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About The Survey

• Conducted in Q4 2017 by independent contractor:  
Rockbridge Associates
• Survey Objectives:

• Determine members' expectations and needs from ARIN
• Assess current satisfaction with ARIN's services and operations
• Determine any unmet needs members have
• Identify and prioritize areas for improvement
• Understand how ARIN's current performance compares to that 

indicated by the previous survey completed in 2014

• ARIN.net  >  About Us  >  Corporate Documents



Performance To Expectation 
Measurements

• Rockbridge collects “expectation” measurements with the 
understanding many survey takers will never score 100% even 
when they believe a company is meeting or exceeding their 
expectations
• Survey takers grade ARIN’s “performance” against their own 

stated “expectation” markers
• Rockbridge advises the following for performance to 

expectation gaps
• More than 10 point gap: Concentrated effort needed to remediate
• Fewer than 10 point gap:  Good
• Fewer than 5 point gap:  Excellent









Future Survey

• We will look to conduct a similar survey in 
approximately 2 years
• Survey options:

• “Short” (less than 5 minutes) 
• “Regular” (~15 minutes)

• Between the larger surveys we will continue to 
conduct transaction surveys and collect 
feedback through our regular channels 
(feedback button, customer contacts, lists, etc.)



Our Continued Commitment

• You Are The #1 Priority
• We Value Your Feedback

• It is a key element of our decision making processes
• We can’t function properly as a registry without it

• We will use this survey result and other feedback 
to continue making improvements to our 
services



Thank You


