
  
   

   

     
      

   
 

    
   

 
 

  

    
   

 

  
  

 

   
 

    
   

  

 

 

 

 
  

 

 

CUSTOMER SATISFACTION SURVEY 
S T U D E N T H E A L T H & C O U N S E L I N G 

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

Provides health and wellness services to SURVEY ITEMS 
CSUSM students as they strive to achieve 
their academic goals. 

4.26 
OVERALL SATISFACTION WITH 
STUDENT HEALTH & 
COUNSELING SERVICES 

376 
RESPONDENTS 

50 
NET PROMOTER SCORE 

Below 3.0: Low 
3.00-3.59: Marginal 

3.60 - 4.29: Good 
4.30 & above: Excellent 

4.26 
EFFECTIVELY USES 
WEBSITE 

4.39 HELPFUL STAFF 

4.43 KNOWLEDGEABLE STAFF 

4.33 
PROVIDES EFFECTIVE 
ADVICE & GUIDANCE 

4.34 
ACCESSIBLE TO 
CUSTOMERS 

4.32 
UNDERSTANDS 
CUSTOMER NEEDS 

STRENGTHS & OPPORTUNITIES 

S T R E N G T H S 
Understands My Needs and Requirements 
Provides Effective Advice, Guidance 
Knowledgeable 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 

Effectively Uses Websites, Online Documentation 
Ease of Counseling Appointments 



2019CSUSanMarcosCS 
StudentHealth&CounselingServices(SHCS) 

ProvideshealthandwelnesservicestoCSUSMstudentsastheystrivetoachievetheiracademicgoals. 

2019 Strengths 

UnderstandsMyNeedsandRequirements376 ProvidesEffecveAdvice,Guidance 
KnowledgeableStaff 

respondents 

2018 
496respondents Opportunies 

EffecvelyUsesWebsites,OnlineDocumentaon 
EaseofCounselingAppointments 

OveralSasfacon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursasfaconwithitduringthepast12monthsin 
meengyourdepartment'sneeds? 

4.26 
ExtremelySasfied 

VerySasfied 
34% 
121 

50% 
178 

mean SomewhatSasfied 
11% 
40 

StandardDeviaon 
0.94 

NotVerySasfied 

NotatalSasfied 

2% 
8 

3% 
10 

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

1 
ThinkingofyourOVERALexperiencewithStudentHealth&CounselingServices(SHCS),how 
wouldyourateyoursasfaconwithitduringthepast12months? 4.28 4.39 4.26 

2 Understandsmynedsandrequirements 4.31 4.42 4.32 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.29 4.34 4.34 

4 Provideseffecveadvice,support,andguidance 4.31 4.39 4.33 

5 Knowledgeablestaff 4.35 4.44 4.43 

6 Helpfulstaff 4.36 4.46 4.39 

7 
EffecvelyuseswebsitesandsystemstoprovideacestoStudentHealth&Counseling 
Services(SHCS)informaonandservices 4.22 4.28 4.26 

8 Responsivetorequestsformedicalappointmentswithinanaceptableme 4.34 

9 InialCounselingappointmentsareeasytoobtain 4.03 

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 

    
     

            
           

    

       

     

 

 

            
    

         

      

                         

 

 

 

  

   

    
   

 

    
   

        
            
   

 

 

               

 

  
 

       
    
              
             

                    
               
                     

     
      

    
 

 

    

S

l s

l
L

l

l

L

e

c s

c s

c

l

s

ss



2019CSUSanMarcosCS 
StudentHealth&CounselingServices(SHCS) 

NetPromoterScore 
Below0-Low|0-19-Marginal|20-49-Good|50&above-Excelent 
TheCustomerSasfaconSurveyincludesthequeson“HowlikelyisitthatyouwouldshareaposiveimpresionofStudentHealth 
&CounselingServices(SHCS)withothers?”answeredonascalefrom0to10.TheNetPromoterScoreiscalculatedasfolows:the 
percentfalinginthelowestsegment(redseconbelow)issubtractedfromthepercentfalinginthehighestsegment(bluesecon 
below)todeterminetheNetPromoter(NPS)score. 

2019 2018 

50NPS 53NPS 

64.9%-14.4%=50 65.3%-12.0%=53 

Detractor Pasive Promoter 

6543210 87 109 

2% 
7 

1% 
2 

1% 
5 

1% 
2 

2% 
6 

4% 
13 

5% 
16 

7% 
26 

13% 
47 

16% 
58 

48% 
171 

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 
StudentHealth&CounselingServices(SHCS) 

ProvideshealthandwelnesservicestoCSUSMstudentsastheystrivetoachievetheiracademicgoals. 

StrengthsandOpportuniesbySurveyQuesonWithAxesattheAverageQueson EaseofCounselingAppointments 
MeanandAverageQuesonbyOveralSasfaconCorelaon EffecvelyUsesWebsites,OnlineDocumentaon 

CorelaonCoefficientAverage=0.7,MeanAverage=4.30 ResponsivetoMedicalAppointmentRequests 
Strengths 

EffecvelyUsesWebsites,OnlineDocumentaon 

AcesibletoCustomers 

UnderstandsMyN edsandRequirements 

InfluenalStrengths 

KnowledgeableStaff 

ProvidesEffecveAdvice,Guidance 
HelpfulStaff 
AcesibletoCustomers 
KnowledgeableStaff 
UnderstandsMyNeedsandRequirements 

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

SecondaryOpps PrimaryOpps 
Lowerthanaveragemeanscore, Lowerthanaveragemeanscore, 

M
ea
n

 

4.4 

4.3 

4.2 

4.1 

HelpfulStaff 

EaseofCounselingAppointments 

0.55 0.60 0.65 0.70 0.75 0.80 0.85 0.90 lowerthanaveragecorelaon. higherthanaveragecorelaon. 

Corelaon "LowPriority" "ConcentrateEfforts" SecondaryOpportunies PrimaryOpportunies 

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

# Queson Mean Cor Str/Opps 

2 Understandsmynedsandrequirements 4.32 0.88 IS 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.34 0.72 ST 

4 Provideseffecveadvice,support,andguidance 4.33 0.87 IS 

5 Knowledgeablestaff 4.43 0.82 IS 

6 Helpfulstaff 4.39 0.81 IS 

7 
EffecvelyuseswebsitesandsystemstoprovideacestoStudentHealth&CounselingServices(SHCS)informaonand 
services 

4.26 0.77 PO 

8 Responsivetorequestsformedicalappointmentswithinanaceptableme 4.34 0.75 ST 

9 InialCounselingappointmentsareeasytoobtain 4.03 0.55 SO 

https://Corela�onCoefficientAverage=0.7,MeanAverage=4.30


2019CSUSanMarcosCS 
StudentHealth &Counselin gServic es(S HCS) 

SasfaconMeanScoresbyDivisionandClasificaonBelow3.00-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 . 2 8 
( 7 1 ) 

4 . 4 2 
( 6 7 ) 

4 . 5 0 
( 6 8 ) 

4 . 4 1 
( 7 0 ) 

4 . 5 4 
( 7 0 ) 

4 . 4 9 
( 7 0 ) 

4 . 4 2 
( 6 5 ) 

4 . 4 2 
( 6 4 ) 

4 . 2 6 
( 5 4 ) 

CHABS S t u d e n t 4 . 2 8 
( 1 6 9 ) 

4 . 3 
( 1 7 1 ) 

4 . 2 9 
( 1 6 5 ) 

4 . 3 4 
( 1 6 8 ) 

4 . 4 3 
( 1 6 9 ) 

4 . 3 9 
( 1 6 9 ) 

4 . 2 4 
( 1 5 7 ) 

4 . 3 6 
( 1 4 8 ) 

3 . 8 6 
( 1 3 8 ) 

CoBA S t u d e n t 4 . 1 7 
( 4 2 ) 

4 . 1 7 
( 4 2 ) 

4 . 3 7 
( 4 1 ) 

4 . 1 5 
( 4 0 ) 

4 . 3 3 
( 4 2 ) 

4 . 3 1 
( 4 2 ) 

4 . 2 9 
( 3 8 ) 

4 . 3 6 
( 3 6 ) 

4 . 2 2 
( 3 7 ) 

CSM S t u d e n t 4 . 2 
( 6 7 ) 

4 . 3 0 
( 6 7 ) 

4 . 2 8 
( 6 5 ) 

4 . 3 1 
( 6 7 ) 

4 . 3 6 
( 6 7 ) 

4 . 3 3 
( 6 7 ) 

4 . 1 
( 6 2 ) 

4 . 2 3 
( 6 1 ) 

4 . 1 0 
( 5 9 ) 

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

Transitory S t u d e n t 4 . 0 4 . 0 5 . 0 0 5 . 0 0 5 . 0 0 5 . 0 0 4 . 0 4 . 0 4 . 0 0 

Undeclared S t u d e n t 4 . 5 0 4 . 5 0 5 . 0 0 4 . 5 0 4 . 5 0 4 . 5 0 4 . 5 0 4 . 0 4 . 0 0 

Undeclared E S t u d e n t 5 . 0 5 . 0 5 . 0 0 5 . 0 0 5 . 0 0 5 . 0 0 5 . 0 5 . 0 5 . 0 0 

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

PAGE Surveyandanaly cspowered ™sclybyTrit on , 
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    S2019CSUSanMarcosCS 

StudentHealthandCounselingServices(SHCS)-SupplementalQuestions 

HowdidyoufindoutaboutSHCS 
services?Checkallthatapply 

Orientaon 

Word-of-mouth 

Othercampusoffices/staff/faculty 

OutreachPrograms 

Other,pleasespecify: 

Pleaseselecthowyouhavehad 
contactwithSHCSoutsideourfacility 
(Checkallthatapply): 

Noothercontact 

Studentevents 

Classroompresentaons 

Outreachevents 

Other,pleasespecify: 

205 

143 

118 

38 

35 

152 

97 

90 

60 

23 

0 50 100 150 200 

Total 
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2019CSUSanMarcosCS 

StudentHealthandCounselingServices(SHCS)-SupplementalOther 

QuestionText AnswerText 

Howdidyoufindoutabout Athletics 
SHCSservices?Checkalthat 
apply beingoncampus 

Csusmwebsite 

EDUC350class 

Email 

Eventsandprograms 

ExtendedLearningcenter 

felowstudent 

fliers 

hadtakepaperworkthere 

Hadtogetsomethingfromthere 

Immunizationrecordsubmision 

Inthemap 

internet 

Looked 

LookedforinfoonCSUSM website 

Lookedupoptions 

MMRhold 
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2019CSUSanMarcosCS 

StudentHealthandCounselingServices(SHCS)-SupplementalOther 

QuestionText AnswerText 

Howdidyoufindoutabout N/Aneverheard 
SHCSservices?Checkalthat 

Onlineapply 
Othercampusofices/staf/faculty 
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2019CSUSanMarcosCS 

StudentHealthandCounselingServices(SHCS)-SupplementalOther 

QuestionText AnswerText 

Howdidyoufindoutabout Other,pleasespecify 
SHCSservices?Checkalthat 

professorsapply 
Schoolwebsite 

student 

Theyemailedmerequestingrecords. 

TrainingforResidentAdvisorroleatCSUSMHousing 

UVAandQuadHousing 

walkinforclaspresentation 

Website 

whentheysentanemailthatsaidIwasnotclearedtocontinueclasesbecausetheyhadnomedicalrecordsofme 

Pleaseselecthowyouhavehad Appointment 
contactwithSHCSoutsideour 

counselorfaclity(Checkalthatapply): 
Csusmwebsite 

Dropincounseling 

E-mail 

Email 

Forcedtotakemetooclasonlone 
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2019CSUSanMarcosCS 

StudentHealthandCounselingServices(SHCS)-SupplementalOther 

QuestionText AnswerText 

Pleaseselecthowyouhavehad getingmedicationwhenIhadacold 
contactwithSHCSoutsideour 

Iwalkinregularlyfaclity(Checkalthatapply): 
immunizationrecordsandTB 

Never 

OnetimetogetaTBtestforwork 

Other,pleasespecify: 

personal 

personalgmail 

Requirementforclas 

Sportsthroughtheschool 

turninginshotrecord 

Walk-in 

Walkingtocampus 

Wentinmyself 
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