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UN- ECE Tl MBER SECTI ON USER SURVEY REPCRT
1. I NTRODUCTI ON

New advances in information technology and the globalization of trade and
busi ness have set new standards for information providers. This trend has
affected the forest sector as well, forcing conpanies and international bodies
to adjust to the changi ng needs of information users. Wth the rapidly increasing
use of internet electronic conmmunication and electronic distribution of
information by the world wi de web, UN- ECE Tinber Section faces changes in its
envi ronnent, and noreover, the changes in its users’ needs for information and
its delivery.

Therefore a user survey is needed in order to understand the needs of both the
current and potential, future readers and users of Tinber Conmttee publications,
products and services and to better respond to those needs in a tinmely manner

This study was made possible thanks to contributions of the Mnistry of
Agriculture and Forestry in Finland in cooperation with METLA (Finnish Forest
Research Institute) and the University of Hel sinki Forest Econom cs Departnent.
The secretariat and the researcher are both grateful for both in-kind expertise
and financial contributions which enabled this study to be undertaken

2. PURPCSE AND | MPLEMENTATI ON OF THE STUDY

2.1. Purpose of the study

The purpose of this study, which was initiated in 1997, is to evaluate UN- ECE
Ti mber Section users’ attitudes toward its products and services and to obtain
know edge of what Kkinds of products and services they consider the Tinber Section

shoul d provi de.

Regarding the purpose of the study, the user survey intends to provide
i nformati on on the follow ng topics:

- what kind of forestry-related information users generally use in their
wor k

- what information sources are used and what is their relative inportance
to the users
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- how often are Ti mber Section publications and services used and for what
pur poses

- what is the imge of Tinber Section anpbng its users
- what is users’ current and future reaction to the internet
- what delivery methods do users prefer for the publications and services

- what are users’ opinions toward the content, graphics and style of the
publ i cati ons and services

- what inprovements woul d users like to have
- how do users react to a potential change in pricing policy

Sone additional questions focused on the "Forest products annual nmarket review',
whi ch consunmes the nost secretariat tinme and resources.

2.2. Inplementation of the study
There are 3 phases to the survey: prelimnary, current users and potential users.

PHASE | —THE PRELI M NARY QUESTI ONNAI RE

It was decided to conduct some prelimnary research to identify and to obtain
nore informati on about relevant issues. This was achieved by a prelimnary mai

gquestionnaire, which was sent to a select group of 12 people chosen by the
secretariat. It consisted of open-ended questions, thus |eaving plenty of freedom
for respondents’ individual opinions and comments. The purpose of the pre-
guestionnaire was to test existing hypotheses of the study and seek unreveal ed
i ssues of interest and inportance within the frane of objectives of the study.

The letters were sent from Helsinki in January 1998 and the total nunber of
responses was 10. The results were analysed by collecting and listing the
opi ni ons and comrents under their respective categories so that a collective view
coul d be drawn.

Al t hough the pre-questionnaire was conducted with a small group of people, its
results gave useful background information for the planning and design of the
mai n questionnaire. The target group turned out to be well-selected, as al nost
all responded, positively welcom ng the survey and agreeing with the need for
a study on Tinber Section’s users. The open comrents of the select group pointed
out the focus points of the main questionnaire.
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PHASE || —THE CURRENT USER QUESTI ONNAI RE

During the design of the second (actual) questionnaire the valuabl e advice of
Metl a's researchers and related literature (Barsky, 1995; Holl oway and Pl ant,
1991) helped in avoiding nost comon pitfalls that could have endangered the
validity and reliability of the survey. Once the initial draft was ready, it was
pre-tested among people working with the forest industry, research, academ c and
rel ated sectors.

Approximately 1000 |etters were sent to respondents in 70 countries. Al included
a self-addressed, pre-paid return envelope for the questionnaire. For sone
countries that do not have a reciprocal agreenent with Switzerland, the
respondents were asked to put their own postage on the envel ope. The possibility
of receiving the questionnaire by e-nmail was also offered. Two rem nder letters
foll owed to those not having answered with an interval time of 5 weeks fromthe
previous letter. 304 letters were returned. 17 turned out to be duplicates
reduci ng the final nunber of responses to 287. After the biased responses were
sorted out the remai ning nunber of acceptable responses was 225, which were
anal yzed by using SPSS, a statistical analysis program The 225 questionnaires
produced 37,125 val ues which were typed into SPSS. Then SPSS was progranmed to
cal cul ate the neans to each question in order to find out the overall breakdown
of opinions toward each statement and question. Finally, SPSS conducted cross-
tabul ati ons using different variables.

PHASE 111 —SEE SECTI ON 6
3. FRAMEWORK OF THE STUDY

Custoners are segnmented by the follow ng background variables: geographical
| ocation; field of work; access to and prior use of internet and electronic
conmuni cati on; paying or non-paying customer. The image of Tinber Section is
eval uated by using statenments on following issues: reliability of Tinber Section;
compet ence of Tinmber Section personnel; availability of products and services;
conpetitiveness of products and services; custoner-satisfaction |evel of products
and services. The use of products and services is evaluated through foll ow ng:
general use of forestry-related information by category and frequency;
i nformati on sources by relative inportance; use of individual Tinber Section
publications and services by frequency; use of internet and Tinber Conmttee
website; purpose of use (in terns of general information, reference materi al

i nput data, teaching, strategic; planning, short-term operational decisions,
etc.). Expectations are measured by respondents’ opinions to alternative
i mprovenent options, and how they relate to the use of internet as a means of
distributing information. Furthernmore 4 different delivery nethods are introduced
to the respondents to assess their expectations for future channels of delivery.
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As the final component of the framework, custoner satisfactions is neasured as
foll ows: respondents’ opinion toward characteristics of the publications and
servi ces; perceived value of information conpared to price; perceived useful ness
of the Tinber Cormittee website; respondents opinions toward i mage and service
of Tinmber Conmittee and its secretariat.

The overall satisfaction is evaluated as a function of the previous conponents
presented in the framework of this study. Thus, the hypothesis of causality is
assunmed to have an effect through the structure of the framework. At a nore
specific level, the enmphasis is on the "Forest products annual market review

4. RESULTS OF THE STUDY

The results are presented in a descriptive table format, by the use of
percent ages, unless otherwi se stated. Simlar table |ayouts are used as in the
origi nal questionnaire. The tables show the breakdown of all responses, w thout
any wei ghting by background or any other variables. However, if the results of
the cross-tabulation or other analysis show any differenting results to the
general breakdown, these are described below the table in the follow ng
paragraph. Furthernore, if the respondents’ free comments add any significant
information to the topic, they will also be presented.

4.1. Background information

On the last page of the questionnaire respondents were kindly asked to give their
contact information, nature of work, place of work and e-mail address. These are
not only used to update mailing lists, but they provide inportant background
vari abl es for user segmentation. O her background variables used in this study
are internet accessibility and nature of subscription (non-paying/paying
custoner). The following tables illustrate information on background vari abl es
collected fromthe 225 responses.

Table 4.1.1. Division of responses by country

Regi on Frequency Percent (rounded)
East ern Eur ope 54 24
West ern Europe 102 45
Nordi ¢ Countri es* 22 10
North America 16 7
Africa 12 5
Asi a* 19 8
Tot al 225 100

* The Nordic countries include Norway, Sweden and Finland. The Asian group
consi sts of China, South-East Asia, Japan, New Zeal and and Australi a.



TI M EFC/ WP. 2/ 1999/ 5/ Add.

page 6

Table 4.1.2 Division of

1

responses by occupation

Cccupation Frequency Percent (rounded)
Private Sector?* 36 16
Academ c* 33 15
Resear ch* 40 18
Gover nment 52 23
Associ ation 27 12
O her 37 16
Tot al 225 100
* The private sector includes consulting conpanies, forest industry

compani es,

i ndependent consultants and people working in the nedia and

journalism Acadenm c people work at a university and researchers at a

research facility such as the Finnish Forest

Table 4.1.3. Division of
nature of subscription (paying or

responses

by e- i

Research Institute in Finland.

and internet accessibility and
non- payi ng customer)

Vari abl e YES NO M ssi ng cases
E- Mai | 164 61 0
I nt er net 174 48 3
Subscription 30 (paying) 164 (non-payi ng) 31
To el aborate further on the use of internet, of those 48 who currently do not

have access to internet 34 think they wll

Table 4.1.4. Cross-tabu

ation of

have access in 1999.

responses by regi on and occupati on

Private | Academic | Research | Government | Association | O her

sector
East ern Europe 1 8 16 20 3 6
West ern Europe 23 20 11 17 11 20
Nor di c 5 1 3 3 8 2
North Anmerica 5 2 1 4 1 3
Africa 0 1 2 5 2 2
Asi a 2 1 7 3 2 4
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4.2. Tinmber Section | mage

The image of the Tinber Section is analyzed through a set of argunents that are
based on hypot heses derived fromthe pre-questionnaire and general image-related
argunments. Sonme of the arguments are in negative formin order to verify the
validity of the responses.

Table 4.2.1. Tinber Section (TS) Image (from question 5)

Ar gunent Strongly | Mldly Neut r al Mlidly Strongly | M ssing
di sagree | disagree di sagree | agree cases
(% (% (% (% (%

TS anal ysis and 1 0,5 18 40 36 8

research results are

reliable

TS personnel are 0 0,5 22 29 44 9

conpetent and wel | -

i nf or med

TS is known as a 1 1 13 32 49 8

reliabl e provider of
information

TS is hard to contact 18 21 42 8 5 12
for further
informati on and advice

TS's publications and 1 11 23 34 27 8
ot her services are
easy to get

TS is concentrating on 1,5 3 22 47 21 14
rel evant isues of
current interest

TS should informthe 2 4 37 28 25 11
mar kets nore
effectively. ..

TS is a conpetitive 0,5 2 25 43 25 9
source of information

TS publications are 8 24 32 25 6 9
t oo ol d-fashi oned

TS current products 0 4 31 49 12 10
and services satisfy
custoners' needs

Interpretation of results: In general the Tinber Conmitte and its secretariat
enjoy a high reputation. The argunments with strongest val ues prove that expertise
of the personnel and Tinber Section’s reliability as an information provider are
appreciated by the users. On the other hand users demand npre assets into
mar keting functions, as only 6% di sagree with the statenment that Tinber Conmmittee
should inform the markets nore effectively about their services. The core
product, that is the analytical work, has a good image.
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Analysis by background variables: Wen examining the results by background
vari abl es the outcone | ooks simlar. Respondents working in the private sector
are a little nore critical than public sector. On the other hand eastern European
respondents think nore highly of Tinber Conmttee than other country groups. Only
hal f of the African respondents agree that Tinmber Conmittee s publications and
ot her services are easy to get. Then again the |ow nunber of responses from
Africa may not be a reliable sanmple. In the analysis it was al so tested whet her
subscri bers and those recei ving publications for free (paying versus non-paying
custoners) showed different opinions toward the image of the Tinber Section. The
results show no clear differences.

Additional comrents: In the free conments space of the questionnaire respondents
hi ghly regarded the effectiveness of Tinber Section personnel, when conparing
t he nunber of people with the information produced annual ly. However, nmany hoped
that instead of expanding their scope of work, the Tinber Section should rather
allocate its scarce resources into relevant topics of interest.

4.3. Use of Products and Services

4.3.1. Use of forestry information

This information proves its inmportance when planning future progranmes and
projects in the Tinber Section and determning their inportance and need for
updati ng.

Table 4.3.1.1. Frequency of use of forest and forest products information from
all sources (from question 1)

I nformation Category Not at Yearly Mont hl y Weekl y Dai ly M ssi ng
al | basi s basi s basi s basi s cases
(% (% (% (% (%

Forest products supply 2 43 37 11 7 1

and demand

Forest products prices 7 35 37 13 6 4

Forest products trade 4 39 38 13 5 3

Forest resources 3 47 28 14 5 7

For est technol ogy 24 32 23 10 5 11

Pul p & paper industry 22 38 22 8 3 19

Wood i ndustry 8 38 31 14 6 8

Envi ronnental issues 6 32 34 13 13 5

Forecasts for future 4 53 30 10 2 3

trends

Forest policy and 7 40 30 10 11 5

politics

General forest 3 46 32 10 6 6

statistics
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Interpretation of results: In the questionnaire respondents were given the
possibility to nane other information categories as well, but only a few were
added. This nmeans that the tabl e above covers nost of the information needed by
the users. Except for the slight deviation of forest technology and pul p and
paper industry all categories are used on a regul ar basis. One of the hypotheses
derived fromthe results of the pre-questionnaire was that information updates
are needed on a nore frequent basis these results support that theory.

Anal ysis by background vari ables: Conpared to the overall results, the private
sector uses information on forest products trade and forest technol ogy, nore
often i.e. on a nonthly basis. Researchers, governnments and associations rarely
use forest technology information. The use of information on the pulp & paper
i ndustry anmong researchers and governnments is also | ess than

4.3.2. Information sources and their inportance

Knowl edge of different information sources used by respondents and their relative
i nportance give an insight of Tinber Section’s role as an information provider
and how it is rated conpared to other sources. By knowi ng what sources users nost
commonly use the Tinber Section can concentrate where they have conparative
advant ages.

Table 4.3.2.1. Information sources and their inportance (from question 2)

I nformation Source Not Sonmewhat | npor t ant Very M ssi ng

i nport ant i nport ant i nport ant cases
(% (% (% (%

Governnental forestry 2 17 37 40 10

institutions

Forestry journals 2 16 55 24 7

Forestry/agricul tural 4 22 37 30 15

mnistry

FAQ ot her 1 15 44 37 6

i nternational

Consul ti ng conpani es 19 47 20 7 18

Forestry compani es 10 36 30 16 16

I nt ernet 10 24 41 17 19

UN ECE Ti nber Section 0 15 48 33 10

Forest industry 9 29 37 19 12

associ ati ons

Envi ronnent al 10 40 34 10 12

or gani sati ons
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Interpretation of results: As the results fromthe pre-questionnaire suggested,
public sector is considered nore inportant as an information provider than
private sector. The fact that governnental forestry institutions are rated nost
i mportant gives indirect credit to Tinber Section as well, due to the
considerable role of governnent institutions as data sources for the Tinber
Section. One nust renenber however, that this survey does not anal yse whether
pricing policy, availability or size of organisation affect the results. A
surprise was that people having access to the internet do not differ in their
opinions to the internet conpared to those not having access. On a general |eve

it is good that the Tinber Section has of divere sources of information.To update
information nore frequently, online internet sources and connections to
publ i shers of nmonthly journals could be useful

Anal ysis by background variables: Unlike the general results, exam ning forest
i nformati on sources by regions respondants’ and occupations have different
out comes. Eastern Europe think that government forestry institutions are |ess
i nportant. On the other hand, eastern Europeans think very highly of Tinber
Section as an information source: 98,1% rated it to be inportant or very
i mportant. Nordic responses show opposite reactions, and consi der governmenta
institutions nore inportant than average and al so give nore credit to consulting
conpanies and forestry conmpanies. Regarding results by occupations, the only
difference is that private sector considers government and FAQ ECE sources as
| ess inmportant than average.

4.3.3. Use of Timber Section Publications and Services

In order to inmprove its products, the Tinber Section needs to know the frequency
and reasons its products are used.
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Table 4.3.3. 1.
guestion 3)

Use of Tinber Section publications and services (from

Publ i cat i on/ Product Not at Year |y Mont hl'y Weekl y Dai |l y M ssi ng
al | basi s basi s basi s basi s cases
(% (% (% (% (%

Ti mber Bulletin: 12 50 33 4 0,5 2

Forest Products Prices

Ti mber Bulletin: 7 44 41 4 3 2

Forest Products

Statistics

Ti mber Bulletin: 10 62 24 1 1 4

Annual Mar ket Revi ew

Ti mber Bulletin: 53 29 10 1 0,5 13

Forest Fire Statistics

Ti mber Bulletin: Trade 20 44 26 4 1 14

Fl ow Dat a

Ti mber Bulletin: 11 56 27 2 0,5 8

Markets in 97 and

Prospects for 98

Geneva Ti nber and 23 43 26 1 0 15

Forestry Study Papers

Geneva Ti nber and 24 42 25 0,5 1 17

Forest Di scussion

Paper s

UN ECE Ti nber 36 16 32 8 0 16

Comrittee website

TI MBER dat abase 57 10 13 2 1 37

Interpretation of results: Al though respondents’ average use remains on a yearly
basi s, corresponding to annual publication, the percentages show that roughly
25% rely on Tinber Section information on a nmonthly basis as well, justifying
again the need for nore frequent updates. As the distribution of the listed
publicati ons anbng respondents is not equal, the above results can only be
interpreted superficially. Tinber Section should eval uate however, whether the
use of the forest fire statistics correspond with the tine and effort it
requires. When the use of Tinber Conmittee website is analysed by only those
having internet access the presentages rise in its favour. This supports its
usef ul ness and encourages the further devel opnent and expansi on of the website.
The | ow use of the TIMBER dat abase can be explained by its unavailability to nost
users.

Anal ysis by background variables: Evaluating the results by background vari abl es
show that Nordi ¢ respondents use the publications and products on a nore frequent
basi s than average. 45% of North American respondents use the ”"Forest products
annual market review on a nonthly basis and 30% nore, on a yearly
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basis. They also take nost advantage of the website, a fact explained by the
internet culture in North Arerica. Categorising the use of Tinber Section website
by occupati on shows that respondents working in the academi c sector use it nost
frequently; 54%use it on a nonthly basis.

4.3.4. Purpose of use

Table 4.3.4.1. Purpose of using Tinmber Section products (from question 4)

PURPCSE YES NO M SSI NG CASES
(9 (%

to get general information on 94 5 1
forestry-related issues

as reference material for own 84 15 1
reports and publications

as input data for further 69 31 1
anal ysi s

for teaching purposes 28 72 1

in strategic planning and 47 52 1

deci si on maki ng

in maki ng short-term 25 75 1
oper ational decisions

Interpretation of results: The relative weights of purposes for Tinber Section
publications and informati on services are evident and should be reflected in the
al l ocation of resources and by the Tinber Section

Anal ysis by background variables: 70% of eastern European respondents use the
information for strategic planning and decision making. Contrary to that,
Scandi navi ans hardly use Tinber Section information either for strategic planning
or decision meking or making short-term operational decisions. A natural
exception to the average results cones from respondents working in the acadenic
sector, as 75% responded “yes” to whether they use Tinber Section information
for teaching purposes. Government people use information considerably nore for
deci si on nmaki ng than ot her groups, again an understandabl e deviation related to
their nature of work.

4.3.5. Use of internet and Tinber Comrittee website

According to the results, 77% of respondents have access to the internet. O
those 48 people who do not currently have an internet connection, 34 will have
access within a year and 46 within three years. The respondents expecting to
remai n wi thout access reside in Africa and Asia.
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42% of eastern European respondents do not yet have internet. 17% western Europe,
25% Africa and 21% Asia. Nordic countrys and North American respondents all to
have access.

When eval uating sanme results by occupation, the nost accessible group is private
sector (only 11% wi t hout access). Researchers have the | east internet connections
(25% wi t hout access).

Approxi mately half (112) of the respondents have visited Tinmber Commttee website
of whom all but 9 people thought it was useful. The nobst criticismcomes from
the Nordic countries and North America, nmainly because they have the w dest
experi ence and the highest standards.

4.4. Custoner expectations
4.4.1. Raction to alternative inprovenent options

As the Section seeks to inprove its publications, respondents were asked to give
their opinion to different possibilities. They could al so name other inprovenent
options apart fromthe ones presented in the table. The percentages show how many
of the total nunber of respondents agreed with the respective inprovenent
possibility.

Table 4.4.1.1 Reaction to alternative inprovenment options (from question 15)

PUBLI CATI ON PRODUCTS More data Less data Mor e Sane data
gr aphi cs electronically

(% (% (% (%

Ti mber Bulletin: Forest Products 20 1 16 9

Prices

Ti mber Bulletin: Forest Products 20 2 21 11

Statistics

Ti mber Bulletin: Annual Market 19 1 14 7

Revi ew

Timber Bulletin: Forest Fire 12 1 10 5

Statistics

Ti mber Bulletin: Trade Fl ow Data 14 2 18 9

Timber Bulletin: Markets in 97 11 1 12 7

and Prospects for 98

Geneva Tinber and Forestry Study 8 1 9 4

Paper s

Geneva Ti nber and Forest 7 1 9 4

Di scussi on Papers

Ti nber Committee website 5 0 7 4

TI MBER dat abase 4 0 4 2
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Interpretation of results: The response rate to this question could have suffered
due to its open-endi ng nature, but al so because respondents nay be sceptical to
any extension of the information variety. Two conclusions can be drawn: nore
data and nore graphics are nost desired, mainly for the publications of the
Ti mber Bul |l etin.

Anal ysis by background variables: Analysing the results by region indicates that
nostly east European and Asian respondents desire nore data, whereas Nordic, west
Eur opean and North American respondents choose nore graphics. Nordic people are
al so nost keen on receiving the same data el ectronically.

Additional comrents: In the free comments space many Asian repondents requested
that Asian tinber statistics be also included in the publications. Some argued
that the rising economes of the region and the growi ng inportance of Asian
forest sector justifies the demand.

4.4.2. Reaction to internet as a neans of distributing information

In the questionnaire, respondents were asked how they reacted to the statenent
that information in electronic format should eventually replace information in
paper format (Question 10). This argunent divides the respondents mpst strongly;
hal f agree, the other half disagrees. Only a mnor part remains neutral. In
contradiction to the hypotheses of this study, those using internet disagree nore
with the above statenment. Therefore it seenms that paper as a neans of
distributing information has not cone to the end of its |life cycle but needs to
adapt a current new role of co-distributor along with electronic informtion
syst ens.

Question 11 introduces 3 statements further elaborating the role of internet as
an information provider.

Table 4.4.2.1. Reaction to internet as a neans of distributing information (from
question 11)

STATEMENT Strongly Mldly Neut r al Mldly Strongly
desagr ee di sagree agr ee agr ee

(% (% (% (% (%

Internet is an effective 3 5 5 31 51

tool for obtaining

information

A bi g advantage of 4 1 6 21 64

internet is that

informati on can be updated

It is easy to downl oad 6 10 16 34 28

text and inages and use

them f or own
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Interpretation of results: The results put nore weight on the argunent that
i nternet should become nore inportant in distributing information. The genera
opi ni on supports it without any significant differences between customer groups.
Again, the ability to perform quick updates and quick delivery becomes the
strongest advantage of the internet, on which the strategy of exploiting its
possibilities should be built.

Anal ysis by background variables: Wen analysing the results by country and
occupation variables, deviation fromthe average results anmong different country
groups but not anong different field groups. Eastern Europeans and North
Americans agree nostly with the above statenents, even though eastern Europeans
have the | owest internet usage rate. Nordic people and west Europeans take a nore
sceptical attitude. The above average scepticism of west FEuropeans and
positiveness of east Europeans could possibly be explained by the prior use of
internet so far and the early problens caused by insufficient hardware.

4.4.3. Reaction to alternative distribution channels

Table 4.4.3.1. Reaction to alternative distribution channels (from question 12)

PUBLI CATI ON Paper Di skette I nt er net I nt er net
publication dat abase

(% (% (% (%

Ti mber Bulletin: Forest 60 16 34 50

Products Prices

Ti mber Bulletin: Forest 60 17 36 46

products Statistics

Ti mber Bulletin: Annual 65 14 43 34

Mar ket Revi ew

Ti mber Bulletin: Forest 45 12 33 31

Fire Statistics

Tinmber Bulletin: Trade Fl ow 55 16 37 45

Dat a

Tinber Bulletin: Market in 64 15 45 33

1997 and Prospects for 98

Geneva Ti nber and Forest 64 12 37 25
St udy Papers

Geneva Ti nber and For est 63 13 39 25
Di scussi on Papers

Ceneva Ti nber and For est 68 13 35 28
Infornmation Series
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Interpretation of results: Paper is still a necessary and perhaps even primary
material for publications, except for forest fire statistics. The figures in the
tabl e show, however, that internet should be used to provide the same information
as well. An interesting aspect is that the "Forest products annual market revi ew
and "Forest products nmarkets in 1997 and propects for 1998” are relatively |less
preferred in electronic format than other Tinber Bulletin publications, when
conmpared with their frequency of use. Therefore the role of internet should be
determ ned nore on a statistical and informative |evel, focusing on databases
needi ng constant updating. Mreover, the internet best serves its customers when
providing up-to-date statistics on the forest sector (such as forest products
statistics, prices and trade flow data).

Anal ysis by background vari abl es: Although paper format is still preferred, 12%
of all respondents want to have only an electronic copy in the future. Eastern
Europeans are nore in favour of paper copies than others, whereas North Amreri cans
clearly prefer the electronic version. Nordic countries also follow the North
American trend, although in a mlder way. These two groups also reject the
di skette option conpletely. Among field groups the private sector is npst keen
on electronic version, the percentages rising to over 50% People working for

governments and academ c bodies still prefer paper format. Those havi ng access
to the internet do not differ in their opinions fromthe ones not having access.

4.4, Custoner satisfaction

Customer satisfaction reflects the perceived quality of Tinber Section
publications and products ampong the users. The image was already discussed in
a previous chapter, although it is the starting point of the total satisfaction
process. In this chapter, satisfaction is anal ysed through satisfaction toward
characteristics of the publications and products and satisfaction toward the

pricing policy.
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4.4.1. Attitudes toward characteristics of the publications and products

Table 4.4.1.1. Attitudes toward characteristics of the publications and
products (from question 14)

Cont ent G aphi cs Style
PUBLI CATI OV PRODUCT Sati sfied Not Statisfied Not Satisfied|  Not
satisfied satisfied satisfied

(% (% (% (% (% (9%
Ti nber Bul l etin: Forest 66 12 50 23 53 20
Products Prices
Ti mber Bulletin: Forest 71 6 50 22 56 17
Products Statistics
Ti mber Bulletin: Annual 72 8 57 18 59 16
Mar ket Revi ew
Ti mber Bulletin: Forest 48 7 41 11 43 9
Fire Statistics
Ti mber Bulletin: Trade 64 7 44 22 50 16
Fl ow Dat a
Tinmber Bulletin: nmarkets 69 6 50 20 56 13
in 97 and Prospects for 98
Geneva Ti nber and Forest 64 4 53 11 53 10
St udy Papers
Ceneva Ti mber and For est 63 4 50 12 50 11
Di scussi on Papers
UN ECE Ti nber Committee 40 9 36 10 37 9
website
TI MBER dat abase 28 4 24 7 25 6

Interpretation of results: In the analysis of this table the focus is not the
figure reflecting satisfaction, but on the one reflecting disatisfaction because
i nprovenents should be derived fromthe criticisns.

Anal ysis by background variables: On the country level, 30% of Nordic respondents
showed disatisfaction with the contents of "Forest products statistics". Oher
differences fromthe average occur in opinions toward the website, with which
50% of North American respondents were not satisfied. Regarding the graphics,
the percentages vary significantly between country groups. To sumarize the
di vergences, western Europe, Nordic Countries and North

America form the clear majority of wunsatisfiedopinions toward the graphics,
whereas others are 65 to 75% sati sfied. Opinions concerning the style indicate
same trends as with the graphics. No clear differences can be drawn by field of
wor k.

4.4.2. Reactions toward the pricing policy (from question 18)

Al t hough only 30 respondents are subscribers, 19 (66% think that they receive
good value for their noney. Fromthe 164 non-subscribers only 58 (33% announced
that they woul d consider the fee of US$100/year a good val ue, which means that
the majority would like their non-paying status to remain
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4.5. The "forest products annual market review

The "Forest products annual market review' is separately evaluated due to its
special nature. It is the nost tinme consum ng publication and therefore needed
to have nore attention than other publications of the Tinber Bulletin. Two
gquestions of the questionnaire focused on the "Review'. First the respondants
were asked to take an attitude to different statements, followed by the rating
of the "Review' contents.

Table 4.5.1. Statements related to the "Forest products annual market
review' (AMR), (from question 16)

STATEMENT ON AMR Strongly Mldly Neut r al Mldly |Strongly |Mssing
di sagree | disagree agree agree cases
(9 (9 (9 (9 (%

Provi des conprehensi ve anal ysis 1 3 21 47 29 48
on recent devel oprnents
The overvi ew of general economc 2 3 16 39 40 47
devel opnments i s necessary
The overvi ew of general economc 17 27 37 16 3 47
devel opnments is too |long and

detail ed

O her sources provide the same 13 32 46 6 2 50
information better

Shoul d i ncl ude devel opnents 1 5 17 36 41 47
outside the ECE region (e.g.
Asi a)
Too long (100 + pages in 1997) 19 17 42 18 4 51
Shoul d al ways have a speci al 2 5 23 39 32 50

chapter highlighting a current
mar ket issue

Shoul d al ways have a speci al 3 10 33 31 23 50
chapter featuring a country's
forest products markets

Shoul d provide nore detail ed 2 17 35 30 17 49
informati on on individual

mar ket s

Shoul d concentrate on anal ysis 9 19 33 29 11 50
of gl obal and regional trends,

wi thout full information on

gl obal markets

Shoul d aﬁpear faster, even 5 13 40 27 14 53
t hough this reduces the

conprehensive nature of the

anal ysi s

The information is useful and 2 2 7 43 46 47

reliable
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Interpretation of results: The results justify the special nature of the Annua
Mar ket Revi ew, although sone statenents contradi ct each other. Responses point
out that the scope of use anmong the respondents is wi de, due to the deviation
Therefore only a few general nessages can be drawn fromthe table:

- it provides conprehensive analysis and it is an inmportant, useful and
reliable information source

- the overvi ew of general econom c devel opnents is necessary

- it should include devel opments outside the ECE region

- it should be planned and produced in a way that doesn’'t prevent its
publishing on time, preferably faster than before

- it should contain special chapters on current issues and a feature
country.

Anal ysis by background variables: When analysing the results by background
variables, differences between regions are again stronger than between
occupations. Eastern Europeans prefer nmore informtion, whereas Nordic people
do not think that an overview of general econonic devel opnents is necessary.
Nordi cs, together with North Anericans, also agreed strongest with the statenent
that the "Review should appear faster, even though this reduces the
conprehensi ve nature of the analysis.

Table 4.5.2. Reaction to the contents of the "Forest products annual market
review' (from question 17)

News Producti on Tr ade Consunpti on
(supply)
Mor e 0.6 Less Mor e 0.6 Less Mor e 0.6 Less Mor e 0.6 Less

Roundwood 25 71 4 27 70 3 27 69 4 27 70 |3
Sawnwood 26 68 6 28 68 4 29 66 5 30 66 |4
Wood- based panel s 19 71 10 20 72 8 24 68 8 24 68 |8
Paper, Paperboard 14 69 16 9 75 16 13 69 18 14 71 15
Wodpul p, 15 72 13 13 75 12 15 72 13 17 72 |11
Pul pwood

Interpretation of results: the general trend is that the contents of the
"Revi ew' are meeting custoners’ demands. On a nore detailed |evel, only pul p-
and paper-related information is considered | ess inportant than others.

5. CONCLUSI ONS

On a general level, Tinmber Committee and Ti mber Section have a reputation of a
reliable information provider and the publications contents are considered
conpetitive and informative by their readers. The neetings and sem nars
organi sed by the Tinber Section are considered very effective for exchanging
information and the informati on coverage is appreciated. As a summary, the core
product is conpetitive. This nmeans that the information fulfills its needs of
qual ity and coverage.
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The special role of the Tinber Conmittee nakes the eval uati on conplicated. Mst
of the respondents receive publications for free, thus raising the probability
of being prepossessed to it. Therefore all the results should be analysed in a
way that focuses nore on the negative results.

The majority of the inprovenent needs are possible within the current services
of Tinmber Section. In other words, the gap between Tinber Section and its
readers is too wide. This gap must be shortened and conmuni cati on between the
two parties nust be intensified. This can be achieved by inproving custoner
records and "keeping in touch” with the readers. Regarding the publications,
readers expect better quality in graphics, |layout and style.

Ti mber Section should focus on its distribution and marketing of the
information. If an interactive website is developed, it nust be ensured that it
is flexible and allows users to access, aggregate and downl oad data easily and
qui ckly. Therefore its structure nust be sinple at |east in the beginning.

As alnmost all users have internet now, and the rest will have within three
years, the inprovenents to electronic distribution should begin inmediately.
This would include the transfer of distribution to nore electronic and
eventually | ess paper format. U timately only by request would information be
transmtted by paper, when all publications and databases are avail able at the
websi te.

Price policy should be reconsidered. The fact that price is also an effective
tool for neasuring custonmer satisfaction and the true |evel of demand for
publications justifies a policy of nom nal pricing. If the services provided by
the secretariat are of value, they should obey basic |laws of economics. O
course, certain exceptions could be made concerning free subscriptions to
certain reader groups.

6. NEXT STEPS
PHASE |111: POTENTI AL USER SURVEY
The study will also include a potential user survey in order to find potentia

user segments for the Tinmber Conmittee. Wth the suggestions from the pre-
gquestionnaire, the main questionnaire and METLA s information sources, the

author has a list of 180 potential users. These will be approached by e-mail or
post mail, giving a short tutorial of the activities and services of the Tinber
Section and contact information. The questionnaire will be added to the Ti nber

Commi ttee website and advertised through electronic listservers. The results
will be analysed in a simlar way as in this survey, mainly by country vari abl es
and forest sector. The survey of potential customers will be conpleted by the
end of My, 1999.



