
  
  

   

    
   

    
  

 
 

  

   
      
  

 

  
  

   
 

    
   

  

 

 

 

 
  

 

 

 

CUSTOMER SATISFACTION SURVEY 
R E C O R D S & R E G I S T R A T I O N S 

2 0 1 8 / 1 9 

SURVEY ITEMS 
Provides assistance to students on 
graduation, class registration, and 
transcripts. 

4.05 
OVERALL SATISFACTION WITH 
RECORDS & REGISTRATION 

319 
RESPONDENTS 

4.13 
RESOLVES PROBLEM EFFECTIVELY 

STRENGTHS & OPPORTUNITIES 

Below 3.0: Low 
3.00-3.59: Marginal 

3.60 - 4.29: Good 
4.30 & above: Excellent 

4.06 
EFFECTIVELY USES 
WEBSITE 

4.15 HELPFUL STAFF 

4.13 KNOWLEDGEABLE STAFF 

4.07 
PROVIDES EFFECTIVE 
ADVICE & GUIDANCE 

4.04 
RESPONSIVE TO 
REQUESTS 

4.05 
ACCESSIBLE TO 
CUSTOMERS 

4.11 
UNDERSTANDS 
CUSTOMER NEEDS 

S T R E N G T H S 
Understands My Needs and Requirements 
Facilitates Problem Resolution 
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 

Provides Effective Advice, Guidance 
Responds to Requests Within an Acceptable Time 
Accessible to Customers 



2019CSUSanMarcosCS 
Records&RegistraƟon 

ProvidesasistancetostudentsongraduaƟon,clasregistraƟon,andtranscripts. 

2019 Strengths 

UnderstandsMyNeedsandRequirements 
FaclitatesProblemResoluƟon 
HelpfulStaff 

319 
respondents 

2018 
468respondents OpportuniƟes 

ProvidesEffecƟveAdvice,Guidance 
RespondstoRequestsWithinanAceptableTime 
AcesibletoCustomers 

OveralSaƟsfacƟon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursaƟsfacƟonwithitduringthepast12monthsin 
meeƟngyourdepartment'sneeds? 

ExtremelySaƟsfied 39% 
121 
36%4.05 VerySaƟsfied 112 

17%SomewhatSaƟsfiedmean 51 

5% 
StandardDeviaƟon NotVerySaƟsfied 15 

0.99 
3%NotatalSaƟsfied 8 

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

1 
ThinkingofyourOVERALexperiencewithRecords&RegistraƟon,howwouldyourateyour 
saƟsfacƟonwithitduringthepast12months? 3.97 4.19 4.05 

2 Understandsmynedsandrequirements 4.02 4.20 4.11 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.01 4.17 4.05 

4 ResponsivetorequestsorproblemswithinanaceptableƟme 3.94 4.16 4.04 

5 ProvideseffecƟveadvice,support,andguidance 4.02 4.20 4.07 

6 FaclitatesproblemresoluƟon 4.00 4.24 4.13 

7 Knowledgeablestaff 4.10 4.25 4.13 

8 Helpfulstaff 4.10 4.30 4.15 

9 
EffecƟvelyuseswebsitesandsystemstoprovideacestoRecords&RegistraƟoninformaƟon 
andservices 4.04 4.25 4.06 

Changefromprioryearis Changeof0.09orgreaterBackground staƟsƟcalysignificant 

• SurveyPeriod:February20toMarch8,2019 
• 32departmentsacroscampusparƟcipated 
• 16,786-902staff,900faculty,and14,984studentswereinvitedtotakethesurvey 
• 1,815(11%)totalresponded.Staff-357,Faculty-119,Student-1,339 
• 10standardsaƟsfacƟonquesƟons+1NPS(opƟonal)+upto5supplementalquesƟonswereaskedineachsurveydepartment 
• VerbaƟmcomments:2standard(Likebest,Improve)plusupto2burningquesƟonsforeachdepartment 
• Contactusatvpfas@csusm.eduifyouhaveanyquesƟonsaboutthisreportorwouldlikeaddiƟonalin-depthanalysisofyoursurveydata 

PAGE SurveyandanalyƟcspoweredbyTritonlyƟcs™, 
1 OrganizaƟonalAsesmentsandStrategy,UCSanDiego 
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2019CSUSanMarcosCS 
Records&RegistraƟon 

ProvidesasistancetostudentsongraduaƟon,clasregistraƟon,andtranscripts. 

StrengthsandOpportuniƟesbySurveyQuesƟonWithAxesattheAverageQuesƟon AcesibletoCustomers 
MeanandAverageQuesƟonbyOveralSaƟsfacƟonCorelaƟon UnderstandsMyNeedsandRequirements 

CorelaƟonCoefficientAverage=0.83,MeanAverage=4.09 HelpfulStaff 
InfluenƟalStrengths KnowledgeableStaff 

HelpfulStaff FaclitatesProblemResoluƟon 
EffecƟvelyUsesWebsites,OnlineDocumentaƟon 
ProvidesEffecƟveAdvice,Guidance 
RespondstoRequestsWithinanAceptableTime 

ProvidesEffecƟveAdvice,Guidance 

RespondstoRequestsWithinanAceptableTime 

AcesibletoCustomers 

til

Strengths 

Fac atesProblemResoluƟon 

UnderstandsMyN edsandRequirements 

4.1 

Strengths InfluenƟalStrengths 
Higherthanaveragemeanscore, Higherthanaveragemeanscore, 
lowerthanaveragecorelaƟon. higherthanaveragecorelaƟon. 
"Kepupthegoodwork" "Kepaneyeon" 

SecondaryOpps PrimaryOpps 
Lowerthanaveragemeanscore, Lowerthanaveragemeanscore, 

0.80 0.82 0.84 0.86 0.88 0.90 0.92 lowerthanaveragecorelaƟon. higherthanaveragecorelaƟon. 

CorelaƟon "LowPriority" "ConcentrateEfforts" SecondaryOpportuniƟes PrimaryOpportuniƟes 

ListofStrengths&OpportuniƟesbyQuesƟonST-Strength|IS-InfluenƟalStrength|PO-PrimaryOpportunity|SO-SecondaryOpportunity 

# QuesƟon Mean Cor Str/Opps 

M
ea
n

 

2 Understandsmynedsandrequirements 4.11 0.92 IS 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.05 0.81 SO 

4 ResponsivetorequestsorproblemswithinanaceptableƟme 4.04 0.81 SO 

5 ProvideseffecƟveadvice,support,andguidance 4.07 0.85 PO 

6 FaclitatesproblemresoluƟon 4.13 0.84 IS 

7 Knowledgeablestaff 4.13 0.80 ST 

8 Helpfulstaff 4.15 0.79 ST 

9 EffecƟvelyuseswebsitesandsystemstoprovideacestoRecords&RegistraƟoninformaƟonandservices 4.06 0.80 SO 

https://Corela�onCoefficientAverage=0.83,MeanAverage=4.09


2019CSUSanMarcosCS 
Records&Regis traƟon 

SaƟsfacƟonMeanScoresbyDivisionandClasificaƟonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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CEHHS S t u d e n t 4 . 0 1 
( 8 6 ) 

4 . 0 3 
( 8 6 ) 

4 . 0 6 
( 7 9 ) 

4 . 0 0 
( 8 3 ) 

4 . 0 6 
( 8 4 ) 

4 . 0 9 
( 8 2 ) 

4 . 0 5 
( 8 6 ) 

4 . 0 8 
( 8 6 ) 

3 . 9 2 
( 8 3 ) 

CHABS S t u d e n t 4 . 0 8 
( 1 8 ) 

4 . 1 6 
( 1 8 ) 

4 . 0 3 
( 1 5 ) 

4 . 0 4 
( 1 1 5 ) 

4 . 1 0 
( 1 1 5 ) 

4 . 2 3 
( 1 1 1 ) 

4 . 1 6 
( 1 8 ) 

4 . 2 3 
( 1 8 ) 

4 . 0 8 
( 1 ) 

CoBA S t u d e n t 4 . 0 
( 5 4 ) 

4 . 1 
( 5 3 ) 

4 . 0 4 
( 5 3 ) 

4 . 0 6 
( 5 3 ) 

4 . 0 6 
( 5 3 ) 

4 . 0 6 
( 4 9 ) 

4 . 0 9 
( 5 3 ) 

4 . 0 9 
( 5 3 ) 

4 . 1 0 
( 5 1 ) 

CSM S t u d e n t 4 . 1 3 
( 4 0 ) 

4 . 1 3 
( 3 8 ) 

4 . 0 3 
( 3 7 ) 

4 . 0 5 
( 3 8 ) 

4 . 0 5 
( 3 9 ) 

4 . 0 5 
( 3 8 ) 

4 . 2 
( 3 6 ) 

4 . 1 6 
( 3 8 ) 

4 . 2 2 
( 3 6 ) 

OpenUniversity S t u d e n t 4 . 0 4 . 0 4 . 0 0 4 . 0 0 4 . 0 0 4 . 0 0 4 . 0 4 . 0 4 . 0 0 

Transitory S t u d e n t 4 . 0 4 . 2 5 4 . 6 7 4 . 5 0 4 . 0 0 4 . 2 5 4 . 2 5 4 . 5 0 4 . 2 5 

Undeclared E S t u d e n t 4 . 0 3 . 7 5 4 . 5 0 4 . 0 0 3 . 5 0 3 . 7 5 4 . 2 5 3 . 7 5 5 . 0 0 

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

PAGE Surveyandanaly Ɵcspowered ™scƟlybyTrit on , 
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