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Summary Report on Software Usage & Reasons for Non-Use
Phoenix Strategic Perspectives Inc. (Phoenix) was commissioned by Natural Resources Canada to conduct research related to the Canadian Motor Selection Tool (CanMOST). This summary report presents the findings of the first phase of the research, which involved an assessment of software usage, including reasons for non-use of CanMOST. The findings should be considered as qualitative in nature. 
Introduction

The overall purpose of the research program is to gather feedback from end-users of CanMOST in order to assess levels of satisfaction with the software and obtain reaction to a number of enhancements being considered for CanMOST. Before market research is undertaken, however, efforts were needed to determine the size of the user community. Since CanMOST ‘use’ has been measured only indirectly through the number of discreet downloads of the software from the EnerGuide for Industry website, an accurate understanding of the size of the user community was not known. In order to better understand the size of the user population, Phoenix conducted a set of exploratory phone calls to determine who was, and was not, using CanMOST. The purpose of these calls was not to obtain detailed feedback from CanMOST users, but rather to canvas the waterfront in an effort to identify users/non-users, as well as reasons for non-use by those who had downloaded the software.  
In this phase of the research, a set of 23 phone calls were made to a random selection of individuals who had downloaded CanMOST. Calls lasted from 2-10 minutes, depending on the respondents’ use/non-use of the software and other factors. In total, contact was made with four individuals in the West, eight in Ontario, seven in Quebec (French), and four in Atlantic Canada. Below, we describe the findings from these calls. In addition, feedback from non-users identified during the survey phase of the research (see below) has been incorporated. These individuals were asked to reply to Phoenix to let them know if they had not used CanMOST. This was an important feature of the survey that served to produce a more complete picture of the user and non-user communities. Had this methodological element not been included in the research design, non-users would not have been distinguishable from people who simply chose not to respond to the survey. In total, 171 individuals replied during the survey phase of the research program indicating that they had not used CanMOST, many of whom added comments to explain why not. 
In total, the CanMOST research program consisted of the following elements:

1. The initial set of 23 phone calls to determine the size/scope of the user community (the main focus of this summary report). 
2. A client satisfaction survey, conducted via email, targeting all those who had downloaded CanMOST from the website (excluding those who indicated in the initial set of phone calls that they had not used CanMOST).
3. A set of 20 interviews conducted with CanMOST users to obtain feedback on a number of enhancements being considered for CanMOST. 

4. The modification of the client satisfaction questionnaire and in-depth interview guide for use by international partners, including related instructions.

Findings from other elements of the research program are presented under separate cover.
Findings

Small Proportion of Those Who Downloaded CanMOST Are Users 
Despite the number of discrete software downloads from the EnerGuide for Industry website, the CanMOST user community appears to be quite small at this time. Virtually none of the individuals contacted during the initial phase of the research had personally used the software. While most of these individuals had heard of CanMOST and remembered downloading the software, almost no-one had actually used it. In total, only two of the 23 individuals contacted during this set of exploratory interviews had used CanMOST, and they had only done so in a limited capacity, claiming to have used it not more than two times. 
Many of the rest had looked at CanMOST after they first installed the program to see what the software offered. On average, these people spent approximately 10-15 minutes reviewing CanMOST, with a few spending as little as five minutes and one person taking almost an hour to review the program. At the time of the call, however, these individuals had not yet had an opportunity to actually use CanMOST. A small number of the non-users could not recall almost anything about CanMOST except that they had downloaded the software, but had either not installed or not reviewed the program. 
In addition, a few individuals were not certain that they had downloaded CanMOST, but acknowledged that they probably had done so, and surmised they either had technical problems with the software download or no need to install the program yet. One of these individuals reported that while the organization had registered to download the software, they were unable to do so given that they do not have high-speed, broadband Internet access. As result, they simply abandoned the download. 

Edification, Evaluation – Primary Reason for Download of CanMOST
Non-users of CanMOST were asked why they downloaded the software program in light of the fact that they had not personally used the tool. Among those that provided a reason, the most common explanation focused on learning more about the functionality of the tool. They had heard about CanMOST and wanted to investigate its features and possible usages for either themselves or their organization. 
A few people said they downloaded CanMOST to satisfy their curiosity (i.e. ‘to check it out’). Another explained that he had hoped to be able to conduct savings comparisons between motors, but had been unable to use this feature because of technical problems with the software. 
Variety of Reasons Offered for Non-Use of CanMOST
A wide variety of reasons were offered by individuals for why they had not personally used CanMOST. Grouped below by theme, this feedback also incorporates comments submitted by non-users that offered feedback during the survey phase of the research. 
Reasons provided to explain non-use included the following: 
· Lack of need so far: While CanMOST usage is not high, it is important to note that numerous people, one-third or more of non-users, indicated that they intend to use CanMOST in the future. That is, these people downloaded CanMOST with an intention to use it, but simply have not yet had an opportunity to do so. For a few, they have had no need to purchase a new motor yet, while for others, they have not yet had a client or project which would warrant use of CanMOST. Should an opportunity present itself, they suggested that CanMOST would be a tool they might use. 

· General lack of need: A number of people explained that they did not have a reason to use CanMOST. They pointed to the following factors:
· Workplace responsibilities that do not include the purchase of new motors.

· The project for which they downloaded CanMOST had been cancelled.  
· They downloaded CanMOST to pass along to another department or to seek ‘corporate’ approval to use it. 
· They downloaded CanMOST to see how it worked so they could promote it in a database maintained for Environment Canada [Canadian Pollution Prevention Information Clearinghouse (CPPIC)].
· Downloading of CanMOST as a resource only. 

· They use only one vendor for high-efficiency motors so they do not need to use the motor selector tool.
· Use of their own proprietary, company-developed software that performs similar comparisons/calculations. 

· Technical problems: Problems of a technical nature were identified with some frequency by individuals contacted by phone and by those responding to the survey. Issues reported included:
· Frequent error messages.

· Security issues, such as being unable to install CanMOST because it does not have a digital signature.

· Inability to install the software on company server due to corporate policy.

· General, unspecified problems installing CanMOST on a company server.

· Unable to download without high-speed, broadband Internet access.

· General, unspecified problems downloading CanMOST.

· CanMOST crashing frequently. 

· Did not meet needs/not suitable: Related reasons included the following:
· The perception that CanMOST focuses mainly on larger motors, not fractional motors which they use.
· The perception that CanMOST is not geared toward electricians; therefore, it was not seen to meet their needs.

· The need for a tool that can be used at the time of a motor failure to make a quick assessment about repair versus replacement. 
· The belief that CanMOST cannot be used to compare motors with existing equipment.
· Use of U.S. version: A small number of people contacted during the exploratory phone calls reported that they use the United States Department of Energy’s MotorMaster software, and would not likely switch to CanMOST. In general, they felt that CanMOST did not have the same capacity or functionality of MotorMaster, and could not conceive of any reason to begin using a new tool. After comparing the two, 1-2 people felt that the U.S. version is a superior product. 
· Other reasons: A number of people said that they downloaded CanMOST, but had not yet installed the software. In addition, a few reported not using CanMOST because they could not recall even downloading the software. 

Suggestions for Improving CanMOST & Facilitating Use
A few people offered suggestions to improve CanMOST to help facilitate or motivate them to use the software in the future. These included the following recommendations, each offered by one person only:

· Make CanMOST more user-friendly for people who are not fully computer literate. The example offered was providing access to CanMOST through NRCan’s website so that it does not need to be downloaded and installed on a local computer. This was seen to be a way to make the tool more user-friendly.
· Negotiate a deal with the United States Department of Energy to use the MotorMaster software program in Canada. This was seen to avoid the use of Canadian taxpayer money to finance a product that already exists and is available for use in Canada.
· Canadian-ize the United States Department of Energy’s MotorMaster tool or their Pumping System Assessment Tool, which allows one to undertake a side-by-side comparison of condition ‘A’ versus condition ‘B’. For instance, simply switch the eagle for the beaver.
· Incorporate fractional horsepower motors into the CanMOST database.
· Increase the functionality of CanMOST to enable users to perform analyses and comparisons of different motors, and to conduct comparisons of new data with historical data.

· Advertise and promote CanMOST to increase its visibility. It was felt that this would likely increase the level of use.

· Fix the technical problems with CanMOST programming that currently causes it to crash. 
Conclusions
Relatively few of those who downloaded CanMOST have personally used the tool. That said, while usage is not high at this time, many people – one-third or more of non-users – indicated that they do intend to use CanMOST in future, or at least to try it, if or when the need arises. In short, many downloaded the software with an intention to use it, but have simply not yet had an opportunity to do so, for a variety of reasons. This is noteworthy in light of the fact that NRCan has proposed enhancements to the tool.  
It is also important to note that people of varied industry and occupational backgrounds downloaded CanMOST. As such, and underscoring the relatively high level of non-use, is the simple fact that some of those who downloaded CanMOST will have no need to ever use it in their job capacity. In addition, some potential users appear to be unlikely to use CanMOST because they already use the U.S. version and consider it to be a superior product, or at least one which they are comfortable using and see no need to switch. 
In conclusion, it is clear that the CanMOST registration list (i.e. the list of those who have downloaded CanMOST) is not reflective of the actual user community. A far greater number of people downloaded the software with no immediate need to use the tool, or even future need – they simply wanted to check it out. 
The survey report provides quantitative data on the incidence level of CanMOST users among the population of those who downloaded the software. 
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