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2022CSUSanMarcosCS 
CSUSMCorporaƟonOfficeofSponsoredProjects(OSP) 

Providespost-awardgrantandcontractsservices.Partnerswithfacultyandstafftoprovidehigh-qualityadministraƟonbystewardingexternalfundingandpromoƟngsound 
managementpracƟces. 

22 
2022 Strengths 

HelpfulStaff 

KnowledgeableStaff 

MovinginaPosiƟveDirecƟon respondents 

2019 
22respondents OpportuniƟes 

UnderstandsMyN edsandRequirements 
ProvidesEffecƟveAdvice,Guidance 
FaclitatesProblemResoluƟon 

OveralSaƟsfacƟon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursaƟsfacƟonwithitduringthepast12monthsin 
meeƟngyourdepartment'sneeds? 

ExtremelySaƟsfied 14% 
3 

38%3.24 VerySaƟsfied 8 

24%SomewhatSaƟsfiedmean 5 

StandardDeviaƟon NotVerySaƟsfied 
5% 
1 

1.31 
19%NotatalSaƟsfied 4 

MeanScoresBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent MeanScore 2022changefrom 

# QuesƟon 2018 2019 2022 

1 
ThinkingofyourOVERALLexperiencewithCSUSMCorporaƟon-OfficeofSponsoredProjects 
(OSP),howwouldyourateyoursaƟsfacƟonwithitduringthepast12months? 

2 Understandsmyneedsandrequirements 

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

4 ResponsivetorequestswithinanacceptableƟmeframe 

5 ProvideseffecƟveadvice,support,andguidance 

6 FacilitatesproblemresoluƟon 

7 Knowledgeablestaff 

8 Helpfulstaff 

9 MovinginaposiƟvedirecƟontomeetmyneeds 

10 EffecƟvelyuseswebsitetoprovideaccesstoinformaƟonandservices 

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 

3.24 

3.20 

3.50 

3.50 

3.25 

3.42 

3.55 

3.60 

3.53 

3.50 

prioryear 

Change-
Increase/Decreaseof 
0.09orgreater 

Background 

• 4thannualCustomerSaƟsfacƟonSurvey 

• SurveyPeriod:April18-May20,2022;32departmentsparƟcipated 

• 16,691totalinvitedtoparƟcipate(906staff,937faculty,and14,848students) 

• 999(6%)responded(246staff,63faculty,690students) 

• 10standardsaƟsfacƟonquesƟons,1NPS,upto5supplementalquesƟons, 

and3open-endedquesƟons(like,improve,recogniƟon) 

• Contactvpfas@csusm.eduforquesƟonsaboutthisreportoraddiƟonalanalysisofsurveydata 

PAGE SurveyandanalyƟcspoweredbyTritonlyƟcs™,OrganizaƟonalAsesmentsandStrategy,UCSanDiego
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2022CSUSanMarcosCS 
CSUSMCorporaƟonOfficeofSponsoredProjects(OSP) 

Providespost-awardgrantandcontractsservices.Partnerswithfacultyandstafftoprovidehigh-qualityadministraƟonbystewardingexternalfundingandpromoƟngsound 
managementpracƟces. 

2022SaƟsfacƟonQuesƟonResponseFrequencies 

ResponseFrequenciesBreakdown Mean 

ThinkingofyourOVERALexperiencewithCSUSMCorporaƟon-Officeof 
1 SponsoredProjects(OSP),howwouldyourateyoursaƟsfacƟonwithit 
duringthepast12months? 

52% 
(11) 

24% 24% 
(5) (5) 

2 Understandsmynedsandrequirements 
60% 
(12) 

10% 
(2) 

30% 
(6) 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 
55% 
(11) 

30% 
(6) 

15% 
(3) 

4 ResponsivetorequestswithinanaceptableƟmeframe 
65% 
(13) 

10% 
(2) 

25% 
(5) 

5 ProvideseffecƟveadvice,support,andguidance 
55% 
(11) 

15% 
(3) 

30% 
(6) 

6 FaclitatesproblemresoluƟon 
63% 
(12) 

11% 
(2) 

26% 
(5) 

7 Knowledgeablestaff 
65% 
(13) 

10% 
(2) 

25% 
(5) 

8 Helpfulstaff 
70% 
(14) 

10% 
(2) 

20% 
(4) 

9 MovinginaposiƟvedirecƟontom etmyneds 
74% 
(14) 

5
(
% 
1) 

21% 
(4) 

10 EffecƟvelyuseswebsitetoprovideacestoinformaƟonandservices 
61% 
(11) 

17% 
(3) 

22% 
(4) 

3.24 

3.20 

3.50 

3.50 

3.25 

3.42 

3.5 

3.60 

3.53 

3.50 

Very/ExtremelySaƟsfied SomewhatSaƟsfied NotVery/NotAtAlSaƟsfied 

Mean(Average)Scores-Below3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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2022CSUSanMarcosCS 
CSUSMCorporaƟonOfficeofSponsoredProjects(OSP) 

NetPromoterScore 
Below0-Low|0-19-Marginal|20-49-Good|50&above-Excelent 
TheCustomerSaƟsfacƟonSurveyincludesthequesƟon“HowlikelyisitthatyouwouldshareaposiƟveimpresionofCSUSM 
CorporaƟon-OfficeofSponsoredProjects(OSP)withothers?(10beingextremelylikelyand0beingnotata likely)”answeredona 
scalefrom0to10.TheNetPromoterScoreiscalculatedasfolows:thepercentfalinginthelowestsegment(redsecƟonbelow)is 
subtractedfromthepercentfalinginthehighestsegment(bluesecƟonbelow)todeterminetheNetPromoter(NPS)score. 

2018 2019 2022 

-18NPS 

35.7%-53.6%=-18 
-40NPS 

10.0%-50.0%=-40 
-10NPS 

23.8%-33.3%=-10 

NPSBreakdownfor2022 
Detractor Pasive Promoter 

0 1 2 3 4 5 6 7 8 9 10 

5% 5% 10% 5% 10% 14% 29% 5% 19% 
1 1 2 1 2 3 6 1 4 

AboutNPS 
TheNetPromoterScore(NPS)iswidelyusedinbusinestodeterminegrowthpotenƟal[1].Differenttypesofcustomerscanhave 
posiƟveornegaƟveeffectsonthesucesofthesurveyunit.TheNPSidenƟfiesthemasfolows: 

Detractors 
Score0-6ontheRecommendquesƟon.ThesearedisaƟsfiedcustomerswhowilnotpromoteorrecommendthesurveyunitataland 
mayprovidenegaƟveinformaƟontoothers. 

Pasives 
ScoreintheneutralsecƟonsoftheRecommendquesƟon(7-8).Thesearepasive,neutralcustomers,who,whileperhapssaƟsfied,are 
likelytodonothingtoacƟvelycontributetothesucesofthesurveyunit. 

Promoters 
Score9-10ontheRecommendquesƟon.ThesearesaƟsfiedandenthusiasƟccustomers. 

TheNPSscorecanpotenƟalyrangefrom+100,wherealcustomersarePromoters,to-100,wherealcustomersareDetractors. 
EvaluaƟonoftheNPSisbasedonthefolowingscale: 

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

Thecut-offpointsweredevelopedbyexaminingthedistribuƟonofNPSscoresfromover30surveydepartmentsratedbyover24,000 
totalcustomersfromsevenUniversiƟes(CSUCalPoly,CSUChancelor'sOffice,CSUFulerton,CSUSanMarcos,UCDavis,UCRiverside, 
andUCSanDiego)parƟcipaƟngincustomersurveys.AlongwithOveralSaƟsfacƟonandunitStrengthsandOpportuniƟes,theNPS 
providesanexternaly-validatedbenchmarktohelptrackprogresoverthecourseoffutureevaluaƟons. 

[1]Reichheld,FrederickF.(December2003)."OneNumberYouN edtoGrow".HarvardBusinesReview. 
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2022CSUSanMarcosCS 
CSUSMCorporaƟonOfficeofSponsoredProje cts(O SP) 

SaƟsfacƟonMeanScoresbyClasificaƟonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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A c a d e m i c / F a c u l t y 2 . 2 9 
( 7 ) 

2 . 1 7 
( 6 ) 

2 . 6 7 
( 6 ) 

2 . 5 7 
( 7 ) 

2 . 1 4 
( 7 ) 

2 . 5 0 
( 6 ) 

2 . 5 0 
( 6 ) 

2 . 6 7 
( 6 ) 

2 . 3 3 
( 6 ) 

2 . 7 5 

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

3 . 6 4 
( 1 4 ) 

3 . 8 6 
( 1 4 ) 

4 . 0 0 
( 1 3 ) 

3 . 8 5 
( 1 3 ) 

3 . 8 5 
( 1 3 ) 

4 . 0 0 
( 1 4 ) 

4 . 0 0 
( 1 4 ) 

4 . 0 8 
( 1 3 ) 

3 . 7 1 
( 1 4 ) 

Numberofrespondentsin parenth esis :(n).The(n)is notshownwhenth enumberofrespondentsis fewerth anfive 
Bla nkcels :respondentsdid notprovid eananswertoth equesƟon. 
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2022CSUSanMarcosCS 
CSUSMCorporaƟonOfficeofSponsoredProjects(OSP) 

SaƟsfacƟonMeanScoresbyDivisionandClasificaƟonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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AcademicAffairs Academic/Faculty 2.29 
(7) 

2.17 
(6) 

2.67 
(6) 

2.57 
(7) 

2.14 
(7) 

2.50 
(6) 

2.50 
(6) 

2.67 
(6) 

2.33 
(6) 

2.75 

Staff 3.50 
(10) 

3.40 
(10) 

3.60 
(10) 

3.78 
(9) 

3.56 
(9) 

3.56 
(9) 

3.90 
(10) 

3.80 
(10) 

3.78 
(9) 

3.40 
(10) 

FinanceandAdministraƟve 
Services 

Staff 4.25 4.25 4.50 4.50 4.50 4.50 4.25 4.50 4.75 4.50 

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