
  
  

   

      
    

     
   

   
     

     
   

 

 
  
    

 
  

    
   

      

 

 

  
  

    
   

   
 

    
   

  

 

 

 
  

 

 

 

 

CUSTOMER SATISFACTION SURVEY 
O F F I C E O F C O M M U N I C A T I O N S 

2 0 1 8 / 1 9 

Official source of news and information at 
California State University San Marcos, 
overseeing news and media relations, internal 
communications, publications, branding and 
marketing,social media and website 
development and support. The Office of 

SURVEY ITEMS 

Communications is NOT related to the 
academic Department of Communication. 

4.13 
OVERALL SATISFACTION WITH 
OFFICE OF COMMUNICATIONS 

328 
RESPONDENTS 

30 

4.06 
UNDERSTANDS 
CUSTOMER NEEDS 

Below 3.0: Low 
3.00-3.59: Marginal 

3.60 - 4.29: Good 
4.30 & above: Excellent 

4.18 
ACCESSIBLE TO 
CUSTOMERS 

4.07 
RESPONSIVE TO 
REQUESTS 

4.12 
PROVIDES EFFECTIVE 
ADVICE & GUIDANCE 

4.12 
RESOLVES PROBLEMS 
EFFECTIVELY 

4.28 KNOWLEDGEABLE STAFF 

4.24 HELPFUL STAFF 

4.20 
EFFECTIVELY USES 
WEBSITE 

NET PROMOTER SCORE 

4.11 
MOVING IN A POSITIVE DIRECTION 
TO MEET CUSTOMER NEEDS 

STRENGTHS & OPPORTUNITIES 

S T R E N G T H S 
Helpful Staff 
Accessible to Customers 
Effectively Uses Websites, Online Documentation 

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 

Understands My Needs and Requirements 
Provides Effective Advice, Guidance 
Responds to Requests Within an Acceptable Time 



2019CSUSanMarcosCS 
OfficeofCommunicaons 

OfficialsourceofnewsandinformaonatCaliforniaStateUniversitySanMarcos,overseingnewsandmediarelaons,internalcommunicaons,publicaons,brandingandmarkeng, 
socialmediaandwebsitedevelopmentandsupport.TheOfficeofCommunicaonsisNOTrelatedtotheacademicDepartmentofCommunicaon. 

2019 Strengths 

HelpfulStaff 
AcesibletoCustomers 
EffecvelyUsesWebsites,OnlineDocumentaon 

328 
respondents 

2018 
463respondents Opportunies 

UnderstandsMyNeedsandRequirements 
ProvidesEffecveAdvice,Guidance 
RespondstoRequestsWithinanAceptableTime 

OveralSasfacon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursasfaconwithitduringthepast12monthsin 
meengyourdepartment'sneeds? 

ExtremelySasfied 40% 
123 
39%4.13 VerySasfied 122 

17%SomewhatSasfiedmean 52 

StandardDeviaon NotVerySasfied 
4
1
% 

0.88 
1%NotatalSasfied 3 

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

ThinkingofyourOVERALexperiencewiththeOfficeofCommunicaons,howwouldyourate1 yoursasfaconwithitduringthepast12months? 4.10 4.18 4.13 

2 Understandsmynedsandrequirements 4.02 4.09 4.06 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.16 4.19 4.18 

4 Responsivetorequestsorproblemswithinanaceptableme 4.11 4.11 4.07 

5 Provideseffecveadvice,support,andguidance 4.11 4.18 4.12 

6 Faclitatesproblemresoluon 4.10 4.12 4.12 

7 Knowledgeablestaff 4.22 4.24 4.28 

8 Helpfulstaff 4.20 4.22 4.24 

EffecvelyuseswebsitesandsystemstoprovideacestotheOfficeofCommunicaons9 informaonandservices 4.22 4.21 4.20 

10Movinginaposivedirecontobeermeetmyneds 4.18 4.20 4.11 

Changeof0.09orgreaterChangefromprioryearisBackground stascalysignificant 

• 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 
OfficeofCommunicaons 

NetPromoterScore 
Below0-Low|0-19-Marginal|20-49-Good|50&above-Excelent 
TheCustomerSasfaconSurveyincludesthequeson“HowlikelyisitthatyouwouldshareaposiveimpresionofOfficeof 
Communicaonswithothers?”answeredonascalefrom0to10.TheNetPromoterScoreiscalculatedasfolows:thepercentfalingin 
thelowestsegment(redseconbelow)issubtractedfromthepercentfalinginthehighestsegment(blueseconbelow)todetermine 
theNetPromoter(NPS)score. 

2019 2018 

30NPS 23NPS 

50.5%-20.5%=30 47.1%-24.4%=23 

Detractor Passive Promoter 

6543210 87 109 
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1% 
3 

1% 
2 

1% 
3 

2% 
7 

1% 
3 

6% 
19 

8% 
23 

10% 
30 

19% 
55 

17% 
49 

34% 
9 

AboutNPS 
TheNetPromoterScore(NPS)iswidelyusedinbusinestodeterminegrowthpotenal[1].Differenttypesofcustomerscanhave 
posiveornegaveeffectsonthesucesofthesurveyunit.TheNPSidenfiesthemasfolows: 

Detractors 
Score0-6ontheRecommendqueson.Thesearedisasfiedcustomerswhowilnotpromoteorrecommendthesurveyunitataland 
mayprovidenegaveinformaontoothers. 

Pasives 
ScoreintheneutralseconsoftheRecommendqueson(7-8).Thesearepasive,neutralcustomers,who,whileperhapssasfied,are 
likelytodonothingtoacvelycontributetothesucesofthesurveyunit. 

Promoters 
Score9-10ontheRecommendqueson.Thesearesasfiedandenthusiasccustomers. 

TheNPSscorecanpotenalyrangefrom+100,wherealcustomersarePromoters,to-100,wherealcustomersareDetractors. 
EvaluaonoftheNPSisbasedonthefolowingscale: 

Below0–LOW 
0to19–MARGINAL 
20to49–GOOD 
50&above-EXCELENT 

Thecut-offpointsweredevelopedbyexaminingthedistribuonofNPSscoresfromover30surveydepartmentsratedbyover24,000 
totalcustomersfromsevenUniversies(CSUCalPoly,CSUChancelor'sOffice,CSUFulerton,CSUSanMarcos,UCDavis,UCRiverside, 
andUCSanDiego)parcipangincustomersurveys.AlongwithOveralSasfaconandunitStrengthsandOpportunies,theNPS 
providesanexternaly-validatedbenchmarktohelptrackprogresoverthecourseoffutureevaluaons. 

[1]Reichheld,FrederickF.(December2003)."OneNumberYouN edtoGrow".HarvardBusinesReview. 

PAGE SurveyandanalycspoweredbyTritonlycs™, 
2 OrganizaonalAsesmentsandStrategy,UCSanDiego 
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2019CSUSanMarcosCS 
OfficeofCommunicaons 

OfficialsourceofnewsandinformaonatCaliforniaStateUniversitySanMarcos,overseingnewsandmediarelaons,internalcommunicaons,publicaons,brandingandmarkeng, 
socialmediaandwebsitedevelopmentandsupport.TheOfficeofCommunicaonsisNOTrelatedtotheacademicDepartmentofCommunicaon. 

StrengthsandOpportuniesbySurveyQuesonWithAxesattheAverageQueson EffecvelyUsesWebsites,OnlineDocumentaon 
MeanandAverageQuesonbyOveralSasfaconCorelaon MovinginaPosiveDirecon 

CorelaonCoefficientAverage=0.82,MeanAverage=4.15 RespondstoRequestsWithinanAceptableTime 

EffecvelyUsesWebsites,OnlineDocumentaon 

FaclitatesProblemResoluon 
4.1 

ProvidesEffecveAdvice,Guidance 

RespondstoRequestsWithinanAceptableTime 

AcesibletoCustomers 

SecondaryOpps PrimaryOpps 
Lowerthanaveragemeanscore, Lowerthanaveragemeanscore, 

0.76 0.78 0.80 0.82 0.84 0.86 0.88 lowerthanaveragecorelaon. higherthanaveragecorelaon. 

Corelaon "LowPriority" "ConcentrateEfforts" SecondaryOpportunies PrimaryOpportunies 

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

# Queson Mean Cor Str/Opps 

Strengths InfluenalStrengths HelpfulStaff 
KnowledgeableStaff KnowledgeableStaff 

FaclitatesProblemResoluon 
ProvidesEffecveAdvice,Guidance 
AcesibletoCustomers 
UnderstandsMyNeedsandRequirementsHelpfulStaff 

4.2 

M
ea
n

 

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

2 Understandsmynedsandrequirements 4.06 0.88 PO 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.18 0.82 IS 

4 Responsivetorequestsorproblemswithinanaceptableme 4.07 0.81 SO 

5 Provideseffecveadvice,support,andguidance 4.12 0.83 PO 

6 Faclitatesproblemresoluon 4.12 0.82 SO 

7 Knowledgeablestaff 4.28 0.75 ST 

8 Helpfulstaff 4.24 0.83 IS 

9 EffecvelyuseswebsitesandsystemstoprovideacestotheOfficeofCommunicaonsinformaonandservices 4.20 0.79 ST 

10 Movinginaposivedirecontobeerm etmyneds 4.11 0.82 PO 

https://Corela�onCoefficientAverage=0.82,MeanAverage=4.15
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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 9 
( 1 6 ) 

4 . 3 1 
( 1 3 ) 

4 . 3 6 
( 1 4 ) 

4 . 0 8 
( 1 3 ) 

4 . 3 6 
( 1 1 ) 

4 . 2 2 
( 9 ) 

4 . 3 1 
( 1 3 ) 

4 . 4 6 
( 1 3 ) 

4 . 2 3 
( 1 3 ) 

4 . 2 7 
( 1 1 ) 

S t a ff 4 . 0 7 
( 6 9 ) 

4 . 0 4 
( 7 0 ) 

3 . 9 7 
( 7 1 ) 

3 . 8 4 
( 6 8 ) 

4 . 0 6 
( 6 7 ) 

4 . 0 8 
( 6 2 ) 

4 . 3 4 
( 6 5 ) 

4 . 1 6 
( 6 8 ) 

4 . 1 1 
( 6 1 ) 

4 . 0 0 
( 6 5 ) 

S t u d e n t 4 . 1 4 
( 2 2 6 ) 

4 . 0 5 
( 2 2 0 ) 

4 . 2 3 
( 2 1 4 ) 

4 . 1 5 
( 1 9 1 ) 

4 . 1 2 
( 2 1 2 ) 

4 . 1 2 
( 1 9 6 ) 

4 . 2 6 
( 2 0 4 ) 

4 . 2 5 
( 2 0 2 ) 

4 . 2 3 
( 2 1 7 ) 

4 . 1 4 
( 2 1 2 ) 

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

PAGE Surveyandanaly cspoweredby ™sclyTrit on , 
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SasfaconMeanScoresbyDivisionandClasificaonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 

O
ve
ra
lS
a
sf
ac
on

 

Un
de
rs
ta
nd
sM
y
N

 ed
s

 
an
d
Re
qu
ire
m
en
ts

 

A
ce
sib
le
to
Cu
st
om
er
s

 

Re
sp
on
ds
to
Re
qu
es
ts

 
W
ith
in
an
A
ce
pt
ab
le

 
Ti
m
e

 

Pr
ov
id
es
Eff
ec
ve

 
A d
vi
ce
,G
ui
da
nc
e

 

Fa
c
lit
at
es
Pr
ob
le
m

 
Re
so
lu
on

 

Kn
ow
le
dg
ea
bl
e
St
aff

 

He
lp
fu
lS
ta
ff

 

Eff
ec
ve
ly
Us
es

 
W
eb
sit
es
,O
nl
in
e

 
Do
cu
m
en
ta
on

 

M
ov
in
g
in
a
Po
si
ve

 
D i
re
c
on

 

AcademicAffairs Faculty 4.00 4.0 3.00 4.0 5.00 4.00 

Staff 3.94 
(18) 

3.76 
(17) 

3.83 
(18) 

3.82 
(17) 

3.82 
(17) 

3.93 
(15) 

4.07 
(15) 

4.00 
(15) 

3.83 
(18) 

3.82 
(17) 

CEHHS Faculty 4.00 4.00 4.0 4.00 4.00 4.00 4.0 4.00 4.00 4.00 

Student 4.08 
(50) 

4.09 
(45) 

4.20 
(46) 

4.12 
(42) 

4.22 
(45) 

4.12 
(43) 

4.21 
(43) 

4.21 
(43) 

4.21 
(47) 

4.11 
(46) 

CHABS Faculty 4.22 
(9) 

4.38 
(8) 

4.50 
(8) 

4.13 
(8) 

4.43 
(7) 

4.20 
(5) 

4.38 
(8) 

4.50 
(8) 

4.14 
(7) 

4.29 
(7) 

Student 4.15 
(104) 

4.04 
(103) 

4.27 
(100) 

4.14 
(86) 

4.11 
(97) 

4.12 
(89) 

4.29 
(96) 

4.23 
(94) 

4.25 
(103) 

4.18 
(99) 

COBA Faculty 4.00 

Student 4.25 
(32) 

4.03 
(32) 

4.16 
(32) 

4.13 
(30) 

4.00 
(31) 

4.03 
(30) 

4.13 
(30) 

4.10 
(30) 

4.17 
(29) 

4.10 
(29) 

CommunityEngagement Staff 3.00 2.50 3.00 4.00 4.00 4.0 3.50 4.00 4.00 

CSM Faculty 5.00 5.00 5.0 5.00 

Student 4.09 
(32) 

4.00 
(32) 

4.25 
(28) 

4.12 
(26) 

4.06 
(31) 

4.19 
(26) 

4.30 
(27) 

4.48 
(27) 

4.20 
(30) 

4.10 
(31) 

FinanceandAdministraveServices Staff 3.81 
(16) 

4.00 
(16) 

3.81 
(16) 

3.47 
(15) 

3.64 
(14) 

3.71 
(14) 

3.93 
(15) 

3.88 
(16) 

3.92 
(12) 

3.71 
(14) 

OfficeofthePresident Staff 4.67 
(6) 

4.50 
(6) 

4.50 
(6) 

4.33 
(6) 

4.67 
(6) 

4.80 
(5) 

4.83 
(6) 

4.67 
(6) 

4.33 
(6) 

4.67 
(6) 

OpenUniversity Student 4.33 4.67 4.67 5.00 4.67 4.33 4.67 4.67 4.33 4.67 

President'sOffice Staff 4.00 4.00 4.0 4.00 4.00 4.00 4.0 4.00 4.00 4.00 

StudentAffairs Faculty 4.00 4.00 4.0 4.50 4.50 4.50 4.50 4.50 4.50 4.50 

Staff 3.79 
(14) 

3.77 
(13) 

3.85 
(13) 

3.62 
(13) 

3.85 
(13) 

4.00 
(12) 

4.25 
(12) 

3.92 
(13) 

3.78 
(9) 

3.58 
(12) 

Transitory Student 3.50 4.00 4.0 4.50 4.00 4.00 4.0 4.50 4.50 4.00 

Undeclared Student 4.00 4.00 3.0 3.00 4.00 4.00 5.0 3.00 3.00 3.00 

Undeclared E Student 4.50 4.50 4.50 5.00 4.50 4.50 4.50 4.50 4.50 4.00 

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

PAGE SurveyandanalycspoweredbyTrito ™sclyn , 
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UniversityAdvancement S t a ff 4 . 5 7 
( 1 4 ) 

4 . 6 0 
( 1 5 ) 

4 . 4 0 
( 1 5 ) 

4 . 2 7 
( 1 5 ) 

4 . 6 7 
( 1 5 ) 

4 . 4 3 
( 1 4 ) 

4 . 9 3 
( 1 5 ) 

4 . 7 3 
( 1 5 ) 

4 . 7 9 
( 1 4 ) 

4 . 5 7 
( 1 4 ) 

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