GGAS

LogicaCMG, as the IT Services provider for the GGAS Registry undertook a survey of Registry users in
July 2005. The Survey asked for information about usage patterns and user-friendliness of the Registry and
helpdesk. The Survey was conducted in an anonymous manner, and no specific response from a single
user was identified to the Scheme Administrator. Overall, the response was very positive. The following is

a summary of the key findings.

[ | Most respondents agreed that the helpdesk was accessible and effective in providing prompt

resolution to their enquiries.

u Most respondents agreed that the Registry was available during business hours and the
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performance of the Registry met their business needs.

[ | Most respondents found the Registry easy to use and provides the functions required for them to

participate in the Scheme.

The key responses are summarised in the following charts.

General Registry Feedback
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Feedback on Problem Management
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@ The helpdesk can be accessed promptly by phone during operational hours (8:30am - 5:30pm, M-F),

m The helpdesk can be accessed efficiently by e-mail.

O The helpdesk staff are friendly and courteous.

0'The helpdesk staff are experienced and competent.

@ The response to my query is prompt given the nature of my query.

| The resolution to my query is prompt given the nature of my query.

0 The helpdesk staff understand my query and its implications for my business.

O The helpdesk manages problems well and keeps me informed of progress on my query.
m Most of my queries are resolved at the first point of contact with the helpdesk.

@ The nature of my queries requires that they be resolved at the first point of contact.

m My business would be negatively impacted if my queries were not resolved at the first point of contact.

Feedback on Registry Performance
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Feedback on Registry Usability
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@ The Registry allows me to register certificates in a time-frame consistent with by business needs.

B The Registry allows me to transfer certificates in a time-frame consistent with by business needs.

0 The Registry allows me to surrender certificates in a time-fame consistent with by business needs.

@ The Registry s easy to use.

B The Registry can be used without any formal training.

O The help screens are informative and useful.

In addition, respondents were given the opportunity to provide other comments and general feedback on
the Registry. The Scheme Administrator has considered this feedback and action is being taken to address
the items raised. In addition, some “how to” information is currently being prepared and will be made

available on the Registry in due course.

The Registry Customer Satisfaction Survey is an annual undertaking and all users of the Registry are

encouraged to participate in the 2006 Survey, scheduled for mid-year.
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