
  
  

   

      
    

    
   
     

   

    
    
 

 
  

  
      
    

 

 

 

  
 
 

    
   

   
 

    
   

 

 

 
  

 

 

 

 

CUSTOMER SATISFACTION SURVEY 
C A S H I E R ' S O F F I C E / S T U D E N T F I N A N C I A L 

S E R V I C E S 
2 0 1 8 / 1 9 

Provides a wide range of services that SURVEY ITEMS 
include student payments and refunds, 
cashiering, fee waiver processing, billing 
and collections, organization deposits, 
and pay warrant distribution (does not 
include Financial Aid services). 

4.13 
OVERALL SATISFACTION WITH 
CASHIER'S OFFICE/STUDENT 
FINANCIAL SERVICES 

498 
RESPONDENTS 

4.13 
MOVING IN A POSITIVE DIRECTION 
TO MEET CUSTOMER NEEDS 

STRENGTHS & OPPORTUNITIES 

4.13 
UNDERSTANDS 
CUSTOMER NEEDS 

Below 3.0: Low 
3.00-3.59: Marginal 

3.60 - 4.29: Good 
4.30 & above: Excellent 

4.04 
ACCESSIBLE TO 
CUSTOMERS 

4.10 
RESPONSIVE TO 
REQUESTS 

4.12 
PROVIDES EFFECTIVE 
ADVICE & GUIDANCE 

4.07 
RESOLVES PROBLEMS 
EFFECTIVELY 

4.08 KNOWLEDGEABLE STAFF 

4.18 HELPFUL STAFF 

4.10 
EFFECTIVELY USES 
WEBSITE 

S T R E N G T H S 
Understands My Needs and Requirements 
Moving in a Positive Direction 
Helpful Staff 

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 

Facilitates Problem Resolution 
Responds to Requests Within an Acceptable Time 
Effectively Uses Websites, Online Documentation 
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2019CSUSanMarcosCS 
Cashier'sOffice/StudentFinancialServices(NOTFinancialAid) 

Providesawiderangeofservicesthatincludestudentpaymentsandrefunds,cashiering,fewaiverprocesing,bilingandcolecons,organizaondeposits,andpaywarant 
distribuon(doesnotincludeFinancialAidservices). 

2019 Strengths 

498 UnderstandsMyNeedsandRequirements 
MovinginaPosiveDirecon 

respondents 
HelpfulStaff 

2018 
1,006respondents Opportunies 

FaclitatesProblemResoluon 
RespondstoRequestsWithinanAceptableTime 
EffecvelyUsesWebsites,OnlineDocumentaon 

OveralSasfacon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursasfaconwithitduringthepast12monthsin 
meengyourdepartment'sneeds? 

ExtremelySasfied 38% 
185 
41%4.13 VerySasfied 198 

18%SomewhatSasfiedmean 86 

2% 
StandardDeviaon NotVerySasfied 9 

0.85 
1%NotatalSasfied 6 

MeanScoresBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent MeanScore 2019changefrom 
prioryear# Queson 2017 2018 2019 

ThinkingofyourOVERALexperiencewithCashier'sOffice/StudentFinancialServices(Not1 FinancialAid),howwouldyourateyoursasfaconwithitduringthepast12months? 4.06 4.15 4.13 

2 Understandsmynedsandrequirements 4.09 4.16 4.13 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 3.94 4.00 4.04 

4 Responsivetorequestsorproblemswithinanaceptableme 4.01 4.09 4.10 

5 Provideseffecveadvice,support,andguidance 4.03 4.12 4.12 

6 Faclitatesproblemresoluon 4.04 4.12 4.07 

7 Knowledgeablestaff 4.11 4.16 4.08 

8 Helpfulstaff 4.19 4.25 4.18 

EffecvelyuseswebsitesandsystemstoprovideacestoCashier'sOffice/StudentFinancial9 Servicesinformaonandservices 4.05 4.12 4.10 

10Movinginaposivedirecontobeermeetmyneds 4.08 4.15 4.13 

Background 
Changefromprioryearis 
stascalysignificant 

Changeof0.09orgreater 

• SurveyPeriod:February20toMarch8,2019 
• 32departmentsacroscampusparcipated 
• 16,786-902staff,900faculty,and14,984studentswereinvitedtotakethesurvey 
• 1,815(11%)totalresponded.Staff-357,Faculty-119,Student-1,339 
• 10standardsasfaconquesons+1NPS(oponal)+upto5supplementalquesonswereaskedineachsurveydepartment 
• Verbamcomments:2standard(Likebest,Improve)plusupto2burningquesonsforeachdepartment 
• Contactusatvpfas@csusm.eduifyouhaveanyquesonsaboutthisreportorwouldlikeaddionalin-depthanalysisofyoursurveydata 

PAGE SurveyandanalycspoweredbyTritonlycs™, 
1 OrganizaonalAsesmentsandStrategy,UCSanDiego 
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2019CSUSanMarcosCS 
Cashier'sOffice/StudentFinancialServices(NOTFinancialAid) 

Providesawiderangeofservicesthatincludestudentpaymentsandrefunds,cashiering,fewaiverprocesing,bilingandcolecons,organizaondeposits,andpaywarant 
distribuon(doesnotincludeFinancialAidservices). 

StrengthsandOpportuniesbySurveyQuesonWithAxesattheAverageQueson MovinginaPosiveDirecon 
MeanandAverageQuesonbyOveralSasfaconCorelaon FaclitatesProblemResoluon 

CorelaonCoefficientAverage=0.80,MeanAverage=4.1 EffecvelyUsesWebsites,OnlineDocumentaon 

M
ea
n

 

Strengths InfluenalStrengths KnowledgeableStaff 
RespondstoRequestsWithinanAceptableTimeHelpfulStaff 
AcesibletoCustomers 
HelpfulStaff 
UnderstandsMyNeedsandRequirements 
ProvidesEffecveAdvice,Guidance 

UnderstandsMyN edsandRequirements 

RespondstoRequestsWithinanAceptableTime 

4.1 
EffecvelyUsesWebsites,OnlineDocumentaon 

KnowledgeableStaff 

Strengths InfluenalStrengths 
Higherthanaveragemeanscore, Higherthanaveragemeanscore, 
lowerthanaveragecorelaon. higherthanaveragecorelaon. 
"Kepupthegoodwork" "Kepaneyeon" 

FaclitatesProblemResoluon 

AcesibletoCustomers 
SecondaryOpps PrimaryOpps 
Lowerthanaveragemeanscore, Lowerthanaveragemeanscore, 

0.72 0.74 0.76 0.78 0.80 0.82 0.84 0.86 lowerthanaveragecorelaon. higherthanaveragecorelaon. 

Corelaon "LowPriority" "ConcentrateEfforts" SecondaryOpportunies PrimaryOpportunies 

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

# Queson Mean Cor Str/Opps 

2 Understandsmynedsandrequirements 4.13 0.86 IS 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.04 0.72 SO 

4 Responsivetorequestsorproblemswithinanaceptableme 4.10 0.79 SO 

5 Provideseffecveadvice,support,andguidance 4.12 0.81 IS 

6 Faclitatesproblemresoluon 4.07 0.82 PO 

7 Knowledgeablestaff 4.08 0.79 SO 

8 Helpfulstaff 4.18 0.81 IS 

9 EffecvelyuseswebsitesandsystemstoprovideacestoCashier'sOffice/StudentFinancialServicesinformaonandservices 4.10 0.79 SO 

10 Movinginaposivedirecontobeerm etmyneds 4.13 0.83 IS 



2019CSUSanMarcosCS 
Cashie r'sOffice/S tudentFin ancia lServic es(N OTFin ancia lAid ) 

SasfaconMeanScoresbyClasificaonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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S t a ff 4 . 0 0 
( 1 1 6 ) 

4 . 0 4 
( 1 1 2 ) 

3 . 8 7 
( 1 0 4 ) 

4 . 0 4 
( 1 0 5 ) 

3 . 9 9 
( 1 0 2 ) 

3 . 8 7 
( 9 5 ) 

3 . 9 2 
( 1 4 ) 

4 . 0 7 
( 1 4 ) 

3 . 9 1 
( 7 9 ) 

4 . 0 1 
( 1 0 ) 

S t u d e n t 4 . 1 7 
( 3 6 8 ) 

4 . 1 6 
( 3 7 3 ) 

4 . 0 9 
( 3 5 1 ) 

4 . 1 2 
( 3 6 2 ) 

4 . 1 5 
( 3 5 9 ) 

4 . 1 2 
( 3 4 6 ) 

4 . 1 3 
( 3 6 7 ) 

4 . 2 1 
( 3 7 4 ) 

4 . 1 5 
( 3 4 3 ) 

4 . 1 7 
( 3 4 5 ) 

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

PAGE Surveyandanaly cspoweredby ™sclyTrit on , 
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2019CSUSanMarcosCS 
Cashier'sOffice/StudentFinancialServices(NOTFinancialAid) 

SasfaconMeanScoresbyDivisionandClasificaonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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AcademicAffairs Staff 4.06 
(33) 

4.16 
(31) 

3.67 
(27) 

3.93 
(28) 

4.00 
(29) 

3.78 
(23) 

4.03 
(31) 

4.09 
(32) 

3.76 
(21) 

4.08 
(25) 

CEHHS Student 4.07 
(91) 

4.08 
(93) 

4.09 
(86) 

4.08 
(91) 

4.06 
(90) 

4.02 
(86) 

4.01 
(91) 

4.05 
(93) 

4.03 
(86) 

4.07 
(87) 

CHABS Student 4.13 
(149) 

4.11 
(153) 

3.96 
(141) 

4.03 
(147) 

4.12 
(144) 

4.10 
(143) 

4.10 
(150) 

4.18 
(152) 

4.13 
(136) 

4.14 
(139) 

CoBA Student 4.30 
(57) 

4.24 
(58) 

4.07 
(56) 

4.20 
(5) 

4.22 
(58) 

4.18 
(56) 

4.19 
(59) 

4.29 
(59) 

4.24 
(54) 

4.20 
(55) 

CommunityEngagement Staff 4.00 4.00 4.0 4.00 4.00 4.00 4.0 4.00 4.00 4.00 

CSM Student 4.28 
(64) 

4.31 
(62) 

4.3 
(61) 

4.31 
(62) 

4.28 
(60) 

4.20 
(54) 

4.30 
(60) 

4.43 
(63) 

4.22 
(60) 

4.33 
(57) 

FinanceandAdministraveServices Staff 3.87 
(39) 

3.92 
(38) 

4.03 
(37) 

4.03 
(37) 

4.03 
(35) 

3.82 
(34) 

3.74 
(39) 

3.84 
(38) 

3.92 
(25) 

3.89 
(37) 

OfficeofthePresident Staff 3.83 
(6) 

4.17 
(6) 

3.60 
(5) 

4.20 
(5) 

4.20 
(5) 

4.20 
(5) 

4.17 
(6) 

4.17 
(6) 

4.20 
(5) 

4.00 
(5) 

OpenUniversity Student 4.50 4.50 4.50 4.50 4.50 4.50 4.50 4.50 4.50 4.50 

StudentAffairs Staff 4.32 
(28) 

4.22 
(27) 

4.04 
(26) 

4.19 
(26) 

4.13 
(23) 

4.13 
(24) 

4.18 
(28) 

4.39 
(28) 

4.15 
(20) 

4.29 
(24) 

Transitory Student 4.50 4.50 4.50 4.50 4.50 4.50 4.50 5.00 4.50 4.50 

Undeclared Student 4.00 4.00 4.0 4.00 4.00 4.00 4.0 4.00 4.00 4.00 

Undeclared E Student 4.50 4.50 4.50 4.50 4.50 4.50 4.50 4.50 4.50 4.50 

UniversityAdvancement Staff 3.44 
(9) 

3.56 
(9) 

3.38 
(8) 

3.88 
(8) 

3.33 
(9) 

3.38 
(8) 

3.3 
(9) 

3.89 
(9) 

3.43 
(7) 

3.50 
(8) 

Numberofrespondentsinparenthesis:(n).The(n)isnotshownwhenthenumberofrespondentsisfewerthanfive. 
Blankcels:respondentsdidnotprovideananswertothequeson. 

PAGE SurveyandanalycspoweredbyTrito ™sclyn , 
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