ELEMENTS (drivers of satisfaction)
All questions under each element are required.
Element questions are partitioned among surveys.

IContent (1=Poor, 10=Excellent, Don't Know)
Please rate the accuracy of information on this site.

Please rate the quality of information on this site.

Please rate the freshness of content on this site.

Functionality (1=Poor, 10=Excellent, Don't Know)
Please rate the usefulness of the features provided on this site.

Please rate the convenience of the features on this site.
Please rate the variety of features on this site.

Look and Feel (1=Poor, 10=Excellent, Don't Know)
Please rate the visual appeal of this site.

Please rate the balance of graphics and text on this site.
Please rate the readability of the pages on this site.

Navigation (1=Poor, 10=Excellent, Don't Know)
Please rate how well the site is organized.

Please rate the options available for navigating this site.

Please rate how well the site layout helps you find what you are looking for.

Please rate the number of clicks to get where you want on this site.

Search (1=Poor, 10=Excellent, Don't Know)

Please rate the relevance of search results on this site.

Please rate the organization of search results on this site.

Please rate how well the search results help you decide what to select.
Please rate how well the search feature helps you to narrow the results to find
Site Performance (1=Poor, 10=Excellent, Don't Know)

Please rate how quickly pages load on this site.

Please rate the consistency of speed from page to page on this site.

Please rate the ability to load pages without getting error messages on this site.

Online Transparency (1=Poor, 10=Excellent)
Please rate how thoroughly this website discloses information about what this
lagency is doing.

Please rate how quickly agency information is made available on this website.

Please rate how well information about this agency's actions can be accessed by
the public on this website.
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MQ Label

Satisfaction -
Overall

Satisfaction -
Expectations

Satisfaction -
Ideal

CUSTOMER SATISFACTION
Satisfaction questions are required.
Satisfaction questions appear on all surveys.

\What is your overall satisfaction with this site?
(1=Very Dissatisfied, 10=Very Satisfied)

How well does this site meet your expectations?
(1=Falls Short, 10=Exceeds)

How does this site compare to your idea of an ideal
website?
(1=Not Very Close, 10=Very Close)
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MQ Label

Return

Recommend

Primary
Resource

Trust - Best
Interests

Trust -
Trustworthy

FUTURE BEHAVIORS
Future behaviors may be modified based on your site's objectives.
Future behavior questions appear on all surveys.

Return (1=Very Unlikely, 10=Very Likely)
How likely are you to return to this site?

[Recommend (1=Very Unlikely, 10=Very Likely)

How likely are you to recommend this site to someone else?

Primary Resource (1=Very Unlikely, 10=Very Likely)
How likely are you to use this site as your primary resource for obtaining
information from this organization?

[Trust (1=Strongly Disagree, 10=Strongly Agree)

| can count on this agency to act in my best interests.

| consider this agency to be trustworthy.

Trust - Do Right This agency can be trusted to do what is right.
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5603 2 |Which of the following best describes [Beer related information Prop-down meny Y Single
your primary reason for visiting our
?
site today? IDistiled Spirits related
e related i
[Tobacco related
[Firearms or ition related informa
[Forms
(General or news
[Regulatory or compliance requirements
|Statistics
just curious
[Other, please specify
1000093 21 (Other Primary Reason
5695 3 [How frequently do you visit our site?|First time Prop-down ment N Single
Daily
[About once a week
[About once a month
[About once a year
|A few times a year
[Please rate your level of experience [Beginner Radio button Y Single
lusing the Internet. [Casual User
[Regular User
ISVD00418 4 [Expert
51531 5 IDid you find what you were looking _|Yes Prop-down ment N Single
ffor? No
Partially
[Still Tooking
51532 & | Group: RI004D [What method are you using to [Search by Keyword A prop-down men Y Single
locate information on this site?
Search using A-Z Index
[Top Navigation Bar
Left Navigation Bar
[Quick Links,
linformation by Topic
[site Map
[Other, please specify B
AED02853 71 A [Please tell us what term(s) you used Open-ended N
[RI000094 72 s [What other method do you_use? Open-ended N
IDid you have problems navigating the|Links did not take me where | expected Check box N Multi-Select
site? [Links/labels are difficult to
[Could not navigate back to previous
[Had difficulty finding detailed information
[Had difficulty finding related information
[Had technical difficulties (error messages, broken links,
[F69 many links or choices
[No problems
svD00231 8 (Gther, please specify:
SVD00232 8.1 (Other_Navigational difficulty
Returned too many results Radio button Y Single
[Returned not enough results
[Returned results that were too similar/redundant
[Results were not helpful A
If you used the search tool today, | RUMed FESUIts that were only partially what | needed
which of the following best describes [Results were helpful
svD00230 ° your experience? 1 did not use the search engine today'
91 Y TFyou found the search results OReTerdEd N
nhelpful, what specific
information were you looking
AED02854 for?
52 B [Please tell us what term(s) you Open-ended N
lused-in-your search
AEDB2855
Size of font is too small Radio button N Single
W too tech |
Please select allof the difficulties, if [oro 19 15 00 technica -
any, that you have encountered with [cOtent does not seem to relate to the specific section
ISVD00420 10 the content on this site. Content is confusing. Please specify:
[svDo0428 [Content is confusing. Please specify:
[Have you signed up for the TTB E: [Yes A Check box Y Single
Imail subscription service?
11 INo
x IF you have signed up for the TT8B Scale Y Single
E-mail <b>Subscription
Service<b>, please rate your
overall satisfaction with this
AED02430 5111 service: (1 - 10 scale + Not
5696 21z I you could make one improvement Gpen-ended N
lto the site what would that be?
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5691 My primary role in _|A member of the public rop-down men Y Single
|visiting the TTB site  [an employee of a company regulated by TTB
today is as (please, o 7 -
lselect one): {An employee of a trade association representing an
industry regulated by TTB
A consultant for a company regulated by TTB
|A consumer of alcohol and/or tobacco products
[An employee of a government agency
Legal
Small business owner
Researcher/scientist
Visitor
Other, please specify
Rio00095 | 1 [Other primary role Open-ended N
5693 2 [Which of the following _|Beer related information Prop-down men: Y Single
lbest describes your
e e e toay? [DIStIed Spirts refated mformation
[Wine refated information
[Tobacco related information
Firearms or related
[Forms
General information or news
[Regulatory or compliance requirements
[Statistics
ust curious
Other, please specify
RI000093 | 2.1 lOther Primary Reason
5695 3 How frequently do you|First time Prop-down ment Y Single
|visit our site? Daily
|About once a week
[About once a month
[About once a year
A few times a year
[Please rate your level of{Beginner Radio button Y Single
experience using the [Casual User
Internet.
[Regular User
D00418 a [Expert
Scale Y Single
I you have signed up
[for the TTB E-mail
Subscription Service,
please rate your overall
jsatisfaction with this
AED02430 5 lservice: (1 - 10 scale + Not Applicable)
51531 G IDid you find what you |Yes Prop-down men: Y Single
|were looking for? INo
Partially
Still looking
51532 7 [Group: RJO0AD| What method are you [Search by Keyword (Go To A) Prop-down men] ¥ Singie
u
on this Site?g e by Topic — Search using A-Z Index
[Top Navigation Bar
[Left Navigation Bar
|Quick Links
Map
[Other, please specify (GO TO B)
AED02853 | 7L A |please tell us what Open-ended | N
[R1000094 | 7.2 Q [Other Method of Locatin —-> What other method do you use? Open-ended N
IDid you have problems  [Links did not take me where | expected Check box Y Multi-Select
navigating the site?  |[inks/labels are difficult to understand
[Could not navigate back to previous
[Had difficulty finding detailed
lHad difficulty finding related
Had technical difficulties (error messages, broken
llinks, etc)
[Too many links or i choices
[No problems
ISVD00231 8 Other, please specify:
ISVD00232 8.1 Other I diffiquity
Returned too many results Radio button Y Singie
Returned not enough results
Returned results that were too similar/redundant
Results were not helpful (Go To A then B)
‘:[xﬂ;;::dv::i;?"‘:‘ ?:;::‘;d resurltsl tff\!jall were only partially what |
[following best describes meshe
SvD00230| 9 your experience? |l did not use the search engine today
91 A [unnelpTaT, what OpererEd] N
lspecific information CErEEE
|were you looking
AED02854 for?
52 5 |Please tell us what Open-ended N
lterm(s) you used in
lyour searcl
AED02855
of font is too small Radio button N Single
Please select all of the
difficulties, if any, that [Wording s too technical
ot e contont oo [Content does not seem to relate to the specific
10 this site [ESRRERL is confusing. Please specify:
[Content is confusing
SVD00428 Please specify:
5696| 11 If you could make one Open-ended N
improvement to the
jsite what would that
he?
) i the search resuits Gpenended N
[were-not-usefutplease
[specify-whatyou-were
loking forand-which
[keywerd-you-used-to
[search-forthat
fnformation:
[SVD00419
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