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Results of a Critical Outcomes Analysis conducted for PSIA/AASI 
Based on Results to the State of Community Assessment Completed in January 2004 

  
The Critical Outcomes Analysis (COA) is a unique application of key driver analysis developed by 
SPR Center to assist organizations in focusing effort and resources to bring about the most positive 
change in the areas most important to that organization.  It is a statistical procedure that provides 
information on the relative importance of several factors in predicting something of interest to an 
organization, that is, a desired outcome.  Based on the SOCA survey results for PSIA/AASI, a COA 
analysis was conducted using Overall Satisfaction as measured by item 72 on the survey as the 
desired outcome and the 12 factors of SOCA as the predictors.  The chart below depicts the findings.   
 
Before reviewing this chart there are two statistics to be aware of and understand.  First is the 
correlation coefficient or R.  It is a measure of the strength of the relationship between the SOCA 
factors and the outcome variable, in this case Overall Satisfaction.  The possible score ranges from 
zero to 1.0.  For the analysis conducted here, the R is .74 which is considered a good strength of 
relationship.  The second statistic to be aware of is the squared multiple correlation or R2.  This 
number represents the proportion of the variance in the outcome variable that is accounted for or is 
explained by the SOCA factors and can be expressed as a percentage.  For PSIA/AASI, the R2 is .55.  
In other words, the factors measured in SOCA explain 55% of the variability in how members 
responded to Overall Satisfaction with PSIA/AASI.  The remaining variance can be accounted for by 
other factors not measured by the survey and random error. 
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The results indicate that the key driver factors from the SOCA survey for influencing member 
satisfaction were the member’s feeling of Affiliation with the Association, Association as an 
Advocate and Association Staff Performance.  Taken together these three factors account for 
slightly over half of the variability in response to the overall satisfaction item that can be 
explained by the survey.  

 
Next, the factors were placed into a quadrant chart that depicts the relative importance of each 
factor in predicting response to Overall Satisfaction as well as the level of favorability with 
which members responded to each factor.   
 
The quadrants are labeled with an indication of how much emphasis PSIA/AASI should place on 
the factors inside that quadrant when the goal is to improve overall member satisfaction. 
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High Priority-Focus Areas 

In this quadrant are factors which were the stronger drivers of Overall Satisfaction but had lower 
favorability scores.  These are the survey areas that PSIA/AASI should focus on first to increase 
the scores for overall member satisfaction.   
 
Medium Priority-Reinforce 

In this quadrant are factors that were stronger drivers of Overall Satisfaction and also had 
relatively high favorability scores.  The emphasis here should be on ensuring that satisfaction 
remains high but large scale change is likely not necessary.   
 
Medium Priority-Enhance 

In this quadrant are factors that were not key drivers of Overall Satisfaction and also had 
relatively low favorability scores.  Some attention to determining the source of the lower 
favorability scores in these areas is important but concentrated focus, in the context of increasing 
overall member satisfaction, is not likely to produce a large increase in this score.   
 
Low Priority-Maintain 

In this quadrant are factors that were not key drivers of Overall Satisfaction but had relatively 
high favorability scores.  The focus should be on maintaining these favorability scores.   
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Analysis of Items 
 

The next step in the analysis was to determine which items were most important along with the 
favorability rating given the items by members.  The chart below provides the results. 
 

This chart is useful in determining which specific areas are the best candidates for further 
investigation and enhanced focus as represented by those items with a combination of higher  
“% of Total Prediction of Overall Satisfaction” and lower percent favorable scores. 
 

SOCA ITEMS 
(Note:  Only scaled items are used in COA analyses) 

% of Total 
Prediction 
of Overall 

Satis. 
(=100%) 

% 
Favor-
able 

I feel a sense of belonging in this association. 6.15% 62%

Being a member of this association makes it easier for me to be successful. 5.88% 67%

This association’s leadership does its job well. 5.01% 52%

I think of myself as belonging to an association community. 4.95% 55%

When I have a problem or question, PSIA-AASI shows a sincere interest in resolving it. 4.68% 48%

This association is responsive to my concerns. 4.53% 36%

A feeling of community spirit exists among members of this association. 4.14% 53%

I believe that this association will protect my interests. 3.19% 50%

Members of this association do not trust each other. 3.15% 66%

It is important to me to be a member of this association. 2.81% 76%

Members of this association pitch in to help each other. 2.49% 67%

This association’s staff does its job well. 2.33% 70%

This association values diverse perspectives. 2.25% 36%

PSIA-AASI performs services right the first time. 2.08% 60%

This association does a good job of maintaining standards. 2.08% 68%

This assoc. provides members a voice regarding important issues that affect them. 2.04% 48%

This assoc. is an effective advocate for my industry, profession, trade or interest area. 1.77% 63%

The information I get from this association is generally useful. 1.75% 85%

When a member of this association has a professional problem or question, it is 
difficult to get help from other members. 1.75% 63%

Through the association, members can make a positive contribution to the industry, 
profession or society. 1.67% 73%

Website rating of responsiveness to member needs 1.66% 66%

PSIA-AASI offers services at times that are convenient for me. 1.60% 63%

Relationships among various groups within this association are good. 1.60% 37%

This assoc. has been effective at communicating with members through its website. 1.56% 39%

This association's Web presence (includes all Web-based activities) has strengthened 
my sense of connection with the association. 1.56% 37%

If I have a question or problem, I know how to get in touch with an association staff 
person who can help me find a solution. 1.51% 67%

This association is dominated by a small number of subgroups. 1.46% 13%

This association’s email communication has strengthened my sense of connection with 
the association. 1.40% 39%

If my industry, profession, trade or interest area were facing a challenge, the 
association would be unable to find a solution. 1.34% 56%
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This is the median % of total prediction score i.e., half the items are above this line and half 
are below it. 
Note:  The median percent favorable score is 62%.  That is, half the items have percent 
favorable scores below 62% and half are  62%. 

SOCA ITEMS 
(Note:  Only scaled items are used in COA analyses) 

% of Total 
Prediction 
of Overall 

Satis. 
(=100%) 

% 
Favor-
able 

I feel I share a common bond with other association members. 1.31% 72%

I can depend on the accuracy of information I get from this association. 1.26% 72%

People from many walks of life feel welcome in this association. 1.25% 55%

The leaders of this association are broadly representative of the membership (in terms 
of ethnicity, profession, age, gender, etc.). 1.24% 33%

If I am in need of guidance, other members of this association are generally willing to 
provide it. 1.22% 75%

This association has been effective at communicating with members via email. 1.18% 46%

Email communication has strengthened my sense of connection with other members. 1.12% 20%

Website rating of overall usefulness 1.11% 74%

All members have equal access to leadership roles in this association. 1.01% 24%

This association's Web presence (includes all Web-based activities) has strengthened 
my sense of connection with other members. 0.98% 15%

If my industry, profession, trade or interest area were facing a challenge, association 
leadership would be aware of it. 0.97% 62%

Members voluntarily contribute their time to association initiatives. 0.93% 39%

I am not interested in this association’s future. 0.82% 84%

I feel isolated from other members. 0.82% 59%

Members of this association willingly participate in volunteer activities on behalf of the 
association. 0.73% 34%

In my experience, PSIA-AASI maintains accurate records. 0.73% 75%

People from many racial, ethnic or religious backgrounds feel welcome in this 
association. 0.69% 49%

Website rating of accuracy of information 0.67% 86%

Website rating of completeness of content 0.56% 71%

I am comfortable voicing my opinion to association colleagues (staff and members), 
even if it is different from theirs. 0.52% 68%

Website rating of timeliness of information 0.51% 72%

Website rating of overall appearance 0.47% 80%

Website rating of navigational speed 0.36% 72%

Website rating of navigational ease 0.34% 66%

I generally recognize other members when I see them outside of association events. 0.18% 53%

I collaborate with other members outside of association sponsored events. 0.17% 53%

I participate in association sponsored social functions. 0.13% 43%

I am interested in assuming a leadership role in this association. 0.12% 27%

I discuss common concerns with other members. 0.07% 70%

I regularly follow the latest developments in my industry, profession, trade or interest 
area. 0.04% 88%
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Conclusion 
 
In utilizing survey results, one of the most difficult steps is often the combination of narrowing 
the areas that an organization should focus on while at the same time uncovering clues regarding 
the specific issues within these areas that are most likely to contribute to improved scores in the 
desired outcome.  Toward this end it is often useful to determine which items within each of the 
key driver factors are the strongest predictors of Overall Satisfaction.   
 
Below are tables depicting the three strongest key driver factors and also the strongest items 
within these factors for influencing member response to the Overall Satisfaction item. 
 
Affiliation with the Association 

I feel a sense of belonging in this association. 
(6.15% of Total Prediction of Overall Satisfaction/62% favorable) 

Being a member of this association makes it easier for me to be successful. 
 (5.88% of Total Prediction of Overall Satisfaction/67% favorable) 

I think of myself as belonging to an association community. 
 (4.95% of Total Prediction of Overall Satisfaction/55% favorable) 

 

Association as an Advocate 

I believe that this association will protect my interests.  
(3.19% of Total Prediction of Overall Satisfaction/50% favorable) 

This association does a good job of maintaining standards.  
(2.08% of Total Prediction of Overall Satisfaction/68% favorable) 

This association provides members a voice regarding important issues that affect them. 
 (2.04% of Total Prediction of Overall Satisfaction/48% favorable) 

This association is an effective advocate for my industry, profession, trade or interest area.  
(1.77% of Total Prediction of Overall Satisfaction/63% favorable) 

The information I get from this association is generally useful.  
(1.75% of Total Prediction of Overall Satisfaction/85% favorable) 

 
Association Staff Performance 

This association’s leadership does its job well. 
(5.01% of Total Prediction of Overall Satisfaction/52% favorable) 

This association is responsive to my concerns. 
 (4.53 of Total Prediction of Overall Satisfaction/36% favorable) 

This association’s staff does its job well. 
 (2.33% of Total Prediction of Overall Satisfaction/70% favorable) 
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Appendix 
 

SOCA Factors and Items 
 

Item # Factor and Item Text 
 Affiliation with other Members  

4 I discuss common concerns with other members. 
5 I generally recognize other members when I see them outside of association events. 

6 
If I am in need of guidance, other members of this association are generally willing to provide 
it. 

8 I collaborate with other members outside of association sponsored events. 
9 I feel I share a common bond with other association members. 

14 I feel isolated from other members. 
17 I participate in association sponsored social functions. 

  
 Affiliation with Association  

2 I feel a sense of belonging in this association. 
7 Being a member of this association makes it easier for me to be successful. 

16 I think of myself as belonging to an association community. 
  
 Leadership Tendency  

10 I am not interested in this association’s future. 
11 I regularly follow the latest developments in my industry, profession, trade or interest area. 

12 
I am comfortable voicing my opinion to association colleagues (staff and members), even if it 
is different from theirs. 

13 I am interested in assuming a leadership role in this association. 
15 It is important to me to be a member of this association. 

  
 Association as an Advocate  

3 I believe that this association will protect my interests. 

29 
If my industry, profession, trade or interest area were facing a challenge, association 
leadership would be aware of it. 

30 
Through the association, members can make a positive contribution to the industry, 
profession or society. 

31 This association provides members a voice regarding important issues that affect them. 

32 
If my industry, profession, trade or interest area were facing a challenge, the association 
would be unable to find a solution. 

33 I can depend on the accuracy of information I get from this association. 
34 The information I get from this association is generally useful. 
36 This association is an effective advocate for my industry, profession, trade or interest area. 
39 This association does a good job of maintaining standards. 

  
 Association Staff Performance  

37 
If I have a question or problem, I know how to get in touch with an association staff person 
who can help me find a solution. 

38 This association is responsive to my concerns. 
44 This association’s leadership does its job well. 
45 This association’s staff does its job well. 
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Item # Factor and Item Text 
 Positive People Culture/Diversity Valuing  

35 This association values diverse perspectives. 
40 This association is dominated by a small number of subgroups. 
41 Relationships among various groups within this association are good. 
42 People from many walks of life feel welcome in this association. 
43 People from many racial, ethnic or religious backgrounds feel welcome in this association. 
26 All members have equal access to leadership roles in this association. 

27 
The leaders of this association are broadly representative of the membership (in terms of 
ethnicity, profession, age, gender, etc.). 

 Website Rating  
50a Website rating of overall appearance 
50b Website rating of completeness of content 
50c Website rating of navigational ease 
50d Website rating of navigational speed 
50e Website rating of accuracy of information 
50f Website rating of timeliness of information 
50g Website rating of responsiveness to member needs 
50h Website rating of overall usefulness 

 Electronic Communication - Web  
55 This association has been effective at communicating with members through its website. 

57 
This association's Web presence (includes all Web-based activities) has strengthened my 
sense of connection with the association. 

59 
This association's Web presence (includes all Web-based activities) has strengthened my 
sense of connection with other members. 

 Electronic Communication - Email  
56 This association has been effective at communicating with members via email. 

58 
This association’s email communication has strengthened my sense of connection with the 
association. 

60 Email communication has strengthened my sense of connection with other members. 

 Perceived Volunteer Spirit  

20 
Members of this association willingly participate in volunteer activities on behalf of the 
association. 

23 A feeling of community spirit exists among members of this association. 
25 Members voluntarily contribute their time to association initiatives. 

 Goodwill - Member to Member  

21 
When a member of this association has a professional problem or question, it is difficult to 
get help from other members. 

22 Members of this association pitch in to help each other. 
24 Members of this association do not trust each other. 

 Association Efficiency  
80 When I have a problem or question, PSIA/AASI shows a sincere interest in resolving it. 
81 In my experience, PSIA/AASI maintains accurate records. 
82 PSIA/AASI offers services at times that are convenient for me. 
83 PSIA/AASI performs services right the first time. 

 


