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Determining Net User Satisfaction
The Microsoft IT department evaluates how well internal users are accepting new technology by using a standardized measure called net user satisfaction, or NSAT. 
NSAT is calculated based on user responses to questions that have four possible answers: 

· Very satisfied

· Somewhat satisfied

· Somewhat dissatisfied

· Very dissatisfied
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The following example shows partial results from a questionnaire sent to new Microsoft Lync 2010 users at Microsoft during one week in April 2011. The number of people responding to each question is shown at the far right.
To find a measure that is valid and reliable across a wide variety of products and user groups, Microsoft IT decided to compare the number of very satisfied users with those who were either somewhat or very dissatisfied, as follows:
% Very Satisfied - (% Somewhat dissatisfied + % Very dissatisfied) +100

For example, the results from the first question were calculated as follows and then rounded up or down as appropriate for the report:

55.61 - 16.45 + 100 = 139.27 
For details about how Microsoft IT calculates and uses NSAT, see Microsoft IT NSAT Standard. To experiment with NSAT calculations on your own, see the Net User Satisfaction Calculator. 
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