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2022CSUSanMarcosCS 
StudentHealth&CounselingServices(SHCS) 

ProvideshealthandwelnesservicestoCSUSMstudentsastheystrivetoachievetheiracademicgoals. 

2022 Strengths 

HelpfulStaff 
KnowledgeableStaff 
ResponsivetoMedicalAppointmentRequests 

182 
respondents 

2019 
375 OpportuniƟes 
respondents UnderstandsMyN edsandRequirements 

EaseofCounselingAppointments 
EaseofObtainingPhoneConsultaƟons 

OveralSaƟsfacƟon 

ThinkingofyourOVERALexperiencewiththisdepartment,how 
wouldyourateyoursaƟsfacƟonwithitduringthepast12monthsin 
meeƟngyourdepartment'sneeds? 

ExtremelySaƟsfied 
59% 
102 

4.27 VerySaƟsfied 
23% 
40 

9%SomewhatSaƟsfiedmean 16 

3%
StandardDeviaƟon NotVerySaƟsfied 61.10 

5%NotatalSaƟsfied 9 
MeanScore 

MeanScoresBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
2022changefrom 
prioryear# QuesƟon 2018 2019 2022 

ThinkingofyourOVERALexperiencewithStudentHealth&CounselingServices(SHCS),how1 wouldyourateyoursaƟsfacƟonwithitduringthepast12months? 4.39 4.26 4.27 

2 Understandsmynedsandrequirements 4.42 4.32 4.32 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.34 4.34 4.32 

4 Knowledgeablestaff 4.44 4.43 4.46 

5 Helpfulstaff 4.46 4.39 4.42 

6 EffecƟvelyuseswebsiteandsocialmediatoprovideacestoinformaƟonandservices 4.28 4.26 4.36 

7 ResponsivetorequestsformedicalappointmentswithinanaceptableƟmeframe 4.34 4.34 

8 ResponsivetorequestsforcounselingappointmentswithinanaceptableƟmeframe 4.03 4.24 

9 PhoneconsultaƟonswithcounselorsareeasytoobtain 4.10 

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 
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2022CSUSanMarcosCS 
StudentHealth&CounselingServices(SHCS) 

ProvideshealthandwelnesservicestoCSUSMstudentsastheystrivetoachievetheiracademicgoals. 

2022SaƟsfacƟonQuesƟonResponseFrequencies 

ResponseFrequenciesBreakdown Mean 

ThinkingofyourOVERALexperiencewithStudentHealth&Counseling 
1 Services(SHCS),howwouldyourateyoursaƟsfacƟonwithitduringthe 
past12months? 

82% 
(142) 

9% 9% 4.27(16)(15) 

2 Understandsmynedsandrequirements 
85% 
(145) 

8% 7% 4.32(13)(12) 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 
82% 
(140) 

13% 5% 4.32(22)(8) 

4 Knowledgeablestaff 
88% 
(148) 

8%4% 4.46(14)(6) 

5 Helpfulstaff 
87% 
(148) 

7%6% 4.42(12)(10) 

EffecƟvelyuseswebsiteandsocialmediatoprovideacestoinformaƟon6 andservices 
85% 
(138) 

9% 6% 4.36(15)(10) 

ResponsivetorequestsformedicalappointmentswithinanaceptableƟme7 frame 
84% 
(129) 

9% 7% 4.34(14)(10) 

Responsivetorequestsforcounselingappointmentswithinanaceptable8 Ɵmeframe 
82% 
(127) 

9% 8% 4.24(14)(13) 

9 PhoneconsultaƟonswithcounselorsareeasytoobtain 
76% 14% 
(104) (19) 

10% 4.10(14) 

Very/ExtremelySaƟsfied SomewhatSaƟsfied NotVery/NotAtAlSaƟsfied 

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

PAGE 
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2022CSUSanMarcosCS 
StudentHealth&CounselingServices(SHCS) 

NetPromoterScore 
Below0-Low|0-19-Marginal|20-49-Good|50&above-Excelent 
TheCustomerSaƟsfacƟonSurveyincludesthequesƟon“HowlikelyisitthatyouwouldshareaposiƟveimpresionofStudentHealth 
&CounselingServices(SHCS)withothers?(10beingextremelylikelyand0beingnotata likely)”answeredonascalefrom0to10. 
TheNetPromoterScoreiscalculatedasfolows:thepercentfalinginthelowestsegment(redsecƟonbelow)issubtractedfromthe 
percentfalinginthehighestsegment(bluesecƟonbelow)todeterminetheNetPromoter(NPS)score. 

2018 2019 2022 

53NPS 

65.3%-12.0%=53 
50NPS 

64.9%-14.4%=50 
44NPS 

61.5%-17.8%=44 

NPSBreakdownfor2022 
Detractor Pasive Promoter 

0 1 2 3 4 5 6 7 8 9 10 

3% 1% 2% 2% 1% 5% 5% 10% 11% 15% 47% 
6 1 3 3 1 9 8 17 19 26 81 

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 
StudentHealth&CounselingServices(SHCS) 

ProvideshealthandwelnesservicestoCSUSMstudentsastheystrivetoachievetheiracademicgoals. 

CorelaƟonwith"OveralSaƟsfacƟon" 
StrengthsandOpportuniƟesbySurveyQuesƟonWithAxesattheAverageQuesƟonMeanand UnderstandsMyN edsandRequirements 
AverageQuesƟonby"OveralSaƟsfacƟon"CorelaƟon AcesibletoCustomers 
CorelaƟonCoefficientAverage=0.85,MeanAverage=4.32 KnowledgeableStaff 

Strengths InfluenƟalStrengths HelpfulStaff 
EffecƟvelyUsesWebsites,OnlineDocumentaƟon 
ResponsivetoMedicalAppointmentRequestsKnowledgeableStaff 
EaseofCounselingAppointments 
EaseofObtainingPhoneConsultaƟons

HelpfulStaff 4.4 

EffecƟvelyUsesWebsites,OnlineDocumentaƟon 
ResponsivetoMedicalAppointmentRequests 

UnderstandsMyNeedsandRequirementsAccessibletoCustomers 

M
ea
n 4.3 

EaseofCouns gAppointments 

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

EaseofObtainingPhoneConsultaƟons4.1 SecondaryOpps PrimaryOpps 
Lowerthanaveragemeanscore, Lowerthanaveragemeanscore, 
lowerthanaveragecorelaƟon. higherthanaveragecorelaƟon.0.80 0.82 0.84 0.86 0.88 0.90 0.92 0.94 
"LowPriority" "ConcentrateEfforts" 

SecondaryOpportuniƟes CorelaƟon PrimaryOpportuniƟes 

elin

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

# QuesƟon Mean Cor Str/Opps 

2 Understandsmynedsandrequirements 4.32 0.93 PO 

3 Acesibletocustomers(viaphone,voicemail,e-mail,etc.) 4.32 0.81 SO 

4 Knowledgeablestaff 4.46 0.86 IS 

5 Helpfulstaff 4.42 0.88 IS 

6 EffecƟvelyuseswebsiteandsocialmediatoprovideacestoinformaƟonandservices 4.36 0.81 ST 

7 ResponsivetorequestsformedicalappointmentswithinanaceptableƟmeframe 4.34 0.84 ST 

8 ResponsivetorequestsforcounselingappointmentswithinanaceptableƟmeframe 4.24 0.88 PO 

9 PhoneconsultaƟonswithcounselorsareeasytoobtain 4.10 0.81 SO 
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2022CSUSanMarcosCS 
StudentHealth &Counselin gServic es(S HCS) 

SaƟsfacƟonMeanScoresbyDivisionandClasificaƟonBelow3.00-Low|3.00to3.59-Marginal|3.60to4.29-Good|4.30&above-Excelent 
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None S t u d e n t 4 . 2 7 
( 1 7 3 ) 

4 . 3 2 
( 1 7 0 ) 

4 . 3 2 
( 1 7 0 ) 

4 . 4 6 
( 1 6 8 ) 

4 . 4 2 
( 1 7 0 ) 

4 . 3 6 
( 1 6 3 ) 

4 . 3 4 
( 1 5 3 ) 

4 . 2 4 
( 1 5 4 ) 

4 . 1 0 
( 1 3 7 ) 

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

Pleaseselecthowyouhavehad 
contactwithSHCSoutsideour 
faclity.Checkalthatapply. 

Forcounselingappointments,which 
appointmenttypedoyouprefer? 

Formedicalappointments,which 
appointmenttypedoyouprefer? 

2018 2019 2022 

Other,pleasespecify: 

Didnotknowabout 
services 

OrientaƟon 

Othercampus 
offices/staff/faculty 

OutreachPrograms 

Word-of-mouth 

Other,pleasespecify

Classroom 
presentaƟons 

Noothercontact 

Outreachevents 

Studentevents 

Bothtypesabove 

In-person 
appointmentintheo.

Tele-therapy(e.g. 
appointmentviaZoo.

Bothtypesabove 

In-person 
appointmentintheo.

Tele-health(e.g. 
appointmentviaZoo.

41% (324) 

21% (169) 

25% (200) 

4% (31) 

1% (10) 

8% (63) 

33% (191) 

28% (165) 

17% (98) 

16% (94) 

6% (36) 

38% (205) 

22% (118) 

27% (143) 

6% (35) 

7% (38) 

36% (152) 

21% (90) 

14% (60) 

23% (97) 

5% (23) 

33% (85) 

28% (71) 

11% (28) 

24% (63) 

4% (11) 

16% (34) 

42% (90) 

15% (32) 

23% (48) 

4% (8) 

44% (75) 

30% (51) 

26% (45) 

33% (54) 

53% (88) 

14% (23) 

StudentHealthandCounselingServices(SHCS)-SupplementalQuestions 

2022CSUSanMarcosCSS 
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2022CSUSanMarcosCS 

StudentHealthandCounselingServices(SHCS)-SupplementalOther 

QuestionText AnswerText 

HowdidyoufindoutaboutCOVIDTesting 
SHCSservices?Check 
althatapply. 

CSUSMWebsite 

Email/UniversityWebsite 

Flyerandpromotions 

igotintrouble 

Ipaidseveralhundreddolarsforit 

Othercampusofices/staf/faculty 54 

1 

1 

1 

1 

1 


