
  
   

 

   

   
    

    
     

 

 
 

  

  

    
    

      

 

 

 

 
  

 

 

 

 

 

  
  

    
   

   
 

    
   

CUSTOMER SATISFACTION SURVEY 
C S U S M C O R P O R A T I O N - B U S I N E S S S E R V I C E S 

& F I N A N C E 
2 0 1 8 / 1 9 

SURVEY ITEMS 
Management of campus programs, 

business and financial operations, ensures 
compliance with all policies, procedures 

and laws for all Corporation activity. 

3.52 
OVERALL SATISFACTION WITH 
BUSINESS SERVICES & 
FINANCE 

23 
RESPONDENTS 

3.71 
MOVING IN A POSITIVE DIRECTION 
TO MEET CUSTOMER NEEDS 

STRENGTHS & OPPORTUNITIES 

3.59 
UNDERSTANDS 
CUSTOMER NEEDS 

3.65 
ACCESSIBLE TO 
CUSTOMERS 

3.64 
RESPONSIVE TO 
REQUESTS 

3.68 
PROVIDES EFFECTIVE 
ADVICE & GUIDANCE 

3.81 
RESOLVES PROBLEMS 
EFFECTIVELY 

3.95 KNOWLEDGEABLE STAFF 

3.91 HELPFUL STAFF 

3.24 
EFFECTIVELY USES 
WEBSITE 

Below 3.0: Low 
3.00-3.59: Marginal 

3.60 - 4.29: Good 
4.30 & above: Excellent 

S T R E N G T H S 
Knowledgeable Staff 
Helpful Staff 
Facilitates Problem Resolution 

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, Online Documentation 
Understands My Needs and Requirements 
Responds to Requests Within an Acceptable Time 



2019CSUSanMarcosCS 
CSUSMCorporaon-BusinesServices&Finance 

Managementofcampusprograms,businesandfinancialoperaons,ensurescompliancewithalpolicies,proceduresandlawsforalCorporaonacvity. 

23 
2019 Strengths 

KnowledgeableStaff 

HelpfulStaff 

FaclitatesProblemResoluon respondents 

2018 
50respondents Opportunies 

EffecvelyUsesWebsites,OnlineDocumentaon 
UnderstandsMyN edsandRequirements 
RespondstoRequestsWithinanAceptableTime 

OveralSasfacon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursasfaconwithitduringthepast12monthsin 
meengyourdepartment'sneeds? 

3.52 
ExtremelySasfied 

VerySasfied 

5% 
1 

52% 
11 

mean SomewhatSasfied 
33% 
7 

StandardDeviaon 
0.73 

NotVerySasfied 
10% 
2 

NotatalSasfied 

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

Changeof0.09orgreaterBackground 

# Queson 2017 2018 2019 

1 
ThinkingofyourOVERALLexperiencewithCSUSMCorporaon-BusinessServices&Finance, 
howwouldyourateyoursasfaconwithitduringthepast12months? 

2 Understandsmyneedsandrequirements 

3 Accessibletocustomers(viaphone,voicemail,e-mail,etc.) 

4 Responsivetorequestsorproblemswithinanacceptableme 

5 Provideseffecveadvice,support,andguidance 

6 Facilitatesproblemresoluon 

7 Knowledgeablestaff 

8 Helpfulstaff 

9 EffecvelyuseswebsitesandsystemstoprovideaccesstoCSUSMCorporaon-Business 
Services&Financeinformaonandservices 

10Movinginaposivedirecontomeetmyneeds 

3.89 

3.96 

3.99 

3.85 

3.92 

3.92 

4.08 

4.14 

3.82 

3.91 

3.86 

3.85 

3.74 

3.84 

3.73 

3.76 

3.79 

3.95 

3.70 

3.74 

3.52 

3.59 

3.65 

3.64 

3.68 

3.81 

3.95 

3.91 

3.24 

3.71 

prioryear 

• 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 
CSUSMCorporaon-Busin esServic es&Fin ance 

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 3 . 5 0 3 . 4 0 
( 5 ) 

3 . 0 0 
( 5 ) 

3 . 2 0 
( 5 ) 

3 . 2 0 
( 5 ) 

3 . 7 5 3 . 6 0 
( 5 ) 

3 . 2 0 
( 5 ) 

2 . 2 0 
( 5 ) 

3 . 2 0 
( 5 ) 

S t a ff 3 . 5 3 
( 1 7 ) 

3 . 6 5 
( 1 7 ) 

3 . 8 7 
( 1 5 ) 

3 . 7 6 
( 1 7 ) 

3 . 8 2 
( 1 7 ) 

3 . 8 2 
( 1 7 ) 

4 . 0 6 
( 1 7 ) 

4 . 1 2 
( 1 7 ) 

3 . 5 6 
( 1 6 ) 

3 . 8 8 
( 1 6 ) 

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 
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AcademicAffairs Staff 3.43 
(7) 

3.57 
(7) 

3.71 
(7) 

3.71 
(7) 

3.57 
(7) 

3.71 
(7) 

4.14 
(7) 

3.86 
(7) 

3.00 
(6) 

3.86 
(7) 

CHABS Faculty 3.33 3.25 2.75 3.00 3.25 3.67 3.50 3.00 2.00 3.00 

FinanceandAdministraveServices Staff 3.83 
(6) 

4.00 
(6) 

4.80 
(5) 

4.33 
(6) 

4.33 
(6) 

4.33 
(6) 

4.3 
(6) 

4.67 
(6) 

4.50 
(6) 

4.17 
(6) 

President'sOffice Staff 4.00 3.00 4.00 4.00 4.00 4.0 4.00 3.00 4.00 

StudentAffairs Faculty 4.00 4.00 4.0 4.00 3.00 4.00 4.0 4.00 3.00 4.00 

Staff 3.00 3.33 2.67 2.67 3.33 3.00 3.3 3.67 3.00 3.00 

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