
  
   

  

   

    
       

   
    

    

 

  
 
    

 
  

   
 

    

 

 

   
   

    
   

   
 

    
   

  

 

 

 
  

 

 

 

 

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

S P O N S O R E D P R O J E C T S 
2 0 1 8 / 1 9 

SURVEY ITEMS Provides the University community support 

management. 

services at the central level relating to the 
administration of sponsored programs 
(grants and contracts), including award 

management, financial reporting, and cash 

3.14 
OVERALL SATISFACTION WITH OFFICE 
OF SPONSORED PROJECTS 

22 
RESPONDENTS 

-40 

3.29 
UNDERSTANDS 
CUSTOMER NEEDS 

Below 3.0: Low 
3.00-3.59: Marginal 

3.60 - 4.29: Good 
4.30 & above: Excellent 

3.65 
ACCESSIBLE TO 
CUSTOMERS 

3.29 
RESPONSIVE TO 
REQUESTS 

3.10 
PROVIDES EFFECTIVE 
ADVICE & GUIDANCE 

3.30 
RESOLVES PROBLEMS 
EFFECTIVELY 

3.19 KNOWLEDGEABLE STAFF 

3.48 HELPFUL STAFF 

3.22 
EFFECTIVELY USES 
WEBSITE 

NET PROMOTER SCORE 

3.48 
MOVING IN A POSITIVE DIRECTION 
TO MEET CUSTOMER NEEDS 

STRENGTHS & OPPORTUNITIES 

S T R E N G T H S 
Accessible to Customers 
Helpful Staff 
Moving in a Positive Direction 

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 

Provides Effective Advice, Guidance 
Knowledgeable Staff 
Effectively Uses Websites, Online Documentation 



2019CSUSanMarcosCS 
CSUSMCorporaonOfficeofSponsoredProjects(OSP) 

ProvidestheUniversitycommunitysupportservicesatthecentralevelrelangtotheadministraonofsponsoredprograms(grantsandcontracts),includingawardmanagement, 
financialreporng,andcashmanagement. 

22 
2019 Strengths 

AcesibletoCustomers 

HelpfulStaff 

MovinginaPosiveDirecon respondents 

2018 
38respondents Opportunies 

ProvidesEffecveAdvice,Guidance 
KnowledgeableStaff 
EffecvelyUsesWebsites,OnlineDocumentaon 

OveralSasfacon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursasfaconwithitduringthepast12monthsin 
meengyourdepartment'sneeds? 

ExtremelySasfied 14% 
3 

27%3.14 VerySasfied 6 

23%SomewhatSasfiedmean 5 

32% 
StandardDeviaon NotVerySasfied 7 

1.14 
5%NotatalSasfied 1 

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-OfficeofSponsoredProjects 
(OSP),howwouldyourateyoursasfaconwithitduringthepast12months? 

2 Understandsmyneedsandrequirements 

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

4 Responsivetorequestsorproblemswithinanacceptableme 

5 Provideseffecveadvice,support,andguidance 

6 Facilitatesproblemresoluon 

7 Knowledgeablestaff 

8 Helpfulstaff 

9 Movinginaposivedirecontomeetmyneeds 

10EffecvelyuseswebsitesandsystemstoprovideaccesstoCSUSMCorporaon-OSP 
informaonandservices 

4.11 

4.07 

4.04 

3.92 

3.98 

4.00 

4.00 

4.14 

4.02 

3.83 

3.55 

3.70 

3.74 

3.59 

3.47 

3.45 

3.57 

3.78 

3.39 

3.52 

3.14 

3.29 

3.65 

3.29 

3.10 

3.30 

3.19 

3.48 

3.48 

3.22 

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 
CSUSMCorporaonOfficeofSponsoredProjects(OSP) 

NetPromoterScore 
Below0-Low|0-19-Marginal|20-49-Good|50&above-Excelent 
TheCustomerSasfaconSurveyincludesthequeson“HowlikelyisitthatyouwouldshareaposiveimpresionofCSUSM 
Corporaon-OSPwithothers?”answeredonascalefrom0to10.TheNetPromoterScoreiscalculatedasfolows:thepercentfaling 
inthelowestsegment(redseconbelow)issubtractedfromthepercentfalinginthehighestsegment(blueseconbelow)to 
determinetheNetPromoter(NPS)score. 

2019 2018 

-40NPS -18NPS 

10.0%-50.0%=-40 35.7%-53.6%=-18 

Detractor Passive Promoter 

6543210 87 109 
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5% 
1 

5% 
1 

15% 
3 

5% 
1 

15% 
3 

5% 
1 

15% 
3 

25% 
5 

5% 
1 

5% 
1 

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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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 . 2 5 
( 8 ) 

3 . 5 0 
( 8 ) 

4 . 1 3 
( 8 ) 

3 . 8 8 
( 8 ) 

3 . 6 3 
( 8 ) 

3 . 8 6 
( 7 ) 

3 . 5 0 
( 8 ) 

4 . 0 0 
( 8 ) 

3 . 8 8 
( 8 ) 

3 . 2 9 
( 7 ) 

S t a ff 3 . 0 7 
( 1 4 ) 

3 . 1 5 
( 1 3 ) 

3 . 3 3 
( 1 2 ) 

2 . 9 2 
( 1 3 ) 

2 . 7 7 
( 1 3 ) 

3 . 0 0 
( 1 3 ) 

3 . 0 0 
( 1 3 ) 

3 . 1 5 
( 1 3 ) 

3 . 2 3 
( 1 3 ) 

3 . 1 8 
( 1 1 ) 

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

SasfaconMeanScoresbyDivisionandClasificaonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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AcademicAffairs Staff 3.33 
(6) 

3.50 
(6) 

3.20 
(5) 

3.17 
(6) 

3.00 
(6) 

3.50 
(6) 

3.3 
(6) 

3.50 
(6) 

3.67 
(6) 

3.17 
(6) 

CEHHS Faculty 2.50 2.50 4.0 4.00 3.50 4.00 3.50 4.00 3.50 4.00 

CHABS Faculty 3.25 3.75 4.0 3.50 3.50 3.67 3.50 4.00 3.50 3.00 

CSM Faculty 4.00 4.00 4.50 4.50 4.00 4.00 3.50 4.00 5.00 3.00 

FinanceandAdministraveServices Staff 2.00 2.00 3.0 1.50 1.50 1.50 1.0 1.50 1.50 1.00 

StudentAffairs Staff 3.40 
(5) 

3.20 
(5) 

3.60 
(5) 

3.20 
(5) 

3.00 
(5) 

3.00 
(5) 

3.40 
(5) 

3.40 
(5) 

3.40 
(5) 

3.75 

Numberofrespondentsinparenthesis:(n).The(n)isnotshownwhenthenumberofrespondentsisfewerthanfive. 
Blankcels:respondentsdidnotprovideananswertothequeson. 
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2019CSUSanMarcosCS 

CSUSMCorporationOficeofSponsoredProjects(OSP)-SupplementalQuestions 

HowoendoyouinteractwithOSP W ekly 
directly? 

Monthly 

Daily 

11 

8 

3 

0 2 4 6 8 10 12 

Total 
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