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Web-based Customer 
Assessments 

Louisville District Pilot
Dr. Bonnie F. Bryson
RLAT Fall Meeting

Louisville, KY
15 October 2003

Louisville District

Background
Louisville District used an existing 
Huntington District BPA to initiate the first 
web-based assessments by the public – the 
customers who use our recreation areas

Virtual CEO, Inc. is a global strategic 
consulting and best practice research firm. 
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Background

Opportunity beyond the comment card to 
address the local service items outlined in 
paragraph 6.7 of the Recreation Facilities 
and Customer Services Standards

Background
Recreation Standards, Para. 6.7

Local service levels meeting customer needs shall be 
developed for: 

• Safety and security 
• Cleanliness of facilities
• Appearance and maintenance of grounds and 

facilities
• Available, friendly, knowledgeable and 

efficient staff
• Recreation Use Fee collection, e.g., method, 

type, cycle time, user friendliness
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Scope of Work

• Design and develop a LRL branded web-
based assessment system that includes an 
open URL supporting 24/7 access for 
selected recreation sites

• Likert scale assessments and open data 
fields to capture specific feedback

June 20, 2003

OMB approval received, 
and the site went live
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www.PleaseRate.us

Assessment Instrument
*Demographic Information*
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Assessment Instrument
*Customer Satisfaction*

Assessment Instrument
*Open-Ended Questions*
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Areas Assessed 
2003

Barren River Lake, KY - Quarry Road Beach
Caesar Creek Lake, OH - Visitor Center
Carr Creek Lake, KY - Littcarr Campground
Green River Lake, KY - Dam Area
Nolin Lake, KY -Tailwater Area
Newburgh L&D, IN - Day Use Area
Rough River Lake, KY - North Fork Area

Scope of Work
Marketing – Development and 
implementation of a method to 
market/publicize the assessment process:

•Laminated Color Signs
•Brochures & Distribution Racks
•Business Cards
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Scope of Work
• Survey database access by managers to 
monitor responses

http://www.pleaserate.us/admin/
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Scope of Work

• A database that will track demographics, 
performance scores, trend analysis, and 
comparisons

• LRL access to all raw data

Scope of Work

Monthly processing and reporting that 
includes:

• A monthly aggregated report of all 
lakes, with performance scores and 
frequency reports
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Scope of Work

Performance Period: May – October 2003

Total Cost for 2003:      $27.8K
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$27,8102003 Total

$3,745Mod for Marketing Materials

$24,075CUSTOMER SERVICE 
MEASUREMENT AND 

IMPROVEMENT PROCESS 
FOR THE LOUISVILLE 

DISTRICT

Plans for 2004

• Web-based survey of additional LRL 
recreation areas (budget permitting)

• Conduct parallel paper-based survey and 
compare results with web-based version 
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Demo Site

http://assessment.virtualceo.com/usaceparks/

This URL is for a demo site available to anyone who 
wants to experiment with how the site works, enter 
data, etc.

Please do NOT enter data in the main www.PleaseRate.us site


