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2022CSUSanMarcosCS 
FiscalServices 

Responsibleforgeneralacounng,financialcontrols&compliance,andfinancialreporng&analysisfortheUniversityanditsauxliaries. 

34 
2022 Strengths 

KnowledgeableStaff 
HelpfulStaff 
ProvidesEffecveAdvice,Guidance 

respondents 

2019 
39respondents Opportunies 

MovinginaPosiveDirecon 
RespondstoRequestsWithinanAceptableTimeFrame 
UnderstandsMyN edsandRequirements 

OveralSasfacon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursasfaconwithitduringthepast12monthsin 
meengyourdepartment'sneeds? 

ExtremelySasfied 
24% 
8 

3.91 VerySasfied 
48% 
16 

21%SomewhatSasfiedmean 7 

6%
StandardDeviaon NotVerySasfied 20.83 

NotatalSasfied 

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

2022changefrom 
prioryear# Queson 2018 2019 2022 

ThinkingofyourOVERALexperiencewithFiscalServices,howwouldyourateyoursasfacon1 withitduringthepast12months? 4.22 4.11 3.91 

2 Understandsmynedsandrequirements 4.23 4.00 3.85 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.20 4.22 3.88 

4 Responsivetorequestswithinanaceptablemeframe 4.23 4.06 3.70 

5 Provideseffecveadvice,support,andguidance 4.23 4.05 3.91 

6 Faclitatesproblemresoluon 4.26 4.03 3.88 

7 Knowledgeablestaff 4.37 4.11 4.03 

8 Helpfulstaff 4.49 4.35 3.97 

9 Effecvelyuseswebsitetoprovideacestoinformaonandservices 4.23 4.14 3.87 

10 Movinginaposivedirecontobeerm etmyneds 4.21 4.16 3.86 

Change-
Increase/Decreaseof 
0.09orgreater 

Background 

• 4thannualCustomerSasfaconSurvey 

• SurveyPeriod:April18-May20,2022;32departmentsparcipated 

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

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

• 10standardsasfaconquesons,1NPS,upto5supplementalquesons, 
and3open-endedquesons(like,improve,recognion) 

• Contactvpfas@csusm.eduforquesonsaboutthisreportoraddionalanalysisofsurveydata 
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2022CSUSanMarcosCS 
FiscalServices 

Responsibleforgeneralacounng,financialcontrols&compliance,andfinancialreporng&analysisfortheUniversityanditsauxliaries. 

2022SasfaconQuesonResponseFrequencies 

ResponseFrequenciesBreakdown Mean 

ThinkingofyourOVERALexperiencewithFiscalServices,howwouldyou1 rateyoursasfaconwithitduringthepast12months? 
73% 
(24) 

21% 6% 
(7) (2) 

2 Understandsmynedsandrequirements 
73% 
(24) 

18% 
(6) 

9% 
(3) 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 
76% 
(25) 

12% 
(4) 

12% 
(4) 

4 Responsivetorequestswithinanaceptablemeframe 
73% 
(24) 

9% 
(3) 

18% 
(6) 

5 Provideseffecveadvice,support,andguidance 
79% 
(26) 

9% 
(3) 

12% 
(4) 

6 Faclitatesproblemresoluon 
73% 
(24) 

15% 
(5) 

12% 
(4) 

7 Knowledgeablestaff 
79% 
(26) 

15% 
(5) 

6% 
(2) 

8 Helpfulstaff 
79% 
(26) 

12% 
(4) 

9% 
(3) 

9 Effecvelyuseswebsitetoprovideacestoinformaonandservices 
70% 
(21) 

23% 
(7) 

7% 
(2) 

10 Movinginaposivedirecontobeerm etmyneds 
69% 
(20) 

28% 3% 
(8) (1) 

3.91 

3.85 

3.8 

3.70 

3.91 

3.8 

4.03 

3.97 

3.87 

3.86 

Very/ExtremelySasfied SomewhatSasfied NotVery/NotAtAlSasfied 

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

PAGE 
nlycspoweredbyTrito ™sclyn ,OrganizaonalAsesmentsandStrategy,UCSanDiegoSurveyandaa 2 



    
 

  
                 
                    
                          

                     
          

 
                    
                

                     
     

                    
             

           

                   
         

   
     
    
    

                    
                   
                  
             

               

 

    
 

    
 

    

   

            

H likliittht ldh i i i fFi lS i ithth ?(10bi t llikl d0bi ttlllikl)

S

l
s

ll
l l l

s

____________________________________________________________________________________________________________________________ 

s
c s l

s l l

s
s

c s

l l l
l

L

0
l l
l

l s

e s

ss

2022CSUSanMarcosCS 
FiscalServices 

NetPromoterScore 
Below0-Low|0-19-Marginal|20-49-Good|50&above-Excelent 
TheCustomerSasfaconSurveyincludesthequeson“HowlikelyisitthatyouwouldshareaposiveimpresionofFiscalServices 
withothers?(10beingextremelylikelyand0beingnotata likely)”answeredonascalefrom0to10.TheNetPromoterScoreis 
calculatedasfolows:thepercentfalinginthelowestsegment(redseconbelow)issubtractedfromthepercentfalinginthehighest 
segment(blueseconbelow)todeterminetheNetPromoter(NPS)score. 

2018 2019 2022 

36NPS 

57.6%-21.2%=36 
34NPS 

56.3%-21.9%=34 
15NPS 

35.3%-20.6%=15 

NPSBreakdownfor2022 
Detractor Pasive Promoter 

0 1 2 3 4 5 6 7 8 9 10 

3% 3% 9% 6% 21% 24% 15% 21% 
1 1 3 2 7 8 5 7 

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. 
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2022CSUSanMarcosCS 
FiscalServices 

Responsibleforgeneralacounng,financialcontrols&compliance,andfinancialreporng&analysisfortheUniversityanditsauxliaries. 

Corelaonwith"OveralSasfacon" 
StrengthsandOpportuniesbySurveyQuesonWithAxesattheAverageQuesonMeanand UnderstandsMyN edsandRequirements 
AverageQuesonby"OveralSasfacon"Corelaon AcesibletoCustomers 
CorelaonCoefficientAverage=0.62,MeanAverage=3.8 RespondstoRequestsWithinanAceptableTimeFrame 

Strengths InfluenalStrengths ProvidesEffecveAdvice,Guidance 
FaclitatesProblemResoluon 
KnowledgeableStaff KnowledgeableStaff 

4.0 HelpfulStaff 
EffecvelyUsesWebsites,OnlineDocumentaon 
MovinginaPosiveDireconHelpfulStaff 

ProvidesEffecveAdvice,Guidance 
3.9 AcesibletoCustomers 

FaclitatesProblemResoluon 
MovinginaPosiveDirecon 

UnderstandsMyN edsandRequirements 

3.8 
Strengths InfluenalStrengths 
Higherthanaveragemeanscore, Higherthanaveragemeanscore, 
lowerthanaveragecorelaon. higherthanaveragecorelaon. 
"Kepupthegoodwork" "Kepaneyeon" 

RespondstoRequestsWithinanAceptableTimeFrame 
3.7 SecondaryOpps PrimaryOpps 

Lowerthanaveragemeanscore, Lowerthanaveragemeanscore, 
lowerthanaveragecorelaon. higherthanaveragecorelaon.0.55 0.60 0.65 0.70 0.75 
"LowPriority" "ConcentrateEfforts" 

SecondaryOpportunies Corelaon PrimaryOpportunies 

M
ea
n

 

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

# Queson Mean Cor Str/Opps 

2 Understandsmynedsandrequirements 3.85 0.59 SO 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 3.88 0.53 SO 

4 Responsivetorequestswithinanaceptablemeframe 3.70 0.65 PO 

5 Provideseffecveadvice,support,andguidance 3.91 0.54 ST 

6 Faclitatesproblemresoluon 3.88 0.59 SO 

7 Knowledgeablestaff 4.03 0.70 IS 

8 Helpfulstaff 3.97 0.68 IS 

9 Effecvelyuseswebsitetoprovideacestoinformaonandservices 3.87 0.54 SO 

10 Movinginaposivedirecontobeerm etmyneds 3.86 0.78 PO 
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2022CSUSanMarcosCS 
FiscalServices 

SasfaconMeanScoresbyDivisionandClasificaonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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AcademicAffairs Staff 3.87 
(15) 

3.60 
(15) 

3.67 
(15) 

3.27 
(15) 

3.60 
(15) 

3.60 
(15) 

3.80 
(15) 

3.73 
(15) 

4.00 
(13) 

3.75 
(12) 

FinanceandAdministrave 
Services 

Staff 4.21 
(14) 

4.29 
(14) 

4.29 
(14) 

4.29 
(14) 

4.36 
(14) 

4.29 
(14) 

4.36 
(14) 

4.36 
(14) 

4.00 
(13) 

4.08 
(13) 

Non-division Areas (e.g., CRUE, IPC, 
IPA, OIE, and Communications) 

Staff 2.00 2.00 2.00 2.00 2.00 2.00 2.00 1.00 2.00 3.00 

UniversityAdvancement Staff 3.33 3.67 3.67 3.67 4.00 4.00 4.33 4.33 3.33 3.67 

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