Staff had direct on-line 
access to network features--numerous software 
applications, different printers, data files, messages, 
and bulletin boards. 

l Stand-alone: Computers operated as individual units, 
and staff generally use software located on the 
computers’ floppy or hard disks. To print out files and 
information, they used printers connected to their 
computers or, if their computers did not have 
printers, they had to take their floppy disks to 
computers that did. The only way that staff could 
access the network was to use computers that had 
modems and communications software required to 
connect with the network. 

During the last 6 months of this fiscal year, the 
number of staff using computers in a direct-access 
network setting had increased significantly compared 
with the first half of the fiscal year. Only 298 staff 
were in a direct-access setting during the first half; 
this increased to 448 by the end of the fiscal year. This 
happened because tile servers were installed during 
March and April 1992 to provide the pilot units with 
the network equipment necessary to complete the 
pilot test for the Mission Support Project (MSP).~ 
Figures 1 and 2 show the percentage and the number 
of staff who operated in direct-access settings 
compared with stand-alone settings during the first 
and last 6 months of fiscal year 1992. 

:‘File serverS were installed at the RCED Agriculture and 
Transportation audit site and HRD locations. 
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Quest.ionndre Beuults 

Figure 1: Staff Using Computers In Direct-Access Network and Stand-Alone 
Settlngs-First Six Months of Fiscal Year 1992 

I Stand-alone (n = ‘286) 

Direct-access (n = 298) 
P 
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Questionnaire Result.9 

Figure 2: Staff Using Computers In Direct-Access Network and Stand-Alone 
Settings-Last Six Months of Fiscal Year 1992 

1 Stand-alone (n = 239) 

- Direct -access {n = 448) 

Satisfaction With 
Computer 
Environments 

We asked staff how satisfied or dissatisfied they were 
with the direct-access and modem-access 
environments as an effective way to coordinate with 
people; send and receive messages and files; and 
access software, printers, and information (such as 
data files and bulletin boards). Staff with a direct 
access network were overwhelmingly 
satisfied-93 percent-with their work setting. 
However, for staff who could access the network only 
by way of modems, just 39 percent were satisfied and 
almost half-45 percent-were dissatisfied with this 
arrangement. Specifics for each setting are shown in 
figure 3: 
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Questionnaire Results 

Figure 3: Staff Satisfaction With Computer Environments 

Percent 

100 

Direct-access Modem-access 
Cornpuler Environments 
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u Satisfied 

Neither 

Dissatisfied 

Staff were satisfied with direct access for numerous 
reasons, but most often because it improved 
communications, enhanced access to information, 
and saved time. They cited the importance and 
benefits of sharing information and the ease with 
which they could do this. Others noted the time 
savings that direct access provided to circulate, 
review, comment on, and revise products. For 
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Questionnaire &esults 

example, one person said that he was able to receive, 
review, and provide comments on testimony in half a 
day, a much faster turnaround than possible in a 
stand-alone setting. Staff also said that they had saved 
time communicating and coordinating with others 
because they could send messages and convey 
information instantaneously. This was far more 
efficient than playing “telephone tag” or waiting for 
the appropriate time to call staff in different time 
zones. Comments reflecting these perceptions follow. 

l “Without a direct-access network, a tremendous 
amount of time can be lost trying to contact people. 
Uowever, with the network, you can post a message 
and forget it. Also, the ready access to software is 
great. I also enjoy the high-speed, high quality of the 
laser printer.” 

. “The network greatly facilitated making changes to 
draft product-I could retrieve file from shared drive, 
make changes and then save it to the shared drive at 
the end of the day, where it could be retrieved by my 
supervisor at the beginning of the next day. This was 
very beneficial because we worked different 
schedules and he could retrieve the draft first thing in 
the morning, long before I showed up for work.” 

l “Since we are hooked up to the printers with the 
network, we do not need to walk around and look for 
an available printer. Also, time is saved transmitting 
data files with electronic mail messages and less time 
is used for printing and making copies of documents.” 
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Questionnaire Results 
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As described above, staff generally were dissatisfied 
with modem-access, frustrated primarily with the 
time and the effort they had to expend to access the 
network, A sample of the numerous complaints 
follows. 

l “Modem-access is a giant pain in the neck. I only had 
one telephone line which diminished rather than 
enhanced by ability to communicate. Logging on was 
always an iffy proposition and the 
after-15-minute-lock-up feature was awful.” 

l “Modem-access is clearly undesirable compared to 
direct-access. ” 

l “It is often difficult to get access-always need to try 
more than once and sometimes need to try 5 or 6 
times (Sometimes, I don’t get access at all.)” 

l ‘Main source of dissatisfaction with modem-access is 
inability to log onto the system. Over 50 percent of the 
time, there is ‘no answer’.” 

l “Modem-access is incredibly slow-1 do not believe 
it’s worth the time I have to put in to use it.” 

l “Frequently, after dialing several different call-in 
numbers, it still doesn’t connect. It impedes 
productivity.” 

While almost all the pilot unit staff were satisfied with 
direct access, the degree of satisfaction varied by 
location. As shown in figure 4, RCED'S Agriculture 
audit site, as well as the SFXO and HRD locations have a 
higher percentage of staff who are very satisfied with 
direct access compared with RCED'S Transportation 
and headquarters locations. 
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Questionnaire Resulta 

Figure 4: Staff Satisfaction With Direct-Access Network by Location 
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Reasons for lesser satisfaction focused on work 
interruptions because of network downtime or a need 
for more support so that staff can more fully use 
network options. For example, staff commented as 
follows: 
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Questionnaire Result.9 

l “As long as the network doesn’t go down, I use it all 
the time. However, if I’m working on a file that is very 
important, I’m afraid to use the network since it has 
previously shut down in the middle of revising a draft 
report.” 

l “Direct-access is great until it crashes and you have to 
stop work. While this does not happen often (perhaps 
once every 2 months), it shouldn’t happen.” 

l “My primary concern is the difficulties I and others 
have ln using the network to send print jobs to the 
printers-rarely works properly.” 

Access to Software Overall, staff were very pleased with the access to 
and Printers software and printers provided by a direct-access 

network. About 94 percent and 83 percent, 
respectively, said it was easy to access software and 
printers in this setting. Staff in stand-alone settings 
where they used software from their floppy or hard 
disks and printers connected to their computers (no 
access to network) also said it was easy to access 
these tools, but they were less satisfied than staff with 
direct-access. Furthermore, staff who tried to access 
software and printers via modems were even less 
satisfied. For example, only 48 percent said it was 
easy to access software, while 39 percent said it was 
difficult. Tables 1 and 2 provide details on the ease or 
the difficulty that staff experienced when accessing 
and using software and printers in direct-access and 
stand-alone environments. 

Table 1: Ease of Software Access 
Number of Easy Neither Difficult 

Computer Environment Staff (percent) (percent) (percent) 
Direct-access network 488 93.9 4.3 1.8 
Stand-alone: 
No access to network 355 89.0 5.4 5.6 
Modem access to network 243 48.1 12.8 39.1 

/ 

i 
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Quertionnaire Besub 

Table 2: Ease of Printer Access 
Number of DSY Neither Difficult 

Computer Environment Staff (percent) (percent) (percent) 
Direct-Access network 474 83.3 7.0 9.7 
Stand-alone: 
No access to network 330 76.1 7.3 16.7 
Modem access to network 196 55.6 10.2 34.2 

Staff with a direct-access network frequently cited the 
improved and increased access to software and 
printers. They said that with direct access, they saved 
time because they could simply choose software and 
printers using the computers on their desks, versus 
walking around to locate them. For example, staff 
described the ease of entering print commands from 
their computers and then retrieving the printed 
products from the selected printer locations when 
convenient. This was far easier than transferring the 
files to floppy disks, going to other computers that 
had the necessary printers attached, often waiting for 
those computer and printer workstations to become 
available, and then printing the files. 

Many staff also noted that the direct-access setting 
provided access to laser printers, which improved 
product quality. They said that the laser printers 
produced products of higher quality and produced 
them faster, making them “infinitely better than the 
old dot matrix beasts.” Another benefit was the fact 
that the direct-access network provided the same, 
current version of each software application, which 
was easier to maintain. 
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Questionnaire Results 

ljpes and Staff in a direct-access network environment sent and 
Frequency of Tasks read messages and accessed bulletin boards more 
Performed frequently than staff with modem acces~.~ They were 

also more satisfied with their direct-access setting 
than staff using modems for these tasks. Specific 
details for each are shown in figures 5 and 6: 

+‘The frequency of tasks is defined as: frequent = several times a 
week or more, sometimes = several times a month, and seldom = 
once a month or 113~. 
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Questionnaire Results 

Figure 5: Direct-Access Environment Shows More Frequent Use 
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Questionnaire Resulta 

Figure 6: the More 
Frequent the Use, the 
More Satisfied the User Percent of Users Satlafled by Tark and Environment 
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Seldom Sometlmw Frequent 

Reed Messages 

SometIm Frequent 

Read Bulletln Boards 

Most staff said that the direct-access setting provided 
a much better means to communicate and coordinate 
with team members at various locations. Many staff 
said they no longer faxed or sent hard copies of 
information because the electronic mail feature was 
so quick and efficient. They also noted the 
convenience of sending files to staff in different time 
zones. With direct access, there was no need to wait 
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Questionnaire Results 

until the appropriate time to call and transfer 
information, 

Staff using modem access complained that this was 
slow, difficult, and unreliable. Some said that this 
dial-up process was a waste of time and discouraged 
network use because they frequently could not make 
connections. Other respondents noted that once they 
had gained access, the system was too slow and that 
they sometimes were automatically “thrown out” if 
they did not use the accessed feature frequently 
enough to maintain the connections. 

Time Allocated to 
Assignment Tasks 

We asked staff whether they spent less, more, or 
about the same amount of time to complete various 
tasks in a direct-access LAN setting compared with a 
stand-alone setting. About 60 percent of the 
respondents said they allocated less time for tasks 
such as sending and receiving files, finding 
appropriate software and printers, and 
communicating with headquarter and regional office 
staff. They also provided comments on how the 
direct-access network affected time needed to 
complete tasks. The following comments are 
representative of the predominant reasons for why 
they needed less time. 

l “I did not have to worry about conflicting schedules 
to send and receive files-could just send the files at 
any time and they would be immediately available for 
the recipient.” 

l “Sending products via the direct-access environment 
seems to result in more timely responses+” 

l “It requires fewer steps to accomplish tasks and they 
could be completed at your desk-less time spent 
faxing, copying, waiting for information.” 

l “You don’t have to conduct searches for software or 
printers. In a stand-alone setting, I wasted a lot of 

P 
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Questionnaire Beeulta 

productive time trying to locate a computer or waiting 
in line to use a printer.” 

While most staff indicated that with direct access they 
spent less time for tasks, some said that they 
allocated more time. But the reason given was 
because direct-access was such an easy and efficient 
means to communicate and share information, They 
said that as a result, they were better informed and 
more productive. In addition, most staff who said that 
they allocated more time performing various tasks 
indicated that they were satisfied with the 
direct-access setting. As shown below, whether staff 
with direct access allocated less or more time for 
various tasks, they were satisfied, as illustrated in 
table 3: 

Table 3: Time Allocated to Assignment Tasks and Staff Satisfaction 
Staff who Staff who 
allocated allocated 
less time Satisfied more time Satisfied 

Task (number) (percent) (number) (percent) 
Send and receive files 192 95.8 52 90.4 
Find appropriate printers 194 97.4 63 81.0 
Find appropriate software 181 98.3 45 84.4 
Communicate with headquarters 197 97.0 73 94.5 
Communicate with regional offices 111 97.3 25 92.0 

Impact of 
Direct-Access 
Network on Work 
Quality 

Staff indicated that the direct-access environment had 
an overwhelmingly positive impact on their personal 
productivity, morale, and product quality. In addition, 
direct access rarely, if ever, had a negative impact on 
these areas, as shown in figure 7. 
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Questionnaire Results 

Figure 7: Impact of Direct-Access Network on Productivity, Morale, and Product 
Quality 
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We also looked at the relationship between staff 
responses regarding the time they spent for various 
tasks in a direct-access setting and their responses 
regarding the impact this setting had on the above 
areas. Ninety-five percent of the staff (about 180) who 
said that they spent less time sending and receiving 
fdes and finding the appropriate software and printers 
also said that the direct-access network had a positive 
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Questionnaire Results 

impact on their productivity. About 87 percent and 
82 percent, respectively, said that this also had a 
positive impact on their morale and product quality. 

I 

I 

In addition, for most respondents, direct access had a 
positive impact on their coordination efforts to plan 
jobs, collect and analyze data, prepare and review 
products, and complete administrative tasks, as 
shown in figure 8. 
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Questionnaire Result8 

Figure 8: impact of Direct-Access Network on Assignment Tasks 
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Effect of a GAO-Wide We asked staff to indicate whether a GAO-wide 
Network network would increase their work quality. They 

supported this primarily because it would provide 
increased and enhanced communications, access to 
more information, and time savings, But they stressed 
that a GAGwide network must be in a direct-access 
setting to be efficient and effective. The following 
comments are representative of the views expressed 
by the staff: 
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s “A GA@wide network would provide me the ability to 
easily and quickly communicate and share 
information throughout GAO, making me more 
productive and provide more time to do a qudity job. 
Also, access to information will make it possible to 
make better decisions and more complete analyses.” 

l “It would be great. It would help with our 
coordination efforts with other divisions and to 
develop and share ideas. We would also have more 
access to people with expertise in different subject 
areas. Do it!” 

l “I could communicate with people in other units more 
rapidly, This would be beneficial in planning meetings 
and sharing data and text. It would reduce 
turn-around time in getting agreement” 

9 “A GAGwide network would improve the quality of my 
work if everyone is hardwired [direct-access] so they 
can make effective use of the network. It makes no 
sense having half of GAO in a modem-access 
environment. ” 

l ‘Only if I had direct-access would the LAN increase the 
quality and productivity of my work.” 

Training Needs We asked staff to indicate whether they needed 
training in various software applications or in how to 
use the network. Most-almost 70 percent-indicated 
that they did not need any training for word 
processing, electronic mail, and network operations. 
Over 65 percent said they needed some 
training-basic, intermediate, or advanced-for using 
graphics and data base management software. There 
was also a high level of interest-about 
60 percent-m learning more about calendar and 
schedule software applications. A tabulation of all 
responses is provided in Appendix I. 
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Appendix I 

Questionnaire and Tabulated 
Responses 

GAO 
United States General Accounting Of!ke 

Survey of Computer Environments Used by 
GAO Staff 

INTRODLJCTH3N PART I-DEFINITIONS 

The purpose of this qUeStiOMake is to provide 
information on the impact that technologyAomputers, 
software. prmters. and the GAO local area network 
(LAN+has had on the work we do at GAO. 
Specifically. this survey focuses on how GAO staff use 
information technology to carry out work assignments. 

Throughout this questionnaire we ~111 refer to three types 
of computer envuonments. During fiscal year L992 you 
may have worked in more than one of these 
environme.nts. 

Your responses will be used to help make decisions 
regarding the acquisition and application of technology 
resources m the future. The Mission Support Project team 
will use this questionnaire data and other mfomxttion 
collected throughout the project to defie user 
requirements for the technology needed to carry out 
GAO’s mtss,on. 

Non-LAN environment: This lope of environment is 
commonly known as a “stand-alone” environment. 
When you use this type of environment you cannot gain 
access to the hardware, software, and files on the GAO 
LAN. 

LAN modem-access environmenk In this type of 
envimnment the user can access the hardware, software, 
and files on the GAO LAN by a modem attached to the 
computer. 

Please rehrn your completed questionnaire to Christie 
Motley in Room 6468 in GAO’s headquarters building. 
If you have any questmns please call Christie Motley at 
(202) 275.0693 or Nancy Oquist at (202) 2755350. 

LAN direct-access environment: In this type of 
environment the user can access the hardware, software, 
and files on the GAO LAN w&out using a modem, 
because the computer is dticrly cabled to the LAN 

NOTE: For slatTat the RCEDKPA audit site, you are 
not m a LAN direct-access envxonment. You ax in a 
LAN modem-access environmenr; you access printers 
and network options by using a modem and data switch 
set-up that streamlines the dial-up process. 

INFORMATION IS PROVIDED IN PERCENTAGES 
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Appendix I 
Questionnaire and Tabulated 
Responses 

PART II-BACKGROUND INFORMATlON 

1. What is your diwsion oc regmnal office? (1V=699) 
(Check one.) 

11.0 RCED (headquarters building) 
7.6 RCED/‘DOT site 
6.2 RCEDIAG sire 
5.3 RCED/EPA site 

13 .3 Other RCED audit we 
29.9 HRD (One Massachusetts Avenue) 

3.4 HRD audit sites in Baltimore 
14.2 San Francisco Regional Office 

2.4 Sacramento sub-office 

2. How many years have you worked at GAO? (Round 
to Ihe nearesr yearJ 

years 

3. What is your current grade? iN=699J (Check orte.j 

0.1 GS-8 and below 
25.3 Band I/ GS-7 to GS-12 
48.1 BandIIlGS-13andGS-14 
14.2 BandIIIIGS-15 

3.0 SES / Above GS-15 

4 Which of the following describes your lob role, 
regardless of your formal position description? 
(N=699) (Check one.) 

12 .6 Clerical, secretarial, or administrative support 
staff 

59.9 Band I and Band II evaluator OI 
evaluator-related staff not m a specialist group 

11.7 Band III evaluator or evaluator-related staff 
not m a specialist group 

9.2 Specialist (DMTAG. TAG, or EAG member 
m a specmlist group) 

3 3 Unit Manager (Directors, Regional Managers, 
Division Directors, etc.) 

3.3 Other (Specify) 

5. Based on the definitions in Part I. which one of the 
following best describes your computer environment 
in fiscal year 19927 fN=699] (Check one.J 

33.1 LAN direct-access for the whole 
__ year - SKIP TO QUESTION 7 
2 2.5 LAN modem-access for the 

whole year. SKIP TO QUESTION 7 
2.6 Non-LAN for the whole 

year --3 SKIP TO QUESTION 7 
25.0 Mixed. but currently 

LAN direct-access-----t CONTINUE WITH 
QUESTION 6 

6.6 Mixed, but currently 
LAN modem-access+ CON+lXVUE WITH 

QUESTION 6 
2.6 Mixed, but currently 

non-LAN 3 CONTINUE WITH 
QUESTION 6 

1.7 Did not use a computer in fiscal 
year 1992+ SKIPTO QUFSTION IS 

6. Of all the tune you spent using a computer in the past 
fiscal year. about what percent did you spend in each 
of the following envuonments? (N=330) 

47 5% LAN direct-access environment 

20 80 LAN modem-access environment 

32.0% Non-LAN environment 

I 

i 
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Append= I 
Questionnaire and Tabulated 
Responses 

PART III-COhfFWTER ENVIRONMENT USE 

7. How often (if at all) did you perform each of the following tasks in the computer environments listed in the table 
below? (Amwer each quesfion using one oftkefollowing numbers.) (N=687J 

I= Frequently (several times a week or more) 
2= Sometimes (several times a month) 
3= Seldom (once a month or lessi 
4= Not applicable 

TASKS 

CC 
Percent 

Direct-access 

wter Environn 
“Frequently” r 
Uodem-access 

27.8 

It 
,C”Se, 

Non-IAN 

3. Read bulletin board (shared) 
messages 53.7 

4. Access policy/ 
procedure information 

5. Access MATS information 

6. Access djvision and/or 
regional MIS 

7. Send data files (e.g.. from 
WordPerfect, spreadsheets, 
data bases) 

5.5 

8.6 
t 

8. Store data files 

9. Access shared data files 

10. Access word processing 

7.0 

software 

I I. Access spreadsheet software 
58.1 

15.6 

DlrectoIy 
15. Access printers 

10.0 

16. Other (SPECIFY) I 
0.1 0.1 I 1.2 
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Appendix I 
Questionnaire and Tabulated 
Responses 

PART III-COMF’UTER ENVIRONMENT USE 

7. How often (if at all) did you perform each of the following tasks in the computer environments fisted in tbe table 
below? (Answer each question using me of zhe following numbers.) (N=687J 

I= Frequently (several times a week or more) 
2= Sometimes (several times a month) 
3= Seldom (once a month or less) 
4= Not applicable 

I. Send messages 

2. Read inbox (personal) 
messaPes I 2.3 

3. Read bulletin board (shared) 
messages 

4 Access policyi 
9.C 

procedure information 
5. Access MATS information 

7.3 

I 6.3 

6. Access dwision and/or 
regional MIS I 9.5 

Il.6 
9. Access shared data files 

I 9.2 

IO. Access word processing 
software 3.3 

I I. Access spreadsheet software 
14.1 

14. Access GAO Telephone 
DiPdOry 

I6 Other (SPECM) 
0.7 

8.6 

8.7 

2.1 

1.1 

2-E 

6.E 

4.1 

2.c 

2.5 

2.E 

1.: 

0.4 

4.7 

2.t 

0.4 

----I l/////J/f// 

4.8 

4.8 

3 1.7 

0.3 

a.01 
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Appendix I 
Questionnaire and Tabulated 
Responses 

PART III-COMPUTER ENVIRONMENT USE 

7. How often (if at all) did you perform each of the following tasks in the computer enwonments listed in the table 
below? (Answer each quemon using one of rhe following numbers.) (N=687) 

1= Frequently (several times a week or more) 
2= Sometimes (several times a month) 
3= Seldom (once a month or less) 
4= Nor apphcable 

uter Environn 
I “!Mdom” re! 
lodem-access 

21.c 

TASKS 

CC 
Parwr 

Direct-access 

1: Send messages 
/ a.9 

2. Read inbox (personal) 
messaees I 2.0 10.3 

12.i 
3. Read bulletin board (shared) 

messages 6.3 

26.E 
6. Access dwieion and/or 

reaional MIS 

25.: 

27.‘ 

10. Access word prwesswg 
software 

11. Access spreadsheet solware 

~~ 

27.1 

as.1 

25.3 

27.4 27.7 -4 
a.0 
6.1 14. Access GAO Telephone 

Directorv 

17.9 

1.5 
-4 3.1 

0.61 
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Appendix I 
Questionnaire and Tabulnted 
Bemponses 

PART III-COMPUTER ENVIRONMENT USE 

7. How often (if at all) did you perform each of the following tasks m the computer environments listed in the table 
below? (An.~wcr each question using one of the foilowing numbers.) (N487) 

I= Frequently (several times a week or more) 
2= Sometimes (several times a month) 
3= Seldom (once a month or less) 
d= Not applicable (includes respondents who left the item blank) 

TASKS 

C 
Percent t 

Direct-access 

I. Send messages 
I 32. 

2. Read inbox (personal) 
messaw I 30. 

10. Access word processing 
s0fbw-e 32. 

i 1, Access spreadsheet software 

12. Access graphics software 

13. Access data analysis 
software (e g.. FoxPro, 
SAS, SPSS) 

14. Access GAO Telephone 
Directory 

15. Access pnnrers 

16. Other (SPECFI) 

putar Envlrotm 

lot Applicable 
Modem-access 

54. 

53. 

63. 

68. 

68. 

63. 

64. 

68. 

64. 

68. 

69. 

73. 

67. 

69. 

97. 

It 
sponses 

Non-LAN 

l/l///i/l// 

/ll//llI/ll 

/lIilll//// 

1////11//// 

/////1////l 

////11/1/l/ 

84.7 

79.3 
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Appendix I 
Questionnaire and Tabulated 
Responses 

8. Thinking about the software packages you most 
often use, how easy or difficult has it been to access 
and use them in each of the computer environments 
hsted below? (S&ore packager k&de wrd 
processing. spreadsheet. data base, and gruphicr 
pockages./ 

Direct-access computer environment (h620) 

61.5 Veryeasy 
12.5 Somewhat easy 

3.4 Neither easy nor dlft’icult 
I. o Somewhat difficult 
o 5 Very difficult 

21.3 Do nol use s&ware *n this envimnment 

Modem-access computer environment iN=541) 

10.9 Very easy 

IO. 7 Somewhat easy 
5.7 Neither easy nor difficult 
9 a Somewhat difficult 
7 B Very difficult 

55.1 Do not use software m thy environment 

Non-LAN computer environment (N=47R) 

52.1 Very easy 
14 0 Somewhat easy 

4. 0 Neither easy nor difficult 

3 1 Somewhat difficult 

L. o Very difficult 

2 5.7 Do not use sohware tn this enwonment 

9. Thinking about the printers you most often use, how 
easy or difficult has it been to access and use them in 
each of the computer environments listed below? 
(Primers include dot mnrrir, law, mdpostwipz 
pr&erJ 

Direct-access computer environment (A’=6091 

da.1 Veryei~.~y 

16.7 Somewhat easy 
5 4 Neither easy nor difficult 
4 B Somewhat difficult 
2. 8 Very difficult 

22.2 Do not use printers in thw environment 

Modem-accw computer environment (N-530) 

11.1 Veryeasy 

9 4 Somewhat easy 
3 -8 Neither easy nor difficult 
7 2 Somewhat difficult 
5.5 Very difficult 

63 .O Do not use printers in this environment 

Non-LAN computer environment (N-469) 

33.0 Veryeasy 
2 D 5 Somew hat easy 

s I Nather easy nor difficult 

9. o Somewhat difficult 
2.8 Very difficult 

29 .6 Do nor use printers in this envuonment 

IO. In fiscal year 1992. dtd you use a LAN direct-access computer environment enough to become famtlnu with its 
advantages and disadvantages relatwe to a Non-LAN computer environment? (N=682/ (Check one.) 

57.9 I am familiar enough IO make comparisons 
42.1 I am not famiharenough to make comparisons - SKIP TO QUESTION I5 
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Appendix I 
Questionnaire and Tabulated 
Responses 

TASKS (11 
I. Communicatmg with other GAO headquarters 

units staff 17 
2. Communicating with other GAO regional umts 

staff 46 

3. Coordinating wth other GAO headquarters umts 
staff-such as on data collection and analysis, 
developing report products and administrative 
tasks 36 

4 Coordinatine with other GAO reeional units 
y M E  

staff-such as on data collection and analysis, 
developing report products. and administrative 
tasks 54 

1. when you performed the following tasks, did you spend less, more or about the same amount of time in a LAN 
direct-access computer environment as compared to non-LAN envmnment? (Check onefor each.1 

5. Sendmg and receiving data files via computer 1 Z? 
6. Findinn appropriate software I li 
7. Finding avvrovnate vnnters I 11 
8. Printmg information from the computer to paper 5 
9. Usmg a fax machine to send and receive 

I information 
10. Photocopymg mformatmn so you could send a 

hard copy 

LE 

15 
11. using express. regular, or pouch mu1 to send hard 

copies of informatIon 22 
12. Waitmp: for hard copies of information to arrive 
13. Other(Specify) 

2. If you spent less time using a LAN dlecf-occess computer environment, please explam why in the space below. 
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Appendix I 
Questionnaire and Tabulated 
Beeponses 

3. Did working in a LAN direct-uccess conrpuler envisonnrent have a positive, negative, or no impact on the quality 
of work in the following areas? (Check one for errck) 

/ (2) / (4) / 151 
:OORDINATlNG WITH HEADQUARTERS UNITS ON: 1 

Job planning (developing and coordinating assignment plans. 
mue area ckns and iob starts. erc.) I 191 231 291 OI c 

!. Data collection and analysis (develop interview write-ups, 
spreadsheets, and graphics; analyze workpapers; search and 
retrieve informdon for use at decision points) 

I. Product preparation and review (retrieve workpapers, revise 
products to respond to rewews) 

30 

30 

25 

23 

26 

26 + 

0 c 
0 c 

I. Admuusuative actlwt~es (prepare travel. training, annual 
assessment documents and other fomrs) I 231 291 311 II c 

:OORDINATING WITH REGIONAL UNITS ON: 

, 

/ 

, 

/ 

, 
/ 
/ 
/ 

, 

/ 

, 

/ 

i. Job planning 9 12 24 0 c 
1. Data collectton and analvsx I 91 121 241 01 c 
‘. Product preparation and review 14 11 23 0 c 
;. Administrative activities 
:ENJXAL WORK AREAS 

14 15 25 0 C 

1 Your personal productwiry I 541 341 91 II c 
0. Quality of your products 

40 331 211 01 c 
1, Your capatuliry to do new kinds of applications 

2. Your morale 

38 34 23 0 c 

47 33 17 1 C 

4. If you indicated either very negahve or very posilive impact for some areas, please explain why. 

29 379 

22 379 

1 21 376 

16 381 

56 373 
55 373 ‘1 52 374 
47 374 

2 304 

2 383 1 5 383 

2 384 
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Appendir I 
Questionnaire and Tabulated 
Responses 

15. Over& how satisfied or dissatisfied are you with each of the following computer environments as an effective 
way to coordinate with people, send and receive messages and files, and access information, software and printers? 

6. Please explain your level of satisfaction below. If possible. provide examples which describe why you feel that 
way. 
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Appendix I 
Questionnaire and Tabulated 
Response6 

PART XV-OTHER WXJES 

17. Thinking about the communkation software 
packages you most often use. how easy or difficult 
has tt been to work with them? (Please consider the 
effon ~penr locaring o modem, estoblishrng a 
connection, as well 0s using the so$tware.i 

pcANYWHJXRE CN=6691 
67. I Do not use this package 
9.3 Veryeasy 

IO. 9 Somewhat easy 
5 2 Neither easy nor difficult 
5. 7 Somewhat difficult 

2 Very difficult 

:osession iN=663) 
63.2 Do not use this package 

7.2 Veq’es.Sy 
9.5 Somewhat easy 
6 0 Neither easy nor difficult 

13.9 Somewhat difficult -- 
3.2 Very difficult 

:rossTalk (N=6761 
3 e o Do not use this package 
14.5 Very easy 
16.9 Somewhat easy 

7 4 Neither easy nor difficult 
17 9 Somewhat difficult 

5. 3 Very difficult 

b-mii irV=662) 
92.9 Do not use thn package 

2.3 veryeasy 
2.4 Somewhat easy 
1. I Netther easy nor difficult 
I. 2 Somewhat difficult 
o, o Very difftcult 

18. Please indicate whether you need training in the areas 
listed below. (Check one box per row.l 

AREAS OF 
TRAINING 

bases) 42 40 6 4 660 
9. Electronicmad 1 1 1 1 ) 

IO. Automated 

1 
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Questionnaire and Tabulated 
Responsea 

19. Which of the following best descrihcs the computxr 
you most frequently used during fiscal year 19927 
(N=692) (Check one.) 

2.0 A computer shared with one or two other 
people 

7.4 A computer shared with mom than 2 people 
8 6 .6 A computer in my office or cubicle which is 

rarely shared + SKIP TO QUESTION 21 
I. 6 Other (Specify) 

0.4 I do not use a computer-At right. briefly 
describe why. then SKIP TO QUESTION 21 

20. Because you most often shared a computer during fiscal year 1992. about how much effort did you take to petforro 
the following activities? (Check ant-for each.) 

apers and documents 

21. If a GAO-wide network were in place. please describe why you feel this environment would or would not 
mcrease the quality of your work. 

Thank you for your ossiamnce! 
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Major Contributors to This Report 

1 
Mission Support Anthony Cicco, Project Manager 

Project 
Christie Motley, Manager, User Application Group 
Nancy Oquist, Team Leader, Evaluation Report 
Angela Griffiths, Training Specialist 
Don Leppla, Senior Evaluator 
Ruby Rishi, Computer Specialist 

Resources, Alice Feldesman, Supervisory Social Science Analyst 

Community, and 
Jason Lee, Social Science Analyst 

Economic 
Development 
Division 
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