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NCHRP Problem Statement Outline
I.
PROBLEM NUMBER

To be assigned by NCHRP staff.

II.
PROBLEM TITLE

Development of guidelines for conducting effective customer surveys related to highway maintenance operations.
III.
RESEARCH PROBLEM STATEMENT

In this day of shrinking highway budgets it is critical for State Highway Agencies (SHA) to spend their maintenance dollars most effectively and specifically on those services and functions that are important to the customer. This has led to Agencies recognizing the need for information that identifies and explains customer’s needs and expectations; however, State Highway Agencies typically do not have expertise in house to conduct effective customer survey or market research efforts.  Yet most SHA rely on historically data and technical staff recommendations to make spending decisions.  Understanding customer opinions are critical to developing performance measures and setting meaningful targets for delivering proper levels of service.  For example, while mowing or other roadside services are important, but would customers prefer resources be spent on pavement conditions at the expense of roadside items?

IV.
LITERATURE SEARCH SUMMARY

Much research has been conducted on transit and toll customer surveying, but little documentation could be found on routine highway maintenance surveys.  Additional literature searches should include other AASHTO committee information as well as State Highway Agencies.  Some states who have conducted maintenance-related market research or customer surveys include Minnesota, Kansas, Washington, and North Carolina.  

V.
RESEARCH OBJECTIVE

Develop a compilation of existing highway maintenance-related market research or customer survey activities or efforts conducted by SHA.  The compilation should include:

1. Documentation of current national practices

2. Identify what customers are being surveyed – different modal users (i.e. truckers, bicyclists, etc)

3. Identify current strategies of market research: focus groups, phone surveys, etc

4. Identify how states are interpreting and using the data

5. Identify how market research results have impacted SHA decision making in terms of how funds were allocated to the various programs.

Using the information gathered in the compilation, a guide document of best practices would be developed including:

1. Recommendations of good market research procedures 

2. Common data elements collected

3. How to identify stakeholder groups and best surveying techniques

4. How to improve the effectiveness of customer surveys 

5. Identify most effective strategies used by Agencies

VI.
ESTIMATE OF PROBLEM FUNDING AND RESEARCH PERIOD

Recommended Funding: $75,000


Research Period: 12 months


VII.
URGENCY, PAYOFF POTENTIAL, AND IMPLEMENTATION
Because of current financial constraints and immediate funding shortages, states need access to data that identify customer wants and desires.  Understanding the customer’s needs will ensure that the limited funds available will be used on services that are most important to the customer.  With good customer data State Highway Agencies are more able to make trade-off decisions on delivering services. 

SHA will spend their limited funding on services that are of utmost importance to the customer.  SHA can make decision on limiting, reducing or eliminating spending on those services that are less critical.

VIII.
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