Q15b. Bike trail
Yes No Total

Ql. Hunting Count 60 60
Primary % within Q1.

Purpose Primary Purpose 100.0% 100.0%

Fishing Count 3 168 171

;{;ivr:;?;npgrlﬁose 1.8% 98.2% |  100.0%

Wildlife/nature observation Count 14 915 929

;{;ivr:;?;npgrlﬁose 1.5% 98.5% |  100.0%

Environmental education Count 7 215 222

;{;ivr:;?;npgrlﬁose 3.2% 96.8% |  100.0%

Drive through/incidental Count 3 126 129

Z‘;i:li:r’;n})%;ose 2.3% 97.7% | 100.0%

Vacation/relaxation Count 46 616 662

Z‘;i:li:r’;n})%;ose 6.9% 93.1% |  100.0%

Hiking Count 16 144 160

Z‘;i:li:r’;n})%;ose 10.0% 90.0% |  100.0%

Other Count 56 207 263

Z:i:vniatl?)i/nPSrl;;ose 21.3% 78.7% | 100.0%

Total Count 145 2451 2596

;{‘;ivr:;?;npfrléose 5.6% 94.4% | 100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15c. Boat launch
Yes No Total
Ql. Hunting Count 7 53 60
Primary % within Q1. . . .
Purpose Primary Purpose 11.7% 88.3% 100.0%
Fishing Count 75 96 171
% withi 1.
P(;ivr::ar}l/nP(Srpose 43.9% 56.1% 100.0%
Wildlife/nature observation Count 16 913 920
% withi 1.
P(;ivr::ar}l/nP(Srpose 1.7% 98.3% 100.0%
Environmental education Count 18 204 222
% withi 1.
P(;ivr::ar}l/nP(Srpose 8.1% 91.9% 100.0%
Drive through/incidental Count 1 128 129
% within Q.
P‘;ixlar;n})grpose 8% 99.2% 100.0%
Vacation/relaxation Count 20 642 662,
% within Q.
P‘;ixlar;n})grpose 3.0% 97.0% 100.0%
Hiking Count 160 160
% within Q1.
P‘;ixlar;nPSrpose 100.0% 100.0%
Other Count 9 254 263
% within Q.
P(;i:vnlar)l/nP(Lzlrpose 3.4% 96.6% 100.0%
Total Count 146 2450 2596
% within Q1.
P‘;i:l‘ar;npfrpose 5.6% 94.4% 100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15d. Canoe/kayak
Yes No Total

Ql. Hunting Count 60 60
Primary % within Q1.

Purpose Primary Purpose 100.0% 100.0%

Fishing Count 1 170 171

;{;ivr:;?;npgrlﬁose 6% 99.4% | 100.0%

Wildlife/nature observation Count 7 922 929

;{;ivr:;?;npgrlﬁose 8% 99.2% | 100.0%

Environmental education Count 2 220 222

;{;ivr:;?;npgrlﬁose 9% 99.1% | 100.0%

Drive through/incidental Count 2 127 129

Z‘;i:li:r’;n})%;ose 1.6% 98.4% |  100.0%

Vacation/relaxation Count 9 653 662

Z‘;i:li:r’;n})%;ose 1.4% 98.6% |  100.0%

Hiking Count 160 160

Z‘;i:li:r’;n})%;ose 100.0% | 100.0%

Other Count 11 252 263

Z:i:vniatl?)i/nPSrl;;ose 4.2% 95.8% |  100.0%

Total Count 32 2564 2596

;{‘;ivr:;?;npfrléose 1.2% 98.8% | 100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15e. Environmental
education
Yes No Total
Ql. Hunting Count 6 54 60
Primary % within Q1.
0, 0, 0,
Purpose Primary Purpose 10.0% 90.0% 100.0%
Fishing Count 3 168 171
% within Q1.
o within Q 1.8% 98.2% 100.0%
Primary Purpose
Wildlife/nature observation Count 159 770 920
% within Q1.
/o within Q 17.1% 82.9% 100.0%
Primary Purpose
Environmental education Count 119 103 222
% within Q1.
/o within Q 53.6% 46.4% 100.0%
Primary Purpose
Drive through/incidental Count 19 110 129
% within Q1.
/o within Q 14.7% 85.3% 100.0%
Primary Purpose
Vacation/relaxation Count 136 526 662,
% within Q1.
/o within Q 20.5% 79.5% 100.0%
Primary Purpose
Hiking Count 16 144 160
% within Q1.
/o within Q 10.0% 90.0% 100.0%
Primary Purpose
Other Count 25 238 263
% within Q1.
/o within Q 9.5% 90.5% 100.0%
Primary Purpose
Total Count 483 2113 2596
% within Q1.
If’.W‘ inQ 18.6% 81.4% 100.0%
rimary Purpose

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15f. Fishing area
Yes No Total
Ql. Hunting Count 7 53 60
Primary % within QI. . . .
Purpose Primary Purpose 11.7% 88.3% 100.0%
Fishing Count 111 60 171
% within Q1.
/o within Q 64.9% 35.1% 100.0%
Primary Purpose
Wildlife/nature observation Count 14 915 920
% within Q1.
/o within Q 1.5% 98.5% 100.0%
Primary Purpose
Environmental education Count 8 214 222
% within Q1.
/o within Q 3.6% 96.4% 100.0%
Primary Purpose
Drive through/incidental Count 2 127 129
% within Q1.
/o within Q 1.6% 98.4% 100.0%
Primary Purpose
Vacation/relaxation Count 37 625 662,
% within Q1.
/o within Q 5.6% 94.4% 100.0%
Primary Purpose
Hiking Count 160 160
% within Q1.
o within Q 100.0% 100.0%
Primary Purpose
Other Count 14 249 263
% within Q1.
/o within Q 5.3% 94.7% 100.0%
Primary Purpose
Total Count 193 2403 2596
% within Q1.
Vo within Q 7.4% 92.6% 100.0%
Primary Purpose

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15g. Guided
tour/interpretive trail
Yes No Total
Ql. Hunting Count 60 60
: o) s

ﬁﬂf;gﬁﬁ }{: i?ﬂ‘;?;npgl}éose 100.0% | 100.0%
Fishing Count 171 171
;{ii:li;?;npgl}ﬁose 100.0% | 100.0%

Wildlife/nature observation Count 100 829 929
Z;imifrl}ifnPSrl[;ose 10.8% 89.2% 100.0%

Environmental education ~ Count 49 173 222,
Z;imi;?;npgrlﬁose 22.1% 779% | 100.0%

Drive through/incidental Count 6 123 129
Z;ivr:;?;npgrlﬁose 4.7% 953% | 100.0%

Vacation/relaxation Count 73 589 662
Z;ivr:;?;npgrlﬁose 11.0% 89.0% |  100.0%

Hiking Count 5 155 160
;{:ivrrli;?}ifnPgrlp;ose 3.1% 96.9% | 100.0%

Other Count 13 250 263
;{:ivrrli;?}ifnPgrlp;ose 4.9% 95.1% | 100.0%

Total Count 246 2350 2596
;{ii:li;?;npgl}ﬁose 9.5% 90.5% |  100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15h. Hiking trail
Yes No Total
Ql. Hunting Count 4 56 60
Primary % within Q1. . . .
Purpose Primary Purpose 6.7% 93.3% 100.0%
Fishing Count 10 161 171
% within Q1.
o Wwithin Q 5.8% 94.2% 100.0%
rimary Purpose
Wildlife/nature observation Count 363 566 920
% within Q1.
/o within Q 39.1% 60.9% 100.0%
Primary Purpose
Environmental education Count 70 152 222
% within Q1.
/o within Q 31.5% 68.5% 100.0%
Primary Purpose
Drive through/incidental Count 23 106 129
% within Q1.
o Wwithin Q 17.8% 82.2% 100.0%
rimary Purpose
Vacation/relaxation Count 193 469 662,
% within Q1.
o within Q 29.2% 70.8% 100.0%
Primary Purpose
Hiking Count 132 28 160
% within Q1.
/o within Q 82.5% 17.5% 100.0%
Primary Purpose
Other Count 72 191 263
% within Q1.
/o within Q 27.4% 72.6% 100.0%
Primary Purpose
Total Count 867 1729 2596
% within Q1.
o within Q 33.4% 66.6% 100.0%
Primary Purpose

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15i. Hunting area
Yes No Total

Ql. Hunting Count 17 43 60
Primary % within Q1.

Purpose Primary Purpose 28.3% 71.7% 100.0%

Fishing Count 3 168 171

;{;ivr:;?;npgrlﬁose 1.8% 98.2% |  100.0%

Wildlife/nature observation Count 5 924 929

;{;ivr:;?;npgrlﬁose 5% 99.5% | 100.0%

Environmental education Count 2 220 222

;{;ivr:;?;npgrlﬁose 9% 99.1% | 100.0%

Drive through/incidental Count 1 128 129

Z‘;i:li:r’;n})%;ose 8% 99.2% |  100.0%

Vacation/relaxation Count 3 659 662

Z‘;i:li:r’;n})%;ose 5% 99.5% | 100.0%

Hiking Count 160 160

Z‘;i:li:r’;n})%;ose 100.0% | 100.0%

Other Count 4 259 263

Z:i:vniatl?)i/nPSrl;;ose 1.5% 98.5% |  100.0%

Total Count 35 2561 2596

;{‘;ivr:;?;npfrléose 1.3% 98.7% | 100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15j. Photography
Yes No Total
Ql. Hunting Count 5 55 60
Primary % within QI. . . .
Purpose Primary Purpose 8.3% 91.7% 100.0%
Fishing Count 6 165 171
0/ i
/o within Q1. 3.5% 96.5% |  100.0%
Primary Purpose
Wildlife/nature observation Count 288 641 920
% within Q1.
/o within Q 31.0% 69.0% 100.0%
Primary Purpose
Environmental education Count 28 194 222
% within Q1.
/o within Q 12.6% 87.4% 100.0%
Primary Purpose
Drive through/incidental Count 21 108 129
% within Q1.
/o within Q 16.3% 83.7% 100.0%
Primary Purpose
Vacation/relaxation Count 161 501 662,
% within Q1.
/o within Q 24.3% 75.7% 100.0%
Primary Purpose
Hiking Count 8 152 160
% within Q1.
/o within Q 5.0% 95.0% 100.0%
Primary Purpose
Other Count 20 243 263
% within Q1.
/o within Q 7.6% 92.4% 100.0%
Primary Purpose
Total Count 537 2059 2596
% within Q1.
o within Q 20.7% 79.3% 100.0%
Primary Purpose

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15k. Picnic area
Yes No Total
Ql. Hunting Count 1 59 60
Primary % within Q1. . . .
Purpose Primary Purpose 1.7% 98.3% 100.0%
Fishing Count 7 164 171
% within Q1.
/o within Q 4.1% 95.9% 100.0%
Primary Purpose
Wildlife/nature observation Count 55 874 920
% within Q1.
/o within Q 5.9% 94.1% 100.0%
Primary Purpose
Environmental education Count 23 199 222
% within Q1.
o within Q 10.4% 89.6% 100.0%
Primary Purpose
Drive through/incidental Count 12 117 129
% within Q1.
/o within Q 9.3% 90.7% 100.0%
Primary Purpose
Vacation/relaxation Count 78 584 662,
% within Q1.
o within Q 11.8% 88.2% 100.0%
Primary Purpose
Hiking Count 8 152 160
% within Q1.
o within Q 5.0% 95.0% 100.0%
Primary Purpose
Other Count 25 238 263
% within Q1.
/o within Q 9.5% 90.5% 100.0%
Primary Purpose
Total Count 209 2387 2596
% within Q1.
o within Q 8.1% 91.9% 100.0%
Primary Purpose

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q151. Restroom facilities
Yes No Total

Ql. Hunting Count 7 53 60
Primary % within Q1.

Purpose Primary Purpose 11.7% 88.3% 100.0%

Fishing Count 22 149 171

;{;ivr:;?;npgrlﬁose 12.9% 87.1% | 100.0%

Wildlife/nature observation Count 489 440 929

;{;ivr:;?;npgrlﬁose 52.6% 474% | 100.0%

Environmental education ~ Count 113 109 222,

;{;ivr:;?;npgrlﬁose 50.9% 49.1% | 100.0%

Drive through/incidental Count 50 79 129

Z‘;i:li:r’;n})%;ose 38.8% 612% |  100.0%

Vacation/relaxation Count 331 331 662

Z‘;i:li:r’;n})%;ose 50.0% 50.0% | 100.0%

Hiking Count 54 106 160

Z‘;i:li:r’;n})%;ose 33.8% 663% |  100.0%

Other Count 89 174 263

Z:i:vniatl?)i/nPSrl;;ose 33.8% 66.2% |  100.0%

Total Count 1155 1441 2596

Z:i:vni;?;nP(ﬂéose 44.5% 55.5% 100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15m. Visitor center
Yes No Total

Ql. Hunting Count 33 27 60
Primary % within Q1.

Purpose Primary Purpose 55.0% 45.0% 100.0%

Fishing Count 28 143 171

;{;iﬁ;?;npgrlbose 16.4% 83.6% |  100.0%

Wildlife/nature observation Count 604 325 929

;{;iﬁ;?;npgrlbose 65.0% 35.0% | 100.0%

Environmental education Count 167 55 222,

;{;iﬁ;?;npgrlbose 75.2% 24.8% | 100.0%

Drive through/incidental Count 78 51 129

Z‘;i:li:r’;nl)%;ose 60.5% 39.5% | 100.0%

Vacation/relaxation Count 462 200 662

Z‘;i:li:r’;nl)%;ose 69.8% 302% | 100.0%

Hiking Count 48 112 160

Z‘;i:li:r’;nl)%;ose 30.0% 70.0% | 100.0%

Other Count 124 139 263

Z:i:vniatl?)i/nPSrl;;ose 47.1% 529% | 100.0%

Total Count 1544 1052 2596

Z:i:vniatl?)i/nP?n*l;;ose 59.5% 40.5% 100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q15n. Wildlife
observation
Yes No Total

Ql. Hunting Count 11 49 60
ﬁﬂgﬁﬁﬁ ;{‘;;Vni;?;npgl;ose 18.3% 81.7% 100.0%
Fishing Count 14 157 171
;{‘;;Vni;?;npgl;ose 8.2% 91.8% |  100.0%

Wildlife/nature observation Count 593 336 929
Z;ijlvqi:rl}ifnPE;[;ose 63.8% 36.2% 100.0%

Environmental education ~ Count 102 120 222,
Z‘;imifr’;nf,g rlp'ose 45.9% 54.1% | 100.0%

Drive through/incidental Count 56 73 129
Z;ivg;?;npgrlbose 43.4% 56.6% | 100.0%

Vacation/relaxation Count 288 374 662
Z;ivg;?;npgrlbose 43.5% 56.5% | 100.0%

Hiking Count 41 119 160
;{:ivrrli;?}ifnPgrlp;ose 25.6% 744% | 100.0%

Other Count 62 201 263
;{:ivrrli;?}ifnPgrlp;ose 23.6% 764% | 100.0%

Total Count 1167 1429 2596
Z:i:vni;?;nPSrl;;ose 45.0% 55.0% 100.0%

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Q150. Other
Yes No Total
Ql. Hunting Count 2 58 60
Primary % within QI. . . .
Purpose Primary Purpose 3.3% 96.7% 100.0%
Fishing Count 3 168 171
% within Q1.
/o within Q 1.8% 98.2% 100.0%
Primary Purpose
Wildlife/nature observation Count 40 889 920
% within Q1.
/o within Q 4.3% 95.7% 100.0%
Primary Purpose
Environmental education Count 7 215 222
% within Q1.
o within Q 3.2% 96.8% 100.0%
Primary Purpose
Drive through/incidental Count 5 124 129
% within Q1.
/o within Q 3.9% 96.1% 100.0%
Primary Purpose
Vacation/relaxation Count 59 603 662,
% within Q1.
/o within Q 8.9% 91.1% 100.0%
Primary Purpose
Hiking Count 7 153 160
% within Q1.
/o within Q 4.4% 95.6% 100.0%
Primary Purpose
Other Count 55 208 263
% within Q1.
/o within Q 20.9% 79.1% 100.0%
Primary Purpose
Total Count 178 2418 2596
% within Q1.
o within Q 6.9% 93.1% 100.0%
Primary Purpose

“The percentage figures for the cells in any given row or column of the table above may, in some cases, not sum to
100%. This is a result of a “rounding” calculation that is performed for each cell (rounding is a standard and
required function in all statistical analyses).
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Appendix C

Analysis of Refuges with Low Response
Rates and Low Numbers of Completed
Surveys



Analysis of Refuges with Low Response Rates and Low
Numbers of Completed Surveys

Low Response Rates

The response rate threshold defined for the 2002 FWS National Wildlife Refuge Visitor
Satisfaction Survey, consistent with OMB standards, is 70%. This threshold was not achieved by
seven of the 45 refuges that returned completed surveys,” though five of the seven refuges were
within six percentage points of the 70% threshold. Log sheets and narratives from the seven “low
response” refuges were reviewed in order to identify any possible systematic bias resulting from
the low response rates. The review revealed no specific patterns of refusal. Most of the people
contacted who refused to complete the survey cited either a lack of time or lack of
interest/willingness as their primary reason for declining to participate in the survey. Language
does not appear to have played an important role and neither did the “status” of the potential
respondent, i.e., whether the respondent was part of a group or was visiting the refuge by
him/herself. The slightly lower response rates in these refuges may simply reflect the lower end
of a “normal curve” distribution of survey response rates.

Details from the review of the six low response refuges follow below:

Hobe Sound NWR: Response Rate of 51.7%

Narrative: a narrative was not provided, but after inconsistencies between the log sheets and
returned surveys were observed, refuge staff were interviewed by one of the FWS principal
investigators. It appears that irregularities in the administration of the survey were the cause for
the low response rates at Hobe Sound. In summary, the questionnaires were distributed as
visitors entered the refuge, but were not necessarily collected at that same point in time. Some
visitors who accepted surveys apparently did not return them. Even more problematic, it appears
that some visitors who had completed the survey, and who were departing the refuge, found no
place or person to return the survey to (the volunteer survey administrator apparently left early,
i.e., before the four hour survey window was complete).

Log sheets: the log sheets were not completed correctly and thus it is not possible to derive any
useful data/information from them.

J.N. Ding Darling NWR: Response Rate of 43.3%

23 Surveys from 43 of the 45 refuges that submitted surveys are included in the aggregate analysis. The two refuges
that are not included in the aggregate analysis are the Upper Mississippi River National Wildlife and Fish Refuge
(excluded because a survey log sheet was not returned by the refuge) and the Laguna Atascosa National Wildlife
Refuge (excluded because the completed surveys were received after the datafile had been completed and the
analyses were being run). Due to the low number of returned surveys -six and five, respectively - the omission of
survey data from these refuges should not impact findings from the aggregate analysis.



Narrative: the narrative cites the hot and uncomfortable weather as the most important factor
explaining the high number of visitors who refused to complete a survey. It also notes that some
visitors wanted to get on with their activities and were not willing to take the time to complete
the survey. The narrative also provides an explanation for the low number of contacts made,
though only about 20 refuges actually contacted more visitors than J.N. Ding Darling. Refuge
staff state in the narrative that they believe they would get more and better data if the survey was
conducted during the refuge’s winter season.

Log sheets: there are no apparent patterns in the refusals received. Most people turning down the
survey cited the following as reasons: “no time,” “leaving,” or “not interested/don’t like
surveys.” Language does not appear to have been an issue - there were no Spanish speakers
approached (though two French speakers and two German speakers did cite their language as the
reason they could/would not participate in the survey).

Kilauea Point NWR: Response Rate of 64.2%

Narrative: not provided

Log sheets: there are no apparent patterns in the refusals received. The vast majority of refusals
simply cited a lack of available time to complete the survey.

Monomoy NWR: Response Rate of 68.5%

Narrative: the only comment provided was that “a lot of visitors did not complete the survey
after they had started it because they thought it was too long.”

Log sheets: there are no apparent patterns in the refusals received. Most people refusing to
complete the survey either cited a lack of time or said “no thanks/not interested.” A number of

the refusals on the log sheet provided no explanation.

Montezuma NWR: Response Rate of 64.1%

Narrative: not provided

Log sheets: there are no apparent patterns in the refusals received. Most people refusing to
complete the survey either cited a lack of time or said “no thanks/not interested.”

Okefenokee NWR: Response Rate of 66.7%
Narrative: not provided

Log sheets: there are no apparent patterns in the refusals received. Most people refusing to
complete the survey cited a lack of time. Nine of the refusals were due to language.
Unfortunately, the log sheets only note the spoken language for four of these nine refusals
(German).



Wichita Mountains NWR: Response Rate of 65.7%

Narrative: not provided

Log Sheets: there are no apparent patterns in the refusals received. As has been the case with all
of the “low response” refuges, most people refusing to complete the surveys cite either a lack of
time, willingness or interest.

Low Numbers of Completed Surveys

FWS was hoping to receive 100 completed surveys from each of the refuges identified as a
survey site. In actual fact, 15 refuges returned 100 or more completed surveys, 14 refuges
returned between 50 and 99 completed surveys, 8 refuges returned between 30 and 49 completed
surveys, and 8 refuges returned 29 or fewer surveys. For the refuges that returned fewer than 29
completed surveys, it is not possible to generalize findings and conclusions drawn from the
survey data to the specific refuge in question. The data can be presented and discussed, but
cannot be interpreted to represent visitors to each of the respective refuges™.

Log sheets and narratives from the eight refuges with fewer than 29 completed surveys were
reviewed with an eye towards better understanding the reason(s) for the low number of surveys.
The narratives contained no surprises. Basically, the low number of completed surveys from
these refuges was due to the fact that the refuges had very few visitors, and thus very few
opportunities to make contact with potential survey respondents. The low number of visitors to
these refuges was in large part due to either expected/historical seasonal visitation patterns, or
extreme weather conditions. Interestingly, all of the refuges with low numbers of completed
surveys had response rates of at least 80%.

Details from the review of the eight “low return” refuges follows below:

Cross Creeks NWR: 8 completed surveys

Narrative: cites three principle reasons for the very low number of visitors contacted about the
survey (only ten visitors were approached): (1) late summer is generally the period with the
lowest level of visitation during the year, a situation exacerbated by extreme heat this year; (2)
road construction created hazards and blocked refuge roads and (3) the location for administering
the survey was the visitor center and according to a 2001 report referenced by the refuge, only
6% of the visitors to the refuge actually visit the visitor center.

Log sheets: both refusals cited “no time” as their reason for not completing a survey.

Imperial NWR: 13 completed surveys

A sample size of at least 30 is required to draw statistically valid generalizations from the survey sample to the
target population.



Narrative: the principle reason for the small number of contacts noted in the narrative was the
overall low level of “land visitation” during the survey period (e.g., from 7/30 to 8/19 only 46
visitors were counted at the visitors center during open hours). Efforts were made by refuge staff
to contact visitors participating in water-based activities, but competing duties of the staff
hampered these efforts.

Log sheets: one refusal (not relevant to the question of low numbers of contacts)

Laguna Atascosa NWR: 5 completed surveys

Narrative: though this refuge receives 75,000 visitors per year, the narrative observed that, due to
the extreme heat of the summer months, the Visitor Center closes in June and does not reopen
until September. In spite of the closed Visitor Center, refuge staff did attempt to administer the
survey by monitoring the refuge’s auto tour loop. However, only five contacts were made during
the two day survey period (all contacts did agree to complete the survey).

Log sheets: no refusals (not relevant to the question of low numbers of contacts).

Mattamuskeet NWR: 24 completed surveys

Narrative: several reasons were cited for low number of survey contacts (similar to other refuges,
refuge staff did not feel they would be able to come close to making 143 contacts). The reasons
cited included: (a) August is generally a period of low visitation; (b) extremely poor fishing
conditions have resulted in a low number of fishing visits (which are the types of visits
commonly made during August); and (c) the Mattamuskeet Lodge, normally an important
attraction, has been closed for over a year due to public safety concerns. Also of importance, in
an effort to make additional contacts, the instructions for administering the survey were not
followed.

Log sheets: no refusals (not relevant to the question of low numbers of contacts).

Minnesota Valley NWR: 15 completed surveys

Narrative: refuge staff point to two principle reasons for the low number of contacts and
completed surveys: lack of staff and bad weather. Regarding the first of these factors, the visitor
services team of the refuge was shorthanded due to the fact that one of the rangers was sent to
help with the fires in the western U.S. This meant that remaining refuge staff needed to cover
additional responsibilities, resulting in fewer opportunities for administering the survey.
Unfortunately, during each of the survey periods scheduled, it rained, making for very few
visitors to the refuge. The handful of surveys that were completed were apparently provided to
visitors who stopped by the information desk at the visitors center.

Log sheets: no refusals (and not relevant to low number of survey contacts)



Reelfoot NWR: 26 completed surveys

Narrative: similar to many refuges in the south, the summer is a low visitation period. Refuge
staff recognized this problem and attempted to address it by scheduling the survey period during
a special event at the refuge (a festival). This did not improve the number of contacts
substantially. Refuge staff also noted in the narrative that a number of visitors refused the survey
because it was too long (according to the log sheets, however, only four people refused to take
the survey, so this does not appear to have been too significant a problem).

Log sheets: only 4 refusals (regardless, log sheets provided no insights into small number survey
contacts)

Tensas River NWR: 29 completed surveys

Narrative: notes that refuge staff did not think they would obtain 144 contacts or 100 completed
surveys. Two reasons were given: (a) “August is not the busiest time of year... for visitation”
and (b) many of the refuge visitors do not come to the visitor center, the location used for
administering the survey. Also of interest, the narrative indicates that the majority of the
respondents who did complete surveys were likely “males who were dropping off their
applications for the refuge’s upcoming lottery gun hunt.”

Log sheets: only three refusals — no patterns.

Upper Mississippi River NWR: 6 completed surveys

Narrative: the very brief note (3 or 4 sentences) provides no explanation for the low number of
completed surveys.

Log sheets: not provided
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Question 30 — Summary Analysis

The data file for the 2002 FWS National Wildlife Refuge Visitor Satisfaction Survey contains
3,280 records (i.e., 3,280 completed surveys). Of the nearly 3,300 surveys that were completed
by respondents, 1,194 (36.4%) included responses to Question 30 (Q30), the only open-ended
question of the survey. The vast majority of the responses were very positive in nature and
generally offered gratitude or encouragement. Some of these positive responses also provided
details regarding the specific services or features of the respective refuges that respondents felt
most valuable. There were also responses which requested that a specific service be maintained
(e.g., “keep the refuge open to dogs”), though these likely accounted for no more than 5% of the
total number of responses.

In addition, approximately 270 of the 1194 responses (22.6%) were either critical or offered very
specific suggestions for improving the refuge in question. The portion of “critical” responses™,
when considering the total number of completed surveys, is 8.2%. This figure is consistent with
the visitor satisfaction data drawn from the survey, i.e., 90.2% of respondents indicated that they
were satisfied (or very satisfied) with their visit to the refuge.

As was intended by the survey designers, the responses to Question 30 provide depth and context
to the data derived from the closed-ended questions of the survey. Though a fair number of Q30
responses are very brief (and these brief responses are usually positive - e.g., “wonderful,”
“always enjoyable,” “great job,” “thanks,” etc.), many of them are quite detailed and
informative. Though a comprehensive analysis of Q30 data will be of interest to FWS managers
and supervisors at HQ, this information will likely be of greatest value to the managers and staff
of the individual refuges. In the discussion below, several examples of this “small picture” value
will included’.

Critical Responses — General Areas of Emphasis

Approximately 80%-90% of the “critical” responses provided by respondents can be grouped
into one of four general categories, which are enumerated below. When reviewing the following
discussion, it is important to remember that over 90% of survey respondents offered no critical
feedback through Q30, or, in fact provided positive comments.

Infrastructure/Facilities: This was the most common complaint offered (and within the
context of this category of critical responses, “complaint” is an apt description of
respondents’ Q30 feedback). The most frequent facilities issues cited concerned
roads/parking areas, bathroom facilities, trails, water fountains (or some means to make
drinking water available), trash cans, and to a lesser extent, boat ramps/beaches and
showers. Comments either cited the poor condition of existing facilities or the complete
lack of facilities. As mentioned above, responses to Q30 would seem to be of particular
utility to refuge managers. For example, in this category, fully ten respondents from

23 “Critical” is not quite the correct term to use in this case. A good number of these 270 responses offered very
detailed views about improving a specific refuge, without being explicitly critical of that refuge.

26 Comprehensive content analysis of Question 30 data was not included in the scope of the contract supporting this
survey.



Hobe Sound NWR stated that the refuge needed to make bathroom facilities, showers
and/or drinking water available to refuge visitors.

Establishment/Enforcement of Rules and Laws: Though very refuge-specific, a fair
number of respondents to Q30 did express a concern about refuge rules and/or law
enforcement on refuges. Most of the visitors citing concerns in this area were focused on
refuge rules related to allowable activities on the respective refuge (e.g., boats/water skis,
dogs, etc). A number of respondents stated their opinion that there should be greater
access - both foot and car access — than is currently allowed. Though far less prevalent
than responses focused on refuge rules and procedures, some respondents were clearly
concerned about law enforcement and safety. This seemed to be an issue at no more than
two or three refuges. For example, two respondents from Santee NWR indicated very
strongly that more law enforcement was necessary at the refuge (importantly, the other 26
respondents from Santee who provided answers to Q30 did not mention law enforcement
as an issue).

Access: A small portion of respondents had difficulty accessing the refuges. This was
due, in large part to the apparent lack of signs and/or directions from main highways and
thoroughfares (e.g., Kenai NWR). Beyond this, the visitors to one refuge felt that the
turn from the main road to the refuge access road was dangerous (Muscatatuck NWR).

Services: This constitutes the broadest category of critical responses. There does not
appear to be one or two particular areas of service that are the focus of respondent
concerns. The basket of services which Q30 responses highlight include: hours of
operation for visitor centers and, more generally, for specific refuges; provision of more,
or more complete, interpretive information on trails and elsewhere; more active and
extensive outreach to local communities; different or “better” management of the natural
resources of the refuge; number of staff or hours of staff availability; and maintenance
and cleanliness of restrooms. There were no immediately evident patterns of concern in
the Q30 responses that focused on refuge services.

Beyond the responses discussed above, it is also interesting to note what was missing from
respondents’ answers to Q30. For example, there were only one or two responses out of the
1,194 which included any criticism of refuge staff or volunteers. By contrast there were
probably between 150 and 200 responses which explicitly cited the knowledge, professionalism
and courtesy of refuge staff. A second issue which was not prevalent in the responses to Q30,
was access/lack of access by handicapped visitors. Only two respondents noted problems related
to wheelchair access (one each for Wichita Mountains NWR and San Francisco Bay NWR). It is
important to note, however, that according to survey data, only 106 individuals “requiring special
assistance” completed the survey, and thus we would likely not expect to see a large number of
Q30 responses on this topic.
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DA Programmatic Cl earance for Customer Satisfaction Surveys
(OVMB Control Number 1040-0001)
(Expiration Date: January 31, 2005)

Bur eau:
I nsert nanme of Bureau conducting the survey.

US Fish &WIldlife Service (FWs or the Service)

Survey Title:

Insert title for the proposed survey. |Include the date of
subni ssion of the approval request to PPP

FW5 National WIldlife Refuges Visitor Satisfaction Survey
Dat e of subm ssion to PPP. May 29, 2002

Date of submission to OVB: (DO w Il submt.)
Abstract:

Summari ze the proposed survey with an abstract not to exceed 150
wor ds.

We are proposing to sanple adult visitors to National WIldlife
Ref uges this sunmer with a standardi zed, self-adm nistered,
witten survey form The survey will be distributed, conpleted,
and collected systematically on site at 50 National Wldlife
Refuges with visitor centers and environnental education
prograns nationw de. The survey will help fulfill many needs for
the Service and the Departnent of the Interior (DO or
Departnent), as described under item4, below. Notably, it wll
enabl e us to hel p denonstrate how we are neeting our Governnment
Performance and Results Act (GPRA) visitor satisfaction goals,
and provide useful feedback to inprove our perfornance.

Terms of Clearance. Prior to the use of each instrunent
(survey), DA nust submt the survey to OVMB for review and
approval and provide to OVMB witten answers to the foll ow ng
gquesti ons:



1. Explain who will be conducting this survey.

Principal Investigator Contact Information—Name, Title, Affiliation, Street Address, City, State,
Zip Code; Telephone; Fax, Email address. What program office will be conducting the survey?
What services does this program provide? Who are the customers? How are these services
provided to the customer?

Principal Programlnvestigator: Rebecca Hal be, Program Anal yst,
Di vision of Visitor Services and Communi cati ons, DO /FW5; 4401
N. Fairfax Drive, #670, Arlington, VA 22203. Phone: 703/ 358-
2365; Fax: 703/358-2248; E-mail: rebecca_hal be@ws. gov

The Division of Visitor Services and Communi cations, National
Wldlife Refuge System is the FWS program office charged with
visitor services at our National WIdlife Refuges. These
services include environnmental education, interpretation,
accessibility, recreation fees, concessions, unifornms, signs,
hi storic and cultural resources, |aw enforcenment, volunteer
coordi nation, anong others. W provide visitor services to
custoners through Refuge staff and vol unteers, through
interpretive displays and signs, through special events,
prograns and wor kshops, through public nmeetings, and such.

Principal GPRA Investigator: Karen Ml kin, Program

Anal yst/ Cust oner Service Information Collection Coordinator,

Pl anning & Evaluation Staff, DO/FW5 1849 C St., NW M 3012;
Washi ngt on, DC 20240.

Phone: 202/ 208-4564; Fax: 202/ 208-4584; E-mail

kar en_mal ki n@ ws. gov

The Pl anning and Eval uation Staff coordi nates and nanages GPRA
pl anni ng, reporting, and evaluation activities for the Service.
This particular survey is extrenely inportant as it is our first
custoner satisfaction survey to be used to denonstrate progress
in neeting GPRA goals. W anticipate working with prograns to
devel op additional surveys to hel p us denponstrate our progress
in neeting other FWS and Departnent-w de GPRA goals and to
further the President’s Managenent Agenda and citizen centered
gover nnent .

2. Explain how this survey was devel oped.
Wth whom did you consult during the devel opnent of this survey

on content? On Statistics? What suggestions did you get about
i mprovi ng the survey?



First, we reviewed survey questions, results, and anal yses from
our earlier visitor survey efforts - our 2001 Anerican Consuner
Sati sfaction Index (ACSI) report, our fee denponstration program
survey results, and a 1996 report froma pilot survey we
contracted with the National Park Service (NPS) Visitor Services
Project on. For exanple, we noted particularly in connection
with the ACSI, our visitors expressed interest in environnental
education and related informati on, so we decided to have sone
guestions focusing on various types of oral and witten

i nformation/education as well as recreational opportunities.

Second, to further our internal review, we consulted with Refuge
managers (both at the field and regional levels), visitors
services staff, and a migratory birds survey statistician, to
gain their insights on what sort of information would be nost
useful to gather and how best to acconplish this data gathering.
W engaged these individuals in reviewi ng and comrenting on
draft surveys. For exanple, even though the ACSI results

i ndicated that 7% of our visitors cone to Refuges for off road
vehi cl e use, our field managers persuaded us to renove off road
vehicle use as an explicit category as such usage is not allowed
on nost Refuges. As with the ACSI survey, we will allow
respondents to specify off road vehicle use as an option. If
this appears to be a significant usage, then we will address the
| aw enforcenent and | aw awar eness inplications, as appropriate.
Anot her revi ewer suggested adding zip codes to the denographic
information to get a better idea of the states are visitors cone
from

W net with and continuously consult with DO, Bureau of Land
Managenent (BLM, and National Park Service (NPS)
representatives and their contractors to discuss the survey

met hodol ogi es and survey instrunents they use for their GPRA
visitor satisfaction surveys and obtained their advice. W
strived to develop a survey instrunent that woul d neet our needs
and be consistent wth nethodol ogi es, surveys, and goals used by
BLM and NPS.

For exanpl e, although we val ued our 2001 ACSI work and woul d
have continued that survey work to gain trend data, since that
wor k i nvol ved tel ephone surveys and a nodel generating an index,
i nstead of a percentage, we decided to discontinue that work in
favor of approaches nore conpatible with those used by BLM and
NPS (e.g., on site survey, percentage satisfied visitors). W
consulted with a U S. Forest Service representative as well, to



| earn about that agency’s approaches, GPRA goals, and results.
Revi ewers of fered many hel pful suggestions to clarify question
wor di ng and shorten the survey, such as, by conbining two
guestions into one.

W al so revi ew energi ng docunents fromthe ongoi ng Depart nment

pl anning effort to devel op common goal s across bureaus (see item
4, below) to anticipate DO future requirenments and to ensure
that our survey will forma solid baseline for survey work in
years ahead. For exanple, the DA enphasis on fees and

i ncreasi ng accessible visits for disabled and mnority persons

Il ed us to include such questions and devel op a Spani sh | anguage
versi on of our survey.

We revi ewed OVB gui dance on information collections and GAO

gui dance “Devel opi ng and Usi ng Questionnaires.” W al so revi ewed
t he textbook, Mail and Internet Surveys: The Tail ored Design

Met hod, 2" edition, by Don Dillman. In addition, course work at
the University of Maryland/ University of M chigan Joint Program
in Survey Methodol ogy hel ped gui de our process.

We consulted with survey experts fromDO, M nerals Managenent
Servi ce, Census Bureau, Bureau of Labor Statistics (psychol ogy
of survey design expert), GAO, Environnental Protection Agency
(EPA), Federal Access Board, University of M chigan (our
contractor for the ACSI work conpleted in 2001), and

nongover nnent al organi zati ons, such as Access Qutdoors. For
exanpl e, the Federal Access Board, Access Qutdoors, and EPA
hel ped us craft sensitive questions to help determne if our
facilities and prograns are accessible for disabled persons. W
al so consulted with a coll ege professor whom we had previously
contracted with on a project to help us count and identify
visitors to our National WIldlife Refuges.

In addition to the extensive consultations and research we
performed to assist us with survey design (content and net hod),
as sunmari zed above, the Division of Visitor Services and
Communi cations contracted with expert survey nethodol ogists -
Managenent Systens |International and Federal Managenent
Partners. W selected these contractors because of their survey
and bal anced scorecard experience, and because of their

knowl edge of FWS as shown by perform ng our organi zati onal
assessnment and wor kforce planni ng studi es.



Qur contractors have advi sed us on survey format, content,
statistics, admnistration, and nethodol ogy. For exanple, the
contractors suggested a 5 point Likert scale, standardi zing the
survey with only one open-ended question, and ensuring the
survey is distributed and collected in a consistent manner. They
al so gui ded our devel opnent of criteria for selecting Refuges
and custoners to survey.

On advice of our contractors, we conducted a |imted Paperwork
Reduction Act conpliant pretest of the survey at a Refuge and
obt ai ned positive feedback on the survey. The respondents found
the questions to be clearly worded and to cover the subjects
that mattered to them They thought the Iength of the survey was
appropriate. Several praised us for devel oping the visitor

sati sfaction survey.

3. Explain how the survey will be conduct ed.

List the tinme period in which the survey will be conducted,
i ncludi ng specific starting and endi ng dates.

We plan on conducting a standardized witten, on-site FW5
visitor satisfaction survey at selected National Wldlife

Ref uges between July 16 and Septenber 2, 2002, assum ng we
recei ve OVMB approval. The survey period for each individual

Ref uge would be limted to selected days and tinme periods during
a predetermned 3 week period within the overall survey tine
period (July 16 - Septenber 2). Wather, staff availability, and
ot her practical considerations will determ ne the exact survey
days and tines, using the guidance described bel ow.

We chose the sunmer season as our survey time to correspond to
the maximumvisitation period for nost Refuges across the
system when nost recreational opportunities are avail able and
Ref uges generally have nore staff and volunteers on hand to
adm ni ster the survey. W recogni ze that sone Refuges have
significant nunbers of visitors outside the survey tinme period
(particularly the fall hunting season and early spring fishing
season). Resource constraints and GPRA reporting deadlines
require limting the time period of the study at this juncture.
Dependi ng on survey results and anal yses, we nay seek to

| engt hen the survey tine period to include other seasons in the
future



I dentify what type of information collection instrument will be
used—mai | - back questionnaire, on-site questionnaire, face-to-
face interview, telephone survey, focus groups, other (explain).

The information will be collected with a self-adm nistered, on-
site questionnaire. The questionnaires will be collected in a

| ocked, seal ed box and sent to the FW5 contractors for data
entry and analysis at the end of each collection period for each
Ref uge. The survey wi || have standardi zed, cl osed response
guestions with space for comments at the end. The coments are
for internal reviewonly, and will not be part of the
statistical analysis. The proposed survey instrunment is attached
to this subm ssion. Attachnent 1

Provi de a description of the survey nethodol ogy including (a)
How will the custoners be sanpled (if fewer than all custoners
will be surveyed)?, (b) Wat percentage of custoners asked to
take the survey will respond?, and (c) Wat actions are planned
to increase the response rate?

If statistics are generated, this description nust be specific
and include each of the followi ng: (a) the respondent universe,
(b) the sanpling plan and all sanpling procedures, including how
i ndi vi dual respondents will be selected, (c) how the instrunent
will be adm nistered, (d) expected response rate and confi dence
| evels; and (e) strategies for dealing with potential non-
response bias. A description of any pre-testing and peer review
of the nmethods and/or instrument is highly reconmended. (Web-
based surveys are not an acceptable nethod of sanpling a broad
popul ati on. Web-based surveys must be limted to services

provi ded by Wb.)

After inputting survey responses, our contractors wll generate
statistics based on the follow ng factors:

Response uni verse: The popul ation of interest for the survey is
adults 18 years of age or older who visit a Refuge being
surveyed over the tine period of the study. This popul ation
excl udes (by necessity) those who visit any Refuge in a

cl andesti ne manner, those who enter and exit through non-
nmoni t ored or uncounted access points, and those who visit any
Ref uge outside of the tine period of the study. The Refuges
selected for the survey all have high visitation, visitor
centers, and environmental education prograns. These are al



areas of primary interest for assessing our performnce under
GPRA as well as for the fee denobnstration program

Sanpling Plan and Procedures: The survey will enploy a
systematic sanple that targets the 50 nost visited Refuges that
have a visitor center and environnental education.

For FY 2001, we estimate that nearly 39 mllion people visited
the 535 National WIldlife Refuges in the National Wldlife

Ref uge System based on our Refuge Managenent |nformation System
(RM S) database. W will contact 143 visitors at each of these
50 National WIldlife Refuges, for a total of 7,143 contacts.?’ W
anticipate a response rate of 70% and are taking several
nmeasures, as described bel ow under “Response Rate, Confi dence
Levels, Strategies for Dealing with Nonresponse,” to help ensure
our response rate is at least this high. Based on the sanple
size, results will be accurate at plus or mnus 2%to attain a
confidence | evel of 99%for systemw de anal ysis.?® For rough
conpari sons across these 50 Refuges, a sanpling statistical
accuracy of +- 10%wi th a 90% confidence |level is sufficient,
and we will achieve this under our plan.

This will allow our contractor the ability to obtain sound data
to draw rough conpari sons anong the Refuges participating in the
survey. Once we know which specific Refuges appear to be | eaders
in certain areas, we can determ ne best practices and hel p ot her
Ref uges nodel these. These efforts should inprove our overal
GPRA visitor satisfaction goal performance, and inprove customer
service. Wth a smaller sanple size with fewer surveys at each
Ref uge, we woul d be precluded fromanalyzing the data to conpare
performance at the specific Refuges. Qur objective is to obtain
statistics on the 50 Refuges selected during a time period that
is the primary visitation period for nost of them

We selected the specific Refuges to be sanpled fromthe list of
Refuges with visitor centers, environnental education prograns,
and visitation of over 75,000 visitors annually, based on RM'S
FY 2001 data. 61 out of 535 National WIldlife Refuges in the
system neet these criteria.

27 We will provide Spanish | anguage versions of the survey to each Refuge,

to be used in the event a person approached to take the survey indicates he
or she would nore readily conprehend the Spani sh version

28 Sanpl e size cal cul ated using |bid.



Agai n, focusing on our survey objectives, we chose the 50

hi ghest visitation sites fromthat list of 61 sites as the
Ref uges to survey this sumer. Visitation at these Refuges
represents 63%of total visitation to all Refuges and 51% of
total Refuge acreage, based on the FY 2001 data.?° 26 of the
Ref uges chosen are fee denonstration sites. Qur contractors
evaluated this list to ensure regional variability.

Attachment 2

Sonme Refuges were precluded fromthe sanpling universe, because
they either do not have full-time staff or volunteers or they do
not have a visitor center and environnental education. These are
vital preconditions, because while the survey will be self-

adm ni stered the sanpling technique requires a staff person or
vol unteer to provide instructions and distribute the survey.

Al so, our previous survey work, as described under Section 2,

i ndi cated that environnmental education and information services
of the sort provided at a visitor center are very inportant to
our visitors.

Adm ni stration:

As described above, in the first sanpling stage, specific

Ref uges are be notified that they are selected for the survey.
At the second sanpling stage, we will rely on a conmon

nmet hodol ogy to be carried out by trained staff and volunteers at
the sel ected Refuges. The nodalities of the second sanpling
stage are as foll ows:

A sufficient nunber of English | anguage questionnaires and
Spani sh | anguage versions as well as other appropriate
material will be mailed to each Refuge.

Each Refuge in the survey sanple will be asked to assign
two volunteers or staff nmenbers to adm nister the survey
(Refuge Surveyors). These individuals will receive training
instructions, to ensure that the survey is adm nistered
consi stently and contact records are kept, using the form
shown in Attachnent 5. They will wear the FWS uniform or
other official insignia, to help further the perception
that this is an official governnment survey. Only one

29 We excluded the Arctic National WIldlife Refuge (ANVR) fromthe total

Ref uge System acreage cal cul ati on, because ANVWR by itself represents over 20%
of total acreage, yet its visitation is |ow.



vol unteer or staff nmenber will distribute the survey at a
given tinme and | ocati on.

Each Refuge in the survey sanple is assigned (at random a
3-week date range with instructions for selecting a m ninmm
of 4 particular survey days and tines, for which a
particul ar nunber of contacts should be nade during each
survey day over the course of a predeterm ned 4-hour period
of time. This systematic approach will ensure a broad range
of experiences. For exanple, NPS has found that visitor
experiences can vary significantly between weekends and
weekdays.

During the schedul ed survey tinme, the trained staff nenber
or volunteer will select individual respondents and
adm ni ster the survey as foll ows:

For Refuges likely to have |less than 50 visitors in the
four-hour period preselected for surveying, the trained

vol unteer/staff menber will greet every group or individual
who returns from Refuge usage either on their way to their
vehicle or on their way out of the Refuge visitor center
area, briefly describe the survey and its purpose, and ask
an adult menber of the group (18 years of age or older) in
English if he or she will fill out the visitor satisfaction
survey.

For Refuges likely to have nore than 50 visitors in the 4-
hour period preselected for surveying, the trained

vol unteer/staff menber will greet every third individual or
group who returns from Refuge usage either on their way to
their vehicle or on their way out of the Refuge visitor
center area, briefly describe the survey and its purpose,
and ask an adult nenber of the group (18 years of age or
older) in English if he or she will fill out the visitor
satisfaction survey. This approach is conparable to the
approach NPS uses, and hel ps ensure that contacts are
spread out throughout the course of the 4-hour survey day.
Attachment 3

| f the adult approached does not appear to conprehend
English, the staff/volunteer nmenber will ask if she or he
speaks Spani sh, and hand out the Spani sh | anguage version
of the survey, as appropriate. If the adult does not appear
to conprehend Spanish or English, that person will not
receive a survey. Another adult in the group who does



appear to conprehend either Spanish or English nay be
surveyed. Attachnent 4

The vol unteer/staff nmenber conducting the survey will keep
a record of contacts, using the formshown in the
attachnment to this subm ssion. Attachment 5

The volunteer/staff nenber will ask the respondent to spend
5to 10 mnutes filling out the survey in a confortable
setting (e.g., either inside the visitor center at a table
set up for the purpose, or in their vehicle with a
clipboard and pen) and then deposit it in specially marked
| ocked/ seal ed col | ecti on box when finished. The

vol unteer/staff menber will either carry the | ocked/ seal ed
box or post it prominently and point out its convenient

| ocation, as appropriate for the circunstances.

Each respondent will be given the survey with a pen and a
“Visitor’s CGuide” on the Refuge System as incentives to
conpl ete the survey.

Fol |l owi ng the predeterm ned schedul ed, each Refuge will
stop adm ni stering the survey at the conclusion of that

Ref uge’s survey period. Al surveys in the |ocked/seal ed
boxes will be mailed to the contractors for data entry and
anal ysi s.

Response Rate, Confidence Levels, Strategies for Dealing with
Nonr esponse: The presence of a staff person or vol unteer wearing
official insignia to answer questions about the survey process
and the conveniently | ocated | ocked/ seal ed collection box wll
have the effect of increasing survey response rates over a mail -
in survey return nodel where 15-20% response rates are

consi dered high. Based on our contractors’ and BLMs and NPS’s
experiences wth simlar techniques, literature on this

nmet hodol ogy and i ncentives, and the on-site pilot survey
experience we had using the NPS contractor, we estimate a
response rate in the range of 70 % for year one.

The | ocked/ seal ed col |l ection box for the conpl eted surveys hel ps
ensure a perception of confidentiality and reinforces the

i mportance of the survey. NPS has found that this approach has

i nproved response rates at national parks. In addition, we are
handi ng out a “Visitor’s Gui de” on our Refuge system and al |l ow ng
the respondents to keep the pens they use to conplete the
survey, as incentives. Literature such as Dillman’s Miil and

10



| nternet Surveys (p. 250-252) suggests that material incentives
shoul d i nprove response rates.

To meet or exceed our anticipated response rate, we are
provi di ng consi stent instructions for all staff nenbers and
vol unt eers adm ni stering the survey, encouraging themto be
friendly and answer questions. W are providing a confortable
| ocation for respondents to conplete the survey, and
distributing it to them when they have al ready experienced the
Ref uge.

We are al so providing a Spanish | anguage version of the survey.
Qur greeting as shown in Attachment 4 provides a neans for our
surveyors to approach a second adult menber of a group, if the
original adult approached does not conprehend English or

Spani sh. These instructions were devel oped with assistance from
DA ’s Information Collection Coordinator, to help increase our
response rate.

Provide an estimated total nunber of initial contacts and the
total nunber of expected respondents.

As nentioned above, we plan on 7,143 initial contacts. W
antici pate approximately 5,000 responses, based on a 70%
response rate.

Estimate the time to conplete the initial contact and the survey
instrument (in mnutes); and fill in the total nunber of burden
hours.

Qur prelimnary pretest of this survey indicated it took between
5 and 10 mnutes for conpletion, including the brief questions
about the clarity, appropriateness of content, and |l ength of the
survey. Conservatively, based on the pretest and our contractor’s
expertise, we estimate that the survey would take 7 mnutes to
conplete, with an additional 3 mnutes for instructions and

pl acing the survey in the | ocked/ seal ed box (10 m nutes total).
Wth 7,143 initial contacts and a 70% response rate, the total
estimated burden woul d be 869 hours, based on 1 m nute of

contact tinme each for the 30% nonrespondents and 10 m nutes each
for 70% respondents in the total burden.

Provide a brief description of the reporting plan for the data

being collected. A copy of all survey reports nust be archived
with PPP. Please note this in the reporting plan.

11



Qur contractors will analyze survey results using data quality
control standards and statistical techniques consistent with
academ c quality research. Mdalities for survey results
anaIyS|s i ncl ude:

Surveys will be anonynous.

Contractors will conduct a standard data quality

assessnent, to ensure that industry standards are net.

Survey responses will be entered manually by trained data
processors.
Data will be checked using a double punch systemon 10 % of

random y sel ected surveys.
Raw entered data will be cleaned manually after initial
eval uati on of m scoding or other obvious errors.
A final data reentry quality control step will be perforned
on a randomy selected set of surveys to assure accurate
data entry.
The cl eaned data will then undergo standard statistical summary,
descriptive statistics, cross-tabs on variables of interest and
visitor satisfaction level, etc. using the Statistics Package
for Social Sciences (SPSS) program (or other standard
statistical software).

Qur contractors will then prepare a witten report that wll

i ncl ude an executive summary, a discussion of the survey
instrument, a review of the sanpling nethodol ogy, and the
princi pal data anal yses. The report will informus what
percentage of our visitors are satisfied with the quality of
their recreational/educational experience, with appropriate
bounds and caveats. It will also present recomendations for
areas we mght focus on for further exploration and to inplenent
measures for greater customer satisfaction. The contractors wll
brief our senior managenent on the report. W will prepare
action plans based on the contractor report, as appropriate. W
will maintain copies of the report in the Division of Visitor
Servi ces and Communi cation and the Pl anning & Eval uation Staff,
and provide a copy to DO ’s PPP.

4. Describe howthe results of this survey will be analyzed and
used.

Provide a brief justification for the survey, its purpose,
goals, and utility to managers.

| f the customer population is sanpled, what statistical
techniques will be used to generalize the results to the entire

12



custoner population? Is this survey intended to neasure a GPRA
performance neasure? If so, please include an excerpt fromthe
appropri ate docunent.

Fol l owi ng OMB and DO gui dance, the Service has devel oped a GPRA
goal for measuring visitor satisfaction with the quality of

their recreational/educational experience at our National

Wl dlife Refuges. Qur long-termgoal 3.3 states: “By 2005, 90% of
National WIldlife Refuge visitors are satisfied with the quality
of their recreational/educational experience.” Under our GPRA
Strategic Plan and Annual Performance Pl ans, we need to survey
our visitors this sumer, so that we may establish a baseline

wi th appropriate bounds for eval uating our performance and
benchmarki ng with ot her Federal |and nanagenent agencies. As
described in section 3 above, we believe this survey should give
us representative results to help guide our performance
particularly in the areas of recreation and

i nformation/ educati on services. Wth OW’s approval, we plan on
conducting a simlar survey at additional Refuges in follow ng
years, to support our GPRA goal and obtain useful customer

f eedback to inprove our perfornance.

In addition, we have been followi ng the Departnent’s process to
devel op common goal s and neasures to support the Departnent’s
energing Strategic Plan and Annual Performance Plan. Visitor
satisfaction with recreation sites such as National Wldlife
Ref uges is a key conmponent of the Departnent’s planni ng process.
This survey will help us denonstrate our progress in satisfying
our current GPRA requirenments, and should tier well with the
Departnment’s plans in this area. For exanple, DO is interested
inincreasing visitation of mnority visitors. This survey wl|
hel p us establish sone inportant baseline denographic data on
our visitors.

The General Accounting Ofice has recommended that FWS devel op a
system for processing custoner conplaints. W remain ready to
work with DO to devel op a custoner rel ationshi p managenent

(CRM systemthat will conprehensively track and hel p address
custoner conplaints and inquiries. This survey will provide sone
important initial information to help establish a baseline and
hel p design an effective CRM system

Congress has requested that the Service obtain and track trends

on visitor satisfaction with fees paid to enter Refuges that are
fee denonstration sites. This survey will address that need.
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Furt hernore, Congress requested that the Secretaries of
Agriculture and Interior study ways to inprove access to outdoor
recreation on Federal lands for persons with disabilities. DO
is also interested in this issue. W do not have any data on the
nunber of visitor to our National WIldlife Refuges who are

di sabl ed, nor do we have data on the accessibility of our
facilities.

The survey we are proposing will help us get a handle on these
important inquiries. W have described our statistical

t echni ques above, in response to question 3. Please contact the
principal investigators identified in question 1, should you
have questions or conments on this project. W appreciate your
pronpt review for expedited cl earance.
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Instructions for Refuge Surveyors

Based on certain selection criteria, your Refuge will be participating in an important visitor
satisfaction survey this summer. With your assistance, we will get results that will help us
manage more effectively and satisfy our Government Performance & Results Act Requirements.
Your Refuge Manager has selected you to act as the Refuge Surveyors for your site.

Supplies: Before you get started, please make sure you have the following items, which should
have been included with these instructions:

1) 100 survey forms in English (check print quality), individually numbered and coded

2) 25 survey forms in Spanish, individually numbered and coded

3) 110 “Visitor’s Guides”

4) 110 Refuge pens

5) 1 locked/sealed box

6) Record of Survey Contacts

7) 3 large Federal Express envelopes addressed to contractors MSI/FMP.

If you are missing any item, please contact either Rebecca Halbe, Division of Visitor Services
and Communication, 703-358-2365, email: rebecca_halbe@fws.gov or to Karen Malkin,
Planning & Evaluation Staff, 202-208-4564, email: karen_malkin@fws.gov. If you find you are
running out of items 1 and 2, please let Rebecca or Karen know immediately. We will need to
assign you additional survey numbers and provide you with the forms. If you are running out of
item 6, feel free to photocopy the record of survey contacts at your Refuge.

Greeting the Visitors: You play a critical role in initiating contact with the public and
distributing the survey. Please wear your uniform or a shirt or jacket clearly displaying your
name and the official logo of the U.S. Fish & Wildlife Service. You will need to pick locations
in your Refuge with high visitor traffic, such as the visitor center and parking lot, and set up
relatively comfortable conditions for distributing and completing the survey. This will help
ensure that visitors will accept and complete the survey. For example, you could set up a table
and a couple chairs in the visitor center, near the exit, where you would have the survey forms
and the locked/sealed collection box. If you approach visitors in the parking lot, put the survey
on a clipboard and hand it to them. When they agree to do the survey, hand them a pen and a
Visitor’s Guide - both theirs to keep. (Pens are specifically for those who agree to take the
survey - one per group, please.)

When they are done, you can collect the clipboards and the folded surveys. Place the survey in
the locked/sealed collection box for the visitor, if they want you to do that or point the location
of the box out. If possible, to avoid any misconceptions, it would be best to carry the box in the
parking lot, and have the visitor put the survey in the box him or herself.

Please attempt to approach an adult member of every group or individual adult (18 years old or
over) you see returning from a type of Refuge usage and smile as you greet them. Approach
them either on their way to their vehicle or their way out of the Refuge visitor center. An ideal
time to approach a visitor would be after he or she has attended an interpretive or environmental
education program, viewed exhibits, or completed a walking or boat tour of the Refuge. If the
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Refuge averages less than 50 visitors in the 4-hour period you are conducting the survey during
(e.g., morning), approach an adult in every group or an individual (person visiting on his/her own
who does not appear to be part of a group). If the Refuge averages more than 50 visitors in the
4-hour period, approach an adult in every third group or every third individual (person visiting
on his/her own who does not appear to be part of a group). Note: A bus or organized tour group
does not represent one group. It is best to approach those visitors after they have participated in
a program or activity. They will likely split into “personal groups” (family, friends). So, one
bus or organized tour may contain many personal groups for survey purposes.

If an adult you approach to take the survey does not appear to comprehend English, ask him or
her: “Habla Espanol?” If he or she responds “Si” or nods affirmatively, then hand out the
Spanish language version. If the adult does not appear to comprehend English or Spanish, you
can approach another adult member of that group or move on to the next group or individual.

If someone you have not approached to take the survey, asks for permission to take it, you must
decline the request and explain that we are conducting a systematic survey and following a set
protocol. You should smile, and tell him/her that the opinions and comments of all of our
visitors matter, and offer a blank index card. Tell the person he or she should feel free to express
an opinion on the index card, return it to you, and that you will make sure appropriate personnel
see the card. If the person seems uncomfortable with this option, please provide the mailing
address of the Refuge on the index card and the web address, and let him/her know he may mail
in comments anonymously or email comments and request a response. You can also offer the
person a “Visitor’s Guide.”

You can alternate days and times when each surveyor will conduct the survey. Please remember
to identify yourself and keep records, using the Record of Survey Contacts. Instructions for
using the Record of Survey Contacts appear on that form. (Attachment 5) You play an essential
role in data quality control and establishing a response rate for our surveys, as required by OMB.
It is critical that you keep contemporaneous records of the visitors you approach.

Be friendly and helpful, and let the visitors know how you value their input and hope they will
complete the survey. Your demeanor will reflect directly on the Refuge and the U.S. Fish &
Wildlife Service. A sample greeting for contacting visitors is attached. You do not need to
memorize the exact words, but keep the gist of the greeting in mind when you make initial
contact with visitors. (Attachment 4)

Answer any questions or provide a clear point of contact for questions you are unable to answer.
If the visitors you give the survey to (survey respondents) ask you to clarify any parts of the
survey, please tell them: “Answer the question by whatever it means to you - define things the
way you think they should be defined..” If they are still uncomfortable, tell them to note this at
the end of the survey (question 30). If you or the visitors have any questions about why the
survey is being conducted and how the information will be used, please refer to either Rebecca
Halbe, Division of Visitor Services and Communication, 703-358-2365, email:
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rebecca_halbe@fws.gov or to Karen Malkin, Planning & Evaluation Staff, 202-208-4564, email:
karen_malkin@fws.gov.

To help ensure statistically valid results, you will need to conduct the survey during the time
period assigned to your Refuge. During that time period, you should schedule a minimum of 4
survey days, each with a 4-hour period of time. As you know, visitor experiences and Refuge
staffing levels can vary significantly between weekends and weekdays and mornings and
afternoons. Weather and other external factors or unusual events also influence the visitor
experience. To help us get a truer picture, schedule the 4 survey days evenly between weekdays
and weekends (2 of each). Similarly, include an equal numbers of mornings and afternoons.

Example Survey Days are:

: Thursday, 8:00 am to noon
Sunday, 1:00 pm to 5:00 pm
Wednesday, 11:00 am to 3:00 pm
Saturday, 9:00 am to 1:00 pm

If an unusual event or weather conditions are such that surveying on your scheduled day is
problematic, you can pick another survey day to substitute. Please keep in mind having an even
number of weekdays/weekends and mornings/afternoons. With the understanding that not
everyone will complete the survey, plan to make 36 contact during 3 of the survey days and 35
contacts on one survey day. Try to pace your contacts so that you are approaching visitors and
distributing surveys throughout the 4-hour period, each survey day. Ideally, you will make 143
visitor contacts that will be evenly distributed over the four survey days. Contact Rebecca or
Karen for further guidance, as needed.

When your collection box fills up or at the end of your survey period, please mail all the surveys
and your completed Record of Survey Contacts to our contractors, MSI/FMP, at 600 Water
Street, SW; Washington, DC 20024. Again, for data quality control purposes, it is critical that
only the Refuge Surveyors handle the surveys and that they are not reviewed at the Refuge, prior
to MSI/FMP’s review. MSI/FMP will analyze the data from all the Refuges surveyed and you
will receive a copy of their report. At the end of the survey period, please mail the collection
box and any unused survey materials to Rebecca Halbe at FWS, Division of Visitor Service and
Communications; 4401 N. Fairfax Drive, #670; Arlington, VA 22203.

Thank you for your participation in this important new effort. Following GPRA, OMB, and DOI
guidance, we anticipate continuing this survey every year, at different sites. It is likely your
Refuge will be surveyed again over the next few years, so we will get valuable trend data. We
will make our reports readily available to you.



Greeting for FWS National Wildlife Refuges Visitor Satisfaction Survey

Hello!  (Full refuge name) is conducting an important survey as part of a
nation-wide study of National Wildlife Refuges. We are asking a few visitors for their opinions
about the Refuge’s services to help us do a better job serving you. Would you or a member of
your group who is 18 years old or over please fill the survey out?

NOTE: Stop here, if the visitor you approach does not appear to comprehend English, ask
“Habla Espanol?” and if the person nods affirmatively or answers “Si,” then distribute the
Spanish version of the survey. If the Spanish speaking visitor has questions and you do not speak
Spanish, tell him or her, “No habla Espanol,” and either point them in the direction of a nearby
FWS colleague who does speak Spanish or smile and point to the phone number on the Privacy
Act/Paperwork Reduction Action Statement on the back of the form. In the event the visitor does
not appear to comprehend either English or Spanish, address the group and ask if another adult
speaks English or Spanish. Distribute the survey to that visitor, as appropriate, continuing with
the instructions.

Participation in this survey is voluntary and confidential. You can fill it out in less than 10
minutes. After completing the survey, please fold it and place it in the collection box located
. (Point to it.)

Here’s a Refuge pen for you to fill out the survey. The pen and this “Visitor’s Guide” are yours
to keep as a small token of our appreciation.

NOTE: Hand out survey, pen, guide, and clipboard if visitor is in parking lot. Ask visitor to
return clipboard to you, when he or she has completed the survey. If in visitor center, point to
table/chair where visitor may sit down and fill out survey, and hand out survey, pen, and guide.
Your opinion is important to us; we appreciate your time and input. We hope you enjoy your
stay. If you have any questions, please don’t hesitate to ask me. Thank you.
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FISH & WILDLIFE
REHVICE

Form Approved, ONB No. 1040-0001;
Expires January 31, 2005
Survey No.

“Our mission is working with others to conserve, protect, and enhance fish, wildlife, and plants and their
habitats for the continuing benefit of the American people.”

Thank you for visiting this National Wildlife Refuge. We hope vou enjoved vour time here. Before yvou leave, please take 5-10
minutes to complete this survey. Your participation will help us do a better job serving vou. Once finished, please drop it off in the
marked box. Your individual responses are voluntary and confidential; they will be processed by our contractor whe will give us
aggregate results and analyses. We appreciate yvour time and attention.

FWS National Wildlife Refuges Visitor Satisfaction Survey

1. Why did vou visit this National Wildlife Refuge? Please check only vour primary purpose.

_ Humting __ Environmental education/Interpretation  _ Vacation/Relaxation

___ Fishing (e.g., nature talks, outdoor lab, exhibits) _ Hiking

__ Wildlife/Nature observation and ___ Drive through/Incidental (e.g., inorder ~ ___ Other (please specify - e.g.,
photography (including birds) to get to another destination, rest stop) biking, boating, picnicking,

official business) _

2. Maps and/or signs made it easy for me to find the National Wildlife Refuge. Please circle one. Circle "N/A” (not applicable) if
you have no basis for judging.

neither
strongly agree not
disagree dizagree dizagree agree strongly agree
1 2 3 4 5 N/A
3. Approximately how far did vou travel from yvour home to get to the National Wildlife Refuge on this trip? mikes

4.  Before you saw this survey, did vou know that this area is a National Wildlife Refuge managed by the U.5. Fish and Wildlife
Service?  Yes _ No

5. How many times (including today) have vou visited this National Wildlife Refuge over the past 12 months?

6. How many people are in your personal group?

__adults (18 and over) __ children (under 12) __ teenagers (13-17)
7. How did you karmn about this National Wildlife Refuge? Please check all that apply.
_ T1.5.Fish & Wildlife Service (FWS) web site _ FWS printed information (e.g., brochure)
__ Other web site (2.g., www recreation.gov) ___ Highway sign
__ Word of mouth __ Map (other than FWS map)
_ Media communication (e.g., newspaper, television, radio) __ Other (please specify)

8. Owver the past 12 months, how many other National Wildlife Refuges have vou visited?
_ None 13 I = 79 1012 ~ morethan 12 _ Dorn’t know

9.  Excluding the National Wildlife Refuge employvee or volunteer who handed you this survey, did you see or talk with National
Wildlife Refuge employees or volunteers during this visit?
no __ verybriefly (e.g., pay fee) spent several minutes or more

10. Including the National Wildlife Refiuge employee or volunteer who handed you the survey, please circle one based on your
experiences this visit. Cirele “N/A” (not applicable) if vou have no basis for judging.

neither
strongly agree not strongly
disagree disagree disagree agree agree
a. Employees or volunteers answered my
questions about this National Wildlife Refuge. L 2 3 4 5 Nia
b. Employees or voluteers answered my
questions about thg National Wildlife Refuge 1 2 3 4 5 N/A
System (e.g., location of other refuges, purpose
of the National Wildlife Refuge System).
¢. Employees or volunteers answered my
questions about fish, wildlife, plants, and/or 1 2 3 4 5 N/A
their habitats.
d. Employees or volunteers answered my
questions about recreational opportunities on 1 2 3 4 5 N/A
this National Wildlife Refuge.
e. Employees or volunteers were courteous. 1 2 3 4 5 N/A

FW5 Visitor Satisfagtion Survey 1



11. The statements that follow apply to information at this National Wildlife Refuge from today’s visit. Please circle one. Circle
“NYA> (not applicable) it you have no basis for judging.

neither
strongly agree nor strongly
disagree disagree disagree asree asree
a. Printed information about this National
Wildlife Refuge (=.g., maps, brochures) was 1 2 3 4 5 N/A
eagy to find.
b. Printed information about the National Wildlife 1 5 3 4 5 N/
Refuge System was easy to find.
¢. Printed information about fish, wildlife, plant,
and/or habitat issues was easy to find. 1 2 3 4 3 N/
d. Signs were easy to understand. 1 2 3 4 5 N/A
12. Are you aware of the rules and regulations that apply to this National Wildlife Refuge? @ Yes No
13. If you answered “Yes” to number 12, how did you leam about the rules and regulations? Please check all that apply.
_ wmigns _ website
_ employee or volunteer told me __ printed material

14. The statements below relate to your general perceptions of this National Wildlife Refuge. Please circle one. Circle “N/A™ (not

applicable} it you have no basis for judging.

neither
strongly agree nor strongly
dizsagree dizsagree dizagree agree agree
a.  Owerall, this National Wildlite Retuge does a
good job of conserving fish, wildlife, plants, 1 2 3 4 5 N/A
and their habitats.
b. This National Wildlite Refuge provides a
sufficient law enforcement presence to 1 2 3 4 5 N/A
minimize crime.
c. Roads/parking lots within thiz National
Wildlife Refuge are well maintained. 1 2 3 4 3 N/A
d. Tt is easy for me to make an inquiry or 1 5 3 4 5 NiA

complaint about this National Wildlife Refuge.

15. During today’s vigit at this National Wildlife Refuge, which of the following did you use? Please check all that apply.

__ Auto Tour __ Environmental education __ Hunting area __ Vigitor Center

__ Biking trail __ Fishing area __ Photography __ Wildlife observation
__ Boatlaunch __ Guided tour/Interpretive trail __ Picnic area __ Other(please specify)
~ Canoe/Kayak ~ Hiking trail ~ Restroom facilities

16. For each statement, rank how adequate thiz National Wildlife Refuge is in providing you the opportunity to do what you wanted
to do. “Adequacy”™ includes accessibility for persons with disabilities or special considerations. Please circle one. Circle “N/A™

{not applicable) if vou have no basis for judging.

neither
strongly agree nor strongly

Thiz Refuge provides adequate opportunity to: dizsagree dizsagree dizagree agree agree
a.  Observe and/or photograph fish, wildlife,

plants, and their habitats. 1 2 3 4 3 N/A
b. Obtain useful information about fish, wildlife,

plants, and their habitats (z.g., brochures, 1 2 3 4 5 N/A

nature talks, exhibits).
¢. Use the trails. 1 2 3 4 5 N/A
d. Hunt or fish. 1 2 3 4 5 N/A

17. Did you require special assistance or mobility aids (e.g., wheelchair, ramps, sign language interpreter) to access any part of the
National Wildlife Refuge? _ Yes _ No

18. If you or a member of your group paid a fee or used a pass to enter this National Wildlife Refuge, in your opinion, how

appropriate was the fee? Please check one.
_ fartoolow __ toolow __ aboutright _ toohigh _  fartoohigh _ /A

FWS Vistor Satisfaction Survey 2



19. The value of the recreation opportunities and services I experienced was at least equal to the fee I paid. Please circle one. Circle
“NYA> (not applicable) it you have no basis for judging.

neither
strongly agree nor
disagree digagree disagree agree strongly agree
1 2 3 4 5 N/A

20. Do you plan to vigit this National Wildlife Refuge or another unit of the National Wildlife Refuge System within the next 2 years?
Please check one.
~ Yes, likely ~ No, unlikely ~ Don’tknow

21. Considering my overall experiences with this National Wildlite Refuge, I am satisfied with the quality of the
recreational/educational experience. Please circle one. Circle “N/A™ {not applicable) if you have no basis for judging.

strongly neither agree
disagree dizagree nor disagree agree strongly agree
1 2 3 4 5 N/A

22. What is your Zip Code?

23. What is your age? Please check one.
1821 2230 3140 __ 41-50 5160 ___ 61-70 ___ 7lorover

24. What is the highest level of formal education you have completed? Please check one.

~ Less than high school ~ SBome college or associate degree _ Post-graduate degree
__ High school graduate __ College graduate

25, Are you Hispanic or Latino/Latina? __ Yes _  No

26. What do you consider your race? Please check all that apply.
~ American Indian/Alaska Native ~ Black/African American ~ White
_ Asian __ Native Hawaiian/Pacific Islander

27. What is your gender? _ Male _  Female

28. Are you a United States citizen? Yes ~ No

29. What is the primary language you speak at home? Please check one.
~ English  Spanish Chinese =~ Japanmese @~ Trench Gemman  Other (please specify)

30. Isthere anything else you would like to tell us about your experience(s) at this National Wildlife Refuge?

31. Approximately what time of day did you complete this survey? Please check one.
~ Sam ~ 10am ~ 1lam ~___noon ~ 1pm ~ Z2pm ~ 3pm ~ 4pm ~ S5pm
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CELEBRATING A

ENTURY

" 4 CONSERVATION

PRIVACY ACT and PAPERWORK REDUCTION ACT Statement:

16 U.8.C. 1a-7 anthorizes collection of this information. The 1.8, Fish & Wildlife Service will use this information to better serve the
public. Response is voluntary. No action may be taken against you for refusing to supply information requested. Permanent data will
be anonymous. Please do not put your name or that of any member of vour group on the questionnaire. An agency may not conduct or
sponsor, and a person is not required to respond to, a collection of information unless it displays a currently valid OMB control

number. This survey's OMB control number is: 1040-0001,
Public reporting burden for this form is estimated to average 10 minutes, including the time for instrustions and returning the survey.

Direct comments regarding burden estimate or any aspect of this form to the Department of the Interior, UU.S. Fish & Wildlife Service,
Planning & Evaluation, Customer Service Information Collection Coordinator, 1849 C St., NW, MS 3012, Washington, DC 20240,

Telephone No. (202) 208-4564.

Thank yeu for completing this survey.

FWS Visiter Satisfaction Surwey



Formulario aprobadoe, OME No. 1040-0001;
Expiracidn, 31 de enero, 2005
Encuesta No.

"Nuesira mision es trabajar con ofros para conservar, proteger y mejorar a los peces, la vida silvestre y a las
Plantas y sus hibitats para el beneficio continuo de los Americanos.”

Gracias por visitar este Refugio Nacional de Vida Silvestre (National Wildlife Refuge) Esperamos que haya disfrutado su tiempo aqui.
Antes de que se vaya, sirvase tomar de 5 a 10 mintos para llenar esta encuesta. Su participacién nos ayudard a hacer un mejor trabajo
sirviéndole. Una vez que termine, por favor depositela en la caja marcada para ello. Sus respuestas individuales que son voluntarias v
confidenciales sern procesadas por nuestro contratista quien nos dara resultados y andlisis colectivos. Apreciamos su tiempo v atencién.

Encuesta sebre la satisfaccion de los visitantes a los Refugios Nacionales de Vida Silvestre

Servicio ala Pesca v Vida Silvestre de los EU (U.5. Fish & Wildlife Service-FWS)

sPor qué vigitd eate Refugio Nacional de Vida Silvestre? Sirvase marcar solaments su propdeito principal,

_ Caceria _ Educacién / interpretacidn sobre el medio ambiente _ Vapacién/ relajamiento
__ Pesca {v.gr. conferencias sobre la naturaleza, laboratorios al ___ Excursionar
__ Observacién v fotografia de la aire libre, exposiciones) __ Otro (zirvase especificar - v.gr,
vida silvestre / la naturaleza __ De paso/ incidental (v.gr., con el fin de llegar a otro ciclismo, pasen en bote, comida
(incluyendo lag aves) destino, parada de descanzo) campestre, negosio oficial)
2. Loz mapas v/ o sefialamientos me facilitaron encontrar el Refugio Nacional de Vida Silvestre. Sirvage marcar una alternativa con un circulo.
Marque un sirculo en "N/A" (no aplicable) si no tiene basss para juzgar.
ni ds acusrdo
muy en nien
desacuerdo en desacuerdo desacuerdo de acuerdo rmuy de acuerdo
1 2 3 4 5 NA
3. Aprozimadamente jqué tan lejos viajé desde zu casa para llegar al Refugio de Vida Silvestre en este viaje? millas
4. Antes de que viera esta encuesta, i sabla usted que esta drea es un Refugio de Vida Silvestre operado por el Servicio ala Pesca v Vida
Silvestre delogs BEU? 81 _ No
5. 4 Cudntas veces, (incluyendo hoy) ha visitado ests Refugio Nacional de Vida Silvestre en los iltimos 12 meses?
6. pCudntas psreonas hay en su grupo personal?
adultos (18 afios o mayores) ___ nifios {menores de 12 aflos) _ adolescentes (13 - 17 afios)
7. 4Cémo supo de este Refugio Nacional de Vida Silvestre? Sirvase marcar todas lag alternativas que corresponda,
Pigina web del Servicio a la Pesea v Vida Silvestre de los EU __ Medios de comunicacidn [v.gr. periddico, televisién, radio)
(FWS) _ Informacién impresa del FW3 (v.gr. folletos)
Otrag paginas web (v.gr. www.recreation gov), _ Sefialamientos en la carretera
por favor especifique __ Mapa [que no gea un mapa del FWS)
Comunicacién verbal __ Otro {por favor especifigue)
8. iCudntos otros Refugios de Vida Bilvestre ha visitado en los dltimos 12 meges?
__ Ninguno 13 _4a 79 _10-12 _ masdel2 _ Nosgé
9.  Excluyendo a los empleados o voluntarios del Refugio Nacional de Vida Silvestre que le dieron esta encuesta, jvio o hablé con empleados o
voluntarios del Refuglo Nacional de Vida Silvestre durante esta wisita?
__ no ___ muy brevements (v.gr. pagarla cuota) __ durante varios minutos o mas
10. Incluyendo alos empleados o woluntarios del Refugio Nacional de Vida Silvestre que le entregaron esta encuesta, basado en sus
experienciag de esta visita sirvase marcar con un cireulo una de lag alternativas siguientes. Marque un circulo en "N/A" (no aplicable) i no
fiene basss para Juzgar.
ni ds asusrdo
muy en en nien muy de
dszacuerdo dszacuerdo dszacuerdo de acuerdo acusrdo
a. Los empleados o voluntarios contestaron mis
preguntas respecto a este Refugio Nacional de Vida 1 2 3 4 5 N/A
Silveatre.
b. Loz empleados o voluntarios contestaron mis
preguntas sobre el Sistema de Refugios Nacionales
de Vida Silvestre (v.gr. ubicacidn de otros refugios, 1 2 3 4 5 N/A
propéeitos del Sistermna de Refugios Nacionales de
Vida Silvestre)
c. Los empleados o voluntarios contestaron mis
preguntas sobre los peces, vida silvestre, plantas y / 1 2 3 4 5 NiA
o sus hibitats,
d. Los empleados o voluntarios conteataron mis
preguntas regpecto a oportunidades recreativas en 1 2 3 4 5 N/A
sate Refugio Macional de Vida Silvestre.
¢. Los empleados o voluntarios fueron corteses. 1 2 3 4 5 N/
Enclesta sobre satisfaceitn de visitantes del Servicio de Pascay \ida Sivestre (FWS) 1



11. Las siguientes preguntas corresponden a la informacién en este Refugio de Vida Silvesire en la visita de hoy. Sirvase marcar una alternativa con

un cireulo. Marque un circulo en "N/A" (no aplicable) si no tiene bases para juzgar.

ni de acuerdo

muy en en ni en muy de
desacuerdo desacuerdo desacuerdo de acuerdo acuerdo
a. Lainformacién impresa sobre este Refugio Nacional
de Vida Silvestre (v.gr. mapas, folletos) fue ficil de 1 2 3 4 5 N/A
encontrar.
b. Lainformacién impresa sobre el Sistema de
Refugios Nacionales de Vida Silvestre  fue fécil 1 2 3 4 5 N/A
de encontrar.
¢. Lainformacién sobre peces, vida silvestre, plantas y
/ o aspectos de hébitat fue facil de encontrar. 1 2 3 4 5 N/A
d. Los sefialamientos fueron faciles de entender. 1 2 3 4 5 N/A
12, ;Conoce el reglamento que aplica a este Refugio Nacional de Vida Silvestre?  8i  No

13. Si contests "5i" a la pregunta nimero 12, jeémo aprendié sobre el reglamento? Sirvase marcar todas las alternativas que corresponda.

sefialamientos pagina web
los empleados o voluntarios me dijeron material impreso

14. Las siguientes preguntas estan relacionadas con sus percepceiones generales sobre este Refugio Nacional de Vida Silvestre. Sirvase marcar una

alternativa con un circulo. Marque un circulo en "N/A" (no aplicable) si no tiene bases para juzgar.

ni de acuerdo

muy en en ni en muy de
desacuerdo desacuerdo desacuerdo de acuerdo acuerdo
a.  En general, el Refugio Nacional de Vida Silvestre
(National Wildlife Refuge) hace una buena labor de
A . . 1 2 3 4 5 N/A
conservaeion de peces, vida silvestre, plantas y sus
habitats.
b. Fl Refugio Nacional de Vida Silvestre proporciona
suficiente presencia para hacer valer laley v 1 2 3 4 5 N/A
minimizar el erimen.
¢. Loz caminos / estacionamientos dentro de este
Refugio Nacional de Vida Silvestre estin bien 1 2 3 4 5 NA
mantenidos,
d. Es facil para mi presentar una solicitud o queja
sobre este Refugio Nacional de Vida Silvestre. 1 2 3 4 3 N/A
15. Durante la visita de hoy a este Refugio Nacional de Vida Silvestre, jcufles de los siguientes servicios utilizé? Sirvase marcar todas.
las alternativas que corresponda. .
Recotrido en coche __ Educacién del medio ambiente ~ Areade caza ~ Centro para visitantes
~ Ruta ciclista ~ Areade pesca _ Fotografia ~ Observacién de la vida silvestre
__ Botadero delanchas  _ Recorrido con guia/ ruta __ Arecapara comidas __ Otro (por favor especifique)
Canoa / kayak interpretativa campestres
__ Rutapara excursiones __ Instalaciones sanitarias

16. Para cada afirmacidn, califique qué tan adecuado es el Refugio Nacional de Vida Silvestre en proporcionarle la oportunidad de hacer lo que

desea. La "adecuacién” incluye 1a accesibilidad para las personas con discapacidad o consideraciones especiales. Sirvase marcar una alternativa

con un cireulo. Marque un circulo en "N/A" (no aplicable) si no tiene bases para juzgar.

ni de acuerdo

Este refugio proporciona la oportunidad  adecuada muy en en ni en muy de
para: desacuerdo desacuerdo desacuerdo de acuerdo acuerdo

a.  Observar v/ o fotografiar peces, vida silvestre,

plantas v sus hibitats. 1 2 3 4 5
b. Obtener informacién til sobre peces, vida silvestre,

plantas y sus habitats (v.gr. folletos, platicas sobre 1 2 3 4 5

la naturaleza, exhibiciones)
c. Utilizar los senderos. 1 2 3 4 5
d. Cazar o pescar. 1 2 3 4 5

N/A

N/A

NiA
N/A

17. ;Necesité asistencia especial o ayuda para movilidad (v.gr. silla de ruedas, rampas, interprete de idioma a sefias) para tener acceso a cualquier

parte del Refugio Nacional de Vida Silvestre? _ 81 _ No

18. Si usted o algin miembro de su grupo pagé una cuota o utilizo un pase para entrar a este Refugio Nacional de Vida Silvestre, ;qué tan apropiada

fue la tarifa en su opinién? Sirvase marcar una alternativa.
demasiado baja __ muy baja ___ 1nis o menos correcta _ muy alta __ demasiado alta

Encuesta sobre satisfaccian de visitantes del Servicio de Pescay Vida Silvestre (FWS)
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19.

20,

21.

22.

23.

24,

25.

26.

27.

28.

29,

30.

El valor de las oportunidades y servicios recreativos con los que tuve experiencia fueron cuando menos iguales a la cuota que pagué. Sirvase
marcar una alternativa con un circulo. Marque un circulo en "N/A" {no aplicable) si no tiene bases para juzgar.
i de acuerdo

muy en ni en
do en desacuerdo desacuerdo de acuerdo muy de acuerdo
1 2 3 4 5 N/A

;Tiene planes de visitar este Refugio Nacional de Vida Silvestre o alguna otra unidad del Sistema de Refugios Nacionales de Vida Silvestre
dentro de los préximos 2 afios? Sirvase marcar una alternativa.
51, es probable - No, es poco probable - No sé

Considerando mis experiencias en general con este Refugio Nacional de Vida Silvestre, estoy satisfecho con la calidad de 1a experiencia
recreativa / educativa. Sirvase marcar una alternativa con un circule. Marque un cireulo en "N/A" (no aplicable) si no tiene bases para juzgar.
ni de acuerdo

muy en ni en
desacuerdo en desacuerdo desacuerdo de acuerdo muy de acuerdo
1 2 3 4 5 N/A

;Cual es su eddigo postal?

;Cuil es su edad? Sirvase marea una alternativa.
18-21 _ 2230 _ 3140 _ 4150 __ 5160 ___ 6170 __ 71 omayor

:Cudl es el nivel mas alto de estudios formales que terming? Sirvase marca una alternativa.
Menos que bachillerato ~ Algln grado universitario o asociado ~ Postgrado
Bachiller _ Graduado universitario

;Es hispano(a) o latino(a)? __ Si__ No

;Cual considera que ¢s su raza? Sirvase marcar todas las alternativas que corresponda.

Indio Americanoc / Nativo de Alaska _ Negra/Afro Americana ___ Blanea
Asiatica ~ Nativo de Hawai / Islefio del Pacifico

;Cual es su género? _ Masculino _ Femenino

;Es ciudadano de los Estados Unidos? ___ 81 _ No

;Cual es el idioma principal que habla en su casa? Sirvase marca una alternativa.
~ Inglés _ Espaiiol __ Chino ~ Taponés ~ Francés  Aleman  Otro (por favor especifique)

;Hay algo mas que le gustaria decirnos sobre su(s) experiencia(s) en este Refugio Nacional de Vida Silvestre?

31. Aproximadamente, ;a qué hora del dia termind esta encuesta? Sirvase marca una alternativa.
_9AM  __ 10AM 11 AM __ Mediodia ___ 1PM _2PM _ 3PM _4PM _ 5PM
Encuesta scbre satisfaccion de visitantes del Servicio de Pescay Vida Silvestre (FWS) 3



CELEBRANDO UN

IGLO #

CONSERVACION

Declaracién de la LEY DE PRIVACIDAD y la LEY DE REDUCCION DE PAPELEO:

La ley 16 UL.8.C. 1°-7 autoriza la recoleccién de esta informacién. El Servicio de Pesca v Vida Silvestre de los EU (U8, Fish and
Wildlife Service) utilizara esta informacién para servir mejor al priblico. La respuesta es voluntaria. No se tomara ninguna accién en
su contra por rehusarse a proporcionar la informacién solicitada. Los datos permanentes seran anénimos. Por favor no ponga su
nombre o el de cualquier miembro de su grupo en el cuestionario. Una agencia ne conducir o patrocinari una recoleccion de
informacién, ni a ninguna persona se le requiere que responda, a menos que muestre un nimero de control OMB actualmente valido.

Se estima que la carga al piblico por reportar este formulario es de 10 minutos en promedio, incluyendo el tiempo para las
instrucciones y devolver la encuesta. Envie los comentarios relacionados con el estimado de la carga o con cualquier aspecto de este
formulario al Department of the Interior, U.S. Fish & Wildlife Service, Planning & Evaluation, Customer Service Information
Collection Coordinator, 184¢ C St. NW, MS 3012, Washington, DC 20240, Teléfono No. (202) 208-4564.

Gracias por lenar esta encuesta.

@ DOBLESE AQUI Q

Encuesta preliminar sobre satisfaccish de visitantes del Sanicio de Peseca v Vida Sivestre (FWS) 4



Appendix H

Refuge Log Sheet



Record of Survey Contacts

Instructions for Refuge Surveyors: Please take this form with you and fill it out on each day you attempt to
distribute the FWS National Wildlife Refuges Visitor Satisfaction Survey. Indicate the contact number in the first
box on the form, starting with “1" for the first individual or member of a group you contact and counting on until
your survey period is over. Write the survey number that is printed at the top of the survey in the second column.
Approach only adults (18 or over) to complete the survey.

Refuge Name:

Survey Location (e.g., visitor center, parking lot):
Survey Day/Starting and Ending Times:
Surveyor Name/Contact Info.:

Accept Survey
Con- Individual Survey? Language? If did not accept, state reason if known -
tact Survey @) or Y=Yes E= English for example, doesn’t speak S or E; no time;
# # Group (G)? N=No S = Spanish doesn’t answer surveys




Con-
tact

Survey

Individual
D or
Group (G)?

Accept
Survey?
Y=Yes
N=No

Survey
Language?
E= English
S = Spanish

If did not accept, state reason if known -
for example, doesn’t speak S or E; no time;
doesn’t answer surveys




Appendix |

List of Refuges



61 FWS Refuges w/Visitor Centers, Environmental Education and Visitation < 75,000

Reg Refuge/State/Visitation Reg Refuge/State/Visitation

3 [Upper Mississippi River NWFR/IL,JA,MN,WI 3,563,274 |[(2 Laguna Atascosa NWR / TX /221,990

4  |PeaIsland NWR/NC / 2,460,022 5 Monomoy NWR / MA /200,954

2 [Wichita Mountains NWR/ OK / 1,408,994 6 Quivera NWR / KS /189,855

5 |Chincoteague NWR/ VA,MD / 1,289,025 3 Muscatatuck NWR /IN / 185,873

3 [Crab Orchard NWR /1L /954,019 6 National Bison Range/ MT / 185,000

4  |Merritt Island NWR / FL / 888,454 5 Eastern Shore of Virginia NWR/VA/ 184,662

6  [National Elk Refuge/ WY / 881,361 5 Patuxent Research Refuge / MD /179,611

4  |J.N. Ding Darling NWR/ FL / 678,598 1 Tule Lake NWR / CA / 174,040

4 [Wheeler NWR/ AL / 662,719 2 Santa Ana NWR / TX / 173,798

3 |DeSoto NWR/IA, NE / 649,602 4 Mattamuskeet NWR / NC / 164,000

5 |Great Meadows NWR /MA /511,481 5 Montezuma NWR /NY / 159,030

5  [Chesapeake Marshlands NWRC/ MDY/ 488,329 5 Bombay NWR / DE / 148,558

7 |[Kenai NWR / AK /406,840 4 Cape Romain NWR / SC/ 145,500

1 ‘I‘)(%n, 2Fz)(zgwards San Francisco Bay NWR/ CA / ) Imperial NWR / AZ, CA / 144,278

1 [Kilauea Point NWR/HI / 385,000 4 Santee NWR / SC / 142,000

5 [Rhode Island NWRC/ RI/ 384,000 2 Bosque del Apache NWR /NM /136,938

3 |Horicon NWR /WI /373,421 3 Squaw Creek NWR / MO / 134,245

4  |Okefenokee NWR / FL, GA /327,071 6 Fort Niobrara NWR / 131,000

4  |Reelfoot NWR/KY, TN /314,189 3 Whittlesey Creek NWR / W1/ 125,300

4 Arthur R. Marshall Loxahatchee NWR / FL ) Hagerman NWR / TX / 122,778
300,480

4  [South Arkansas Refuges Complex/AR/299,075 4 Tensas River NWR / LA / 108,950

4  |St. Marks NWR / FL /250,061 4 Hobe Sound NWR / FL / 108,493

5 |Edwin B. Forsythe NWR / NJ /250,000 4 Cross Creeks NWR / TN / 105,369

5 |Parker River NWR / MA /246,337 2 Cibola NWR/ AZ, CA/ 179,000

3 [Neal Smith NWR /1A /245,000 1 McNary NWR/ WA /104,500

3 |Minnesota Valley NWR / MN /226,733 1 Nisqually NWR / WA /103,855

6 |Charles M. Russell NWR / MT /225,000 7 Alaska Maritime NWR/ AK / 103,600

6 |Kirwin NWR /KS /99,300 1 Deer Flat NWR /ID / 89,225

5 |John Heinz @ Tinicum NWR / PA /98,235 3 Sherburne NWR / MN / 88,205

4  |National Key Deer WR / FL / 93,440 3 Mingo NWR /MO / 81,720

1

Sacramento NWR / CA /91,491




