
    
   

     
 

     

  

    

    

    

    

     
   

   

   
   

     
     

 

 

 
 

  

 

 

 

 

 

 
 

 

 

 

 
 

CUSTOMER SATISFACTION SURVEY RESULTS 
C S U S M C O R P O R A T I O N 

H R & P A Y R O L L S E R V I C E S 

2 0 1 7 / 1 8 

HOW WE RATED 
Oversight and guidance in areas of 

compensation, benefits administration, 

payroll, training, safety and employee 

relations. Ensures adherence to all 

employment and labor laws, legislative 

issues and regulations 

4.24 
OVERALL SATISFACTION WITH 
CSUSM CORPORATION 
HR & PAYROLL SERVICES 

68 
RESPONDENTS 

4.31 
UNDERSTANDS 
CUSTOMER NEEDS 

4.31 ACCESSIBLE TO 
CUSTOMERS 

4.29 
RESPONSIVE TO 
REQUESTS 

4.21 
PROVIDES EFFECTIVE 
ADVICE & GUIDANCE 

4.28 
RESOLVES PROBLEMS 
EFFECTIVELY 

4.27 KNOWLEDGEABLE STAFF 

4.36 HELPFUL STAFF 

4.27 
MOVING IN A POSITIVE DIRECTION 
TO MEET CUSTOMER NEEDS 

STRENGTHS & OPPORTUNITIES 

S T R E N G T H S 
Understands My Needs & Requirements 
Resolves Problems Effectively 
Accessible to Customers 

O P P O R T U N I T I E S F O R I M P R O V E M E N T 
Effectively Uses Websites 
Provides Effective Advice & Guidance 

4.13 
EFFECTIVELY USES 
WEBSITES 

Below 3.0: Low 3.60 - 4.29: Good 
3.00-3.59: Marginal 4.30 & above: ExcellentMoving in a Positive Direction 

https://3.00-3.59


CSUSanMarcosCustomerSasfaconSurvey 
CSUSMCorporaon-HRandPayrolServices 

Oversightandguidanceintheareasofcompensaon,benefitsadministraon,payrol,training,safetyandemployerelaons.Ensuresadherencetoalemploymentandlaborlaws, 
legislaveisuesandregulaons. 

2018 

68 
respondents 

2017 
115respondents 

Strengths 

UnderstandsMyN edsandRequirements 
ResolvesProblemsEffecvely 
AcesibletoCustomers 

Opportunies 

EffecvelyUsesWebsites,OnlineDocumentaon 

ProvidesEffecveAdvice,Guidance 

MovinginaPosiveDirecon 

OveralSasfacon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursasfaconwithitduringthepast12monthsin 
meengyourdepartment'sneeds? 

39% 

4.24 
ExtremelySasfied 

VerySasfied 

26 
45% 
30 

mean SomewhatSasfied 
15% 
10 

StandardDeviaon NotVerySasfied 
0.70 

NotatalSasfied 

MeanScoresBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent MeanScore 
Chgfrom2017to 

2018# Queson 2017 2018 

ThinkingofyourOVERALexperiencewithCSUSMCorporaon-HR&PayrolServices,howwouldyou1 rateyoursasfaconwithitduringthepast12months? 4.15 4.24 

2 Understandsmynedsandrequirements 4.14 4.31 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.14 4.31 

4 Responsivetorequestsorproblemswithinanaceptableme 4.16 4.29 

5 Provideseffecveadvice,support,andguidance 4.19 4.21 

6 Faclitatesproblemresoluon 4.18 4.28 

7 Knowledgeablestaff 4.22 4.27 

8 Helpfulstaff 4.29 4.36 

EffecvelyuseswebsitesandsystemstoprovideacestoCSUSMCorporaon-HR&PayrolServices9 informaonandservices 4.00 4.13 

10 Movinginaposivedirecontom etmyneds 4.09 4.27 

Changefrom2017to2018 Changeof0.09orgreaterBackground isstascalysignificant 

• SecondAnnualCSUSMCustomerSasfaconSurvey 

• SurveyPeriod:February20toMarch9,2018 

• Twenty-five(25)departmentsacroscampusparcipated 

• 16,511-783staff,841faculty,and14,887studentswereinvitedtotakethesurvey 

• 1,987(12%)totalresponded.Staff-31(40%),Faculty-106(13%),Student-1,570(1%) 

• 10standardsasfaconquesons+1NPS(oponal)+upto3supplementalquesonswereaskedineachsurveydepartment 

• Verbamcomments:2standard(Likebest,Improve)plusupto2burningquesonsforeachdepartment 

• Contactusatvpfas@csusm.eduifyouhaveanyquesonsaboutthisreportorwouldlikeaddionalin-depthanalysisofyoursurveydata 

PAGE SurveyconductedbyOrganizaonalAsesmentsandStrategy, 

1 OfficeofOperaonalStrategicIniaves,UCSanDiego 
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CSUSanMarcosCustomerSasfaconSurvey 
CSUSMCorporaon-HRandPayrolServices 

Oversightandguidanceintheareasofcompensaon,benefitsadministraon,payrol,training,safetyandemployerelaons.Ensuresadherencetoalemploymentandlaborlaws, 
legislaveisuesandregulaons. 

StrengthsandOpportuniesbySurveyQuesonWithAxesattheAverageQueson 
MeanandAverageQuesonbyOveralSasfaconCorelaon 

CorelaonCoefficientAverage=0.84,MeanAverage=4.27 

Strengths InfluenalStrengths 

HelpfulStaff 

Und

Acesible

erstandsMyN edsandRequirements 

toCustomers 

ResolvesProblemsEffecvely 

KnowledgeableStaff M

Pro

EffecvelyUsesWebsites,OnlineDocumen

ovinginaPosiveDirecon 

videsEffecveAdvice,Guidance 

taon 

M
ea
n

 

4.3 

4.2 

0.74 0.76 0.78 0.80 0.82 0.84 0.86 0.88 0.90 0.92 
CorelaonSecondaryOpportunies PrimaryOpportunies 

HelpfulStaff 
MovinginaPosiveDirecon 
EffecvelyUsesWebsites,OnlineDocumentaon 
ResolvesProblemsEffecvely 
RespondstoRequestsWithinanAceptableTime 
UnderstandsMyNeedsandRequirements 
AcesibletoCustomers 
KnowledgeableStaff 
ProvidesEffecveAdvice,Guidance 

Strengths 
Higherthanaveragemeanscore, 
lowerthanaveragecorelaon. 
"Kepupthegoodwork" 

InfluenalStrengths 
Higherthanaveragemeanscore, 
higherthanaveragecorelaon. 
"Kepaneyeon" 

SecondayOpps 
Lowerthanaveragemeanscore, 
lowerthanaveragecorelaon. 
"LowPriority" 

PrimaryOpps 
Lowerthanaveragemeanscore, 
higherthanaveragecorelaon. 
"ConcentrateEfforts" 

ListofStrengths&OpportuniesbyQuesonST-Strength|IS-InfluenalStrength|PO-PrimaryOpportunity|SO-SecondaryOpportunity 

# Queson Mean Cor Str/Opps 

2 Understandsmynedsandrequirements 4.31 0.92 IS 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.31 0.84 IS 

4 Responsivetorequestsorproblemswithinanaceptableme 4.29 0.81 ST 

5 Provideseffecveadvice,support,andguidance 4.21 0.87 PO 

6 Faclitatesproblemresoluon 4.28 0.84 IS 

7 Knowledgeablestaff 4.27 0.79 ST 

8 Helpfulstaff 4.36 0.75 ST 

EffecvelyuseswebsitesandsystemstoprovideacestoCSUSMCorporaon-HR&PayrolServicesinformaonand9 services 
4.13 0.85 PO 

10 Movinginaposivedirecontom etmyneeds 4.27 0.86 PO 

y y g gy
  

https://Corela�onCoefficientAverage=0.84,MeanAverage=4.27


CSUSanMarcosCustomerSasfaconSurvey 
CSUSMCorporaon-HRandPayrolServic es 

SasfaconMeanScoresbyClasificaonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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F a c u l t y 4 . 1 6 
( 1 9 ) 

4 . 2 0 
( 1 5 ) 

4 . 1 4 
( 1 4 ) 

4 . 2 5 
( 1 6 ) 

4 . 1 3 
( 1 5 ) 

4 . 3 3 
( 1 2 ) 

4 . 0 6 
( 1 6 ) 

4 . 3 6 
( 1 4 ) 

4 . 0 8 
( 1 3 ) 

4 . 1 4 
( 1 4 ) 

S t a ff 4 . 2 8 
( 4 7 ) 

4 . 3 4 
( 4 4 ) 

4 . 3 6 
( 4 5 ) 

4 . 3 0 
( 4 6 ) 

4 . 2 4 
( 4 6 ) 

4 . 2 6 
( 4 2 ) 

4 . 3 4 
( 4 7 ) 

4 . 3 6 
( 4 7 ) 

4 . 1 5 
( 4 1 ) 

4 . 3 1 
( 4 2 ) 

Numberofrespondentsin parenth esis :(n).The(n)is notshownwhenth enumberofrespondentsis le sth anfive 

PAGE SurveyconductedbyOrganizaonalAsesmentsandStrategy, 
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CSUSanMarcosCustomerSasfaconSurvey 
CSUSMCorporaon-HRandPayrolServic es 

SasfaconMeanScoresbyDivisionandClasificaonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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AcademicAffairs F a c u l t y 4 . 1 2 
( 1 7 ) 

4 . 1 5 
( 1 3 ) 

4 . 0 8 
( 1 2 ) 

4 . 2 1 
( 1 4 ) 

4 . 0 8 
( 1 3 ) 

4 . 2 7 
( 1 1 ) 

4 . 0 
( 1 4 ) 

4 . 3 3 
( 1 2 ) 

4 . 0 0 
( 1 1 ) 

4 . 0 8 
( 1 2 ) 

S t a ff 4 . 1 5 
( 2 6 ) 

4 . 2 5 
( 2 4 ) 

4 . 2 9 
( 2 4 ) 

4 . 2 4 
( 2 5 ) 

4 . 1 2 
( 2 6 ) 

4 . 1 4 
( 2 2 ) 

4 . 2 7 
( 2 6 ) 

4 . 2 7 
( 2 6 ) 

4 . 0 8 
( 2 4 ) 

4 . 2 7 
( 2 2 ) 

Finance&AdminSvcs S t a ff 4 . 1 4 
( 7 ) 

4 . 1 4 
( 7 ) 

4 . 1 4 
( 7 ) 

4 . 0 0 
( 7 ) 

4 . 1 4 
( 7 ) 

4 . 1 4 
( 7 ) 

4 . 0 
( 7 ) 

4 . 0 0 
( 7 ) 

3 . 8 3 
( 6 ) 

4 . 0 0 
( 7 ) 

PresidentsOffice F a c u l t y 5 . 0 0 5 . 0 0 5 . 0 5 . 0 0 5 . 0 0 5 . 0 0 5 . 0 5 . 0 0 5 . 0 0 5 . 0 0 

StudentAffairs F a c u l t y 4 . 0 0 4 . 0 0 4 . 0 4 . 0 0 4 . 0 0 4 . 0 4 . 0 0 4 . 0 0 4 . 0 0 

S t a ff 4 . 5 0 
( 1 2 ) 

4 . 5 5 
( 1 1 ) 

4 . 5 0 
( 1 2 ) 

4 . 5 0 
( 1 2 ) 

4 . 4 5 
( 1 1 ) 

4 . 4 5 
( 1 1 ) 

4 . 5 8 
( 1 2 ) 

4 . 6 7 
( 1 2 ) 

4 . 3 3 
( 9 ) 

4 . 4 5 
( 1 1 ) 

UniversityAdvancement S t a ff 5 . 0 0 5 . 0 0 5 . 0 5 . 0 0 5 . 0 0 5 . 0 0 5 . 0 5 . 0 0 5 . 0 0 5 . 0 0 

Numberofrespondentsin parenth esis :(n).The(n)is notshownwhenth enumberofrespondentsis le sth anfive 
Bla nkcels :respondentsdid notprovid eananswertoth equeson 

PAGE SurveyconductedbyOrganizaonalAsesmentsandStrategy, 
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