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Content 
Development 
Workshops
Subject Matter Experts…
the way we get information
and the way we maintain it. 
http://corpslakes.usace.army.mil/employees/gateway/workshop.html

Some Gateway Principles
• Make it all about the Community 

of Practice.
• Initially focus on the innovators.
• Create events that make sharing a 

fun way to learn together…
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Send us your photos!

•Note photo credit

•Suggest caption

•Email to Virginia 
Dickerson

RecStatus – coming to the 
Gateway Fall 2007
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RecStatus
This is not a data call – data for the report 
will come from existing data sources, 
including

OMBIL
NRRS
RecBEST

Purpose
Consistent presentation of project info

Stand alone report
Easy one-click access point for detailed 
information on each item 

Benchmarking tool for managers
Project percentile value relative to others
% change from previous year’s info 

Back-check for OMBIL and other data
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RecStatus

RecStatus
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SME:  Richard Kasul, ERDC

Comment Card Help

Help Desk is always open: 

For assistance with any aspect of the 
comment card surveys please contact 
Christine Wibowo (ERDC) by E-mail at 
Christine.Wibowo@usace.army.mil or 
telephone at 601-634-4397 
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Summary Project Reports

Item Rating Table 

Benchmarking Graph
Project to District
Project to Division
Project to US

Visitor Comments List

Why do we have Comment Card 
Program?

The Corps initiated a comment card survey in the 
mid-1990's primarily to meet a reporting requirement 
mandated by the Government Performance and 
Results Act (GPRA) of 1993. 
GPRA required us to report annually to OMB on CE 

recreation program performance.  Visitor satisfaction 
was one of the performance measures. 
In 2002, the RLAT asked ERDC to standardize the 
way the comment card survey was being conducted 
at Corps projects
Two years later (2004) , General Strock directed all 
projects to begin participating in the comment card 
program.  His directive can be found in the NRM 
Gateway Comment Card pages.  
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How is this data used?
Also in 2004, RLAT began to explore ways we could 
use comment card data to help to benefit the CE 
recreation program. 

1.  Benchmarking of project performance against 
District, Division, and National norms.  
2.  Visitor suggestions for improvements 

Comments organized by facility and service categories (to 
parallel facility budget categories and justified level of 
service categories)  
Used as the visitor satisfaction performance measure in the 
performance budgeting process

Ongoing Analysis
Based on Comment Card Question: “What do you like most 

about this area” from Recreation Area Comment Card 
Survey

6677Total To Date 
<2.0 ea. 182633 additional categories so far 

2.0136Picnicking / picnic areas
2.2147Friendly visitors 
2.3154Safety and security 
2.4161Open space 
2.6171Restrooms or Showers
2.8187Shade 
3.6240Facilities 
3.6243Family / child  friendly 
4.1274Location 
4.3285Accessibility
5.5364Swimming / swimming beach
6.5412Rangers
6.5431Convenience from home
8.7582Fishing 
9.8609Camping / camping facilities
13.9895Quiet and/or peaceful 
13.4892Cleanliness 
24.71,648Attractiveness of area

PercentNumberWhat Visitors Liked  Most Examples of Comments 

Very scenic, lake is beautiful 
Lake area, views, shade trees, birds 
Good, clean, very good for kids to ride bikes.
A nice place to camp, family place.
Outdoor fellowship with friends- much cooler 
than at home.
It’s close to my home so we can come often. 
The campground is always clean and the 
people are nice.
Cleanliness and quiteness.
Wonderful lake- excellent staff.
The area is very clean and well-managed.  We 
appreciate the rangers patrolling the area and 
keeping it save.
Convenient and safe for fishing.
Cleanliness of shower house and beach
Location, environment, cleanliness, cost.
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Recreation Area Survey
Summary of Suggestions

33,290Total
19,087No comment offered 

64Inappropriate or offensive Comments
3,318Comments, but no suggestions 

20%Other Comments: 

1%94Park Attendant / Park Host
2%205Reservations
2%244Repairs
3%322Visitor Assistance
5%581Facility Cleaning
6%695Mowing

80%Service Issues: 

18%1,958Other Facilities
2%257Signs
7%708Boat Ramps / Courtesy Docks / Piers
8%889Roads & Parking

20%2,204Buildings – Restrooms / Shower Houses
25%2,664Camping / Picnic Sites

Facility Issues: 

PercentNumber Suggestion Categories

Visitor Center Survey
Importance – Performance Evaluation

Restrooms
Roads / Parking 

Pamphlet/Brouchur
eChildren's Activities 

Learn Opportunities 

Tours

Bookstore

Exhibits / Displays

Staff Helpfulness

Staff Availability

Presentations / 
Films

Disabled Access

4.20

4.30

4.40

4.50

4.60

4.70

4.80

4.90

5.00

2.60 2.80 3.00 3.20 3.40 3.60 3.80 4.00
Importance
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4.44

4.58

4.60

4.58

4.66

4.63

4.70

4.58

4.72

4.88

4.80

4.66

Bookstore

Tours

Disabled Access

Presentations / Films

Roads / Parking

Pamphlets / Brochures

Restrooms

Children’s Activities

Exhibits / Displays

Staff Availability

Staff Helpfulness

Learning Opportunities

Satisfaction

2.71

2.93
3.12

3.14

3.30

3.34

3.37

3.39

3.50

3.51

3.51

3.51

ImportanceAttribute  

Importance Scale: 1 = Not Important  to  4 = Very Important.
Satisfaction Scale: 1 = Very Poor to  5 = Very Good.

Reduce emphasis

Increase emphasis

Maintain  Emphasis 

Low  Emphasis

Management Priorities 
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How was the survey procedure 
developed?

The main goal of the survey scheduling 
process is to ensure that every visitor to 
the lake during the 3-month sampling 
window has the same probability of being 
surveyed, i.e., a representative sample. 
We plan to continue using the current 
procedure as long as producing a 
representative sample remains the 
motivating principle behind the survey 
scheduling process. 

What is the timing of survey 
announcements?

The annual survey can be scheduled to begin as early 
as 01 April
Two e-mail announcements:

Around 01 March - head-ups announcement.  
About 15 March - when survey tools for the new 

year become available on the NRM Gateway. 
Distributed to everyone on CDL-NRM-MSC, CDL-
NRM-DISTRICTS, CDL-Operations-Project-
Managers email lists. Every Operations Project 
Manager should be getting these announcements
Check the Gateway page…
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Can we go back to simpler data 
entry tool?

Our first online data entry tool supported an 
earlier version of the comment card
When we expanded the comment card, it was 
no longer possible to view the entire card at 
once on your computer display screen. 
No way to make the screen look exactly like 
the comment card in the way we did earlier. 

How can we use volunteers for 
data entry -- no CAC card 

This needs to be addressed for all CE 
programs – computer security issue
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Can we replace manual data 
entry with automatic forms 
reader?

This has strong appeal and we have looked into it a 
couple of times  
Currently optical character recognition (OCR) needed 
to read the visitor comments is not as good as we 
need it to be 
If we migrate to form reading technology at the 
present time, we would have to have to give up the 
comments
We will continue to monitor OCR technology -- when 
we think it has progressed to the point where it will 
work for us, we will take steps to make it available 
for use with the comment card 

Can we replace the field survey 
with a web survey?

Potentially no survey labor and definitely no data 
entry labor make this a very attractive option.  But 
there are downside issues

Low response rate.  
With low response rates, response bias becomes 
an issue.
OMB, which has approval authority for all CE 

visitor surveys, will soon require remedial 
measures for surveys that do not achieve an 80% 
response rate. If they are serious about enforcing 
this, it will mean trouble for anyone doing web-
based surveys.
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There are not enough visitors to 
fill sample quota

This will happen occasionally at all projects, 
both large and small
To help minimize the chance of low-use areas 
and days appearing in the sample edit the list 
of recreation areas and visitation statistics. 

Zero out visitation for very-low-visitation areas 
and for remote areas that may pose an undue 
survey burden 
Adjust visitation statistics to reflect actual visitor 
use  -- you do not have to accept the default 
visitation values (from VERS) 

We keep sampling the same 
people over and over…

If happening only at one or two recreation 
areas, it is likely that the area is being over 
sampled because reported visitation is too 
high – edit your visitation stats in the 
generator
If this is happening at most or all recreation 
areas on the survey schedule, there may be 
other issues and you should make us aware 
of this through the help desk, so we can help 
sort it out on a case by case basis
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Why is it so important to capture 
demographic info? 

Demographics known to affect customer 
satisfaction scores  
This data is being collected in anticipation of 
using the demographic and other data to help 
better understand variability in scores
An effort is currently underway to do this with 
data from SAD 

Why ask Hispanics to identify themselves 
separately from other ethnic groups?

OMB regards ethnicity (Hispanic or non-
Hispanic) and race (Asian, black, white, 
etc.) as separate demographic 
attributes. 
OMB requires all U.S. Government 
agencies that collect demographic data 
from the public to ask for ethnic and 
racial identify in separate questions. 
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Will the card keep changing?
The comment card has had one major revision -- in 
2004 when we changed from the old mid-1990's 
version to the current card
In 2006

Finished development of the larger comment card 
Added the classification of visitor suggestions 
(requested by RLAT) during data entry 
A separate comment card for visitor centers 
(requested by RecBEST visitor center committee)

It was our recommendation to RLAT to keep the 
process unchanged from that point forward

How does comment card database 
link to OMBIL database?

It doesn't
The comment card database is maintained on a 
server that supports the NRM Gateway.  Data is 
uploaded to RecBEST as needed.  
We did get an inquiry from OMBIL a year ago and we 
volunteered to make the raw data available to them 
for incorporation into OMBIL
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What are budget impact of 
comment card results?

Visitors’ written comments are used by 
managers to support improvement 
packages

Biggest field concern -- time and 
effort at lake level to administer…

Since implementing the comment card, we have 
made several adjustments to reduce impact of survey 
on smaller projects

Raised the visitation levels needed to make the survey 
required or to qualify for the low-sample option.  
Waived the survey requirement for projects that did not 
meet the funding level needed to be in RecBEST.  At least a 
couple of projects in LRD that qualify to opt-out on this 
basis.
Reduced the sampling quotas for project by one-third
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Who decides the future direction 
of the Comment Card initiative?

ERDC makes recommendations to 
Headquarters through the RLAT based 
on 

Stated requirements (RecBEST and others) 
Feedback we receive from projects. 

Who decides the future direction 
of the Comment Card initiative?

ERDC is in the process of formulating 
our recommendations for next year's 
comment card survey, which we will 
offer at the next RLAT meeting (Feb 
2008)  
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Who decides the future direction 
of the Comment Card initiative?

We recognize that:
the last couple of surveys have established a 

strong baseline 
budget limitations are making it difficult for 

projects to respond to the needs that have 
already been identified through those earlier 
surveys. 

Make your views independently known to 
your RLAT representatives (LRD: Dr. 
Michael Loesch)   

Suggestions?


