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Accounts Payable & Travel 

Although the A/P & Travel Department improved in all areas we want to continue to excel and 
provide excellent customer service.  There is always room for improvement and the following are not 
necessary extreme areas of concern, but areas with room for improvement. 
Areas to improve: 
Currently 61.7% of end users are familiar with Accounts Payable email address and functions. 
Only 47% of the staff/faculty are aware of the tracking invoice and payment status availability in 
PeopleSoft. 
63.6% of end users believe the return of invoices without being processed are clearly stated. 
Action Plan: 

 Provide quarterly trainings to end users 

o Accounts Payable 101 Training - Meet and greet of AP staff  

o Create tools to give end users the empowerment to be independent to locate the 

information they need at their convenience with ‘How-To’s’ and FAQs 

o Explore the use of online tutorial 

 List roles and responsibilities listed on AP Website for each Account Tech 

o Providing this information will give end users a direct contact as needed 

 Communicate with end users prior to returning invoices/claims for missing information 

Areas to improve: 
Only 36% of end users use the Travel Desk email address. 
Timeliness of processing claims has improved but can significantly improve with an online travel tool. 
Action Plan: 

 Communicate with Coordinators regarding the importance of using the Travel Desk email 

 Create FAQs on Travel Website  

 Communicate updates and changes to policies and requirements as they occur 

 
Improvements in Process: 

 Maintain our department website to ensure we provide clear, current and concise 

information to our customers  

 Implement an Online Booking and Expense system to eliminate the use of paper claims, 

provide for a way to gather data, improve processes for our customers 

 Identify ways to eliminate or minimize paper in the invoicing process 

 Contact Suppliers to encourage the use of ACH payments to minimize the cost of processing 

checks 

Budget Office 

Responses for specific items < 4.0 score: Results based on 27 responses 
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Personnel Documents (3.90 – compared to 3.83 for 2014/15):   

- Is an increase from a rating of 3.83 in the prior year. Although hitting target in this category, 
we continue to work to improve this area. We improved over last year, with our goal to be 
above target in the next survey.  

- New Budget Analyst position is the main reason for the increase in customer satisfaction in 
this area. This position has complete ownership of budget office personnel / LCD 
responsibilities. We continue to work with HR on process improvement and expect added 
efficiency with the automated PAN process. 

 
All other survey items for the Budget Office were above target – above 4.0. The budget office 
continues to work maintain the highest levels of service in these areas. 
 
Summary / Action Plan: 
The Budget Office is focused on supporting the campus community and strives to answer and quickly 
address all questions and issues in a timely fashion. We work to connect with the campus community 
and build productive working partnerships. We work to resolve issues, communicate reasons behind 
the answers, and provide customers with additional tools to help them to be successful in managing 
their respective areas. 
 
In the coming year, as we are now fully staffed, the Budget Office plans to continue to focus on staff 
development and training. I fully expect our survey results for this new year to exceed those seen 
from FY 2015/16. 
 

Distribution Services  

Areas to improve: 
Training 
Action Plan: 

 Provide opportunities for training to campus via PCBO, Procurement 101 Training and 1:1 

training 

 Redesign online forms to be more user friendly with concise directions 

Convert department’s website to the new “responsive design template” outlined by IITS 

Facilities Development & Management  

Concerns regarding temperature and environmental conditions in the buildings, offices, and 
classrooms (Faculty/Staff):  

 Action Plan: The chancellor’s office mandates that the temperature set points for campus 
buildings range from 68 for heating and 78 for cooling.  This wide range temperature can 
cause uncomfortable conditions at times.  Faculty Services responds to all temperature 
related concerns to verify proper set points and equipment operations.  Facility Services is 
also in the process of resealing and cleaning the ventilation systems on campus, this reduces 
leaking conditioned air and helps save energy.  
 

Concerns regarding the campus well-lit at night (Students):  

 Action Plan:  Several areas identified as a concern by our customers have been addressed 
since the survey.  A few of these areas include the stairs leading down to the UVA which 
received more lighting, the walkway next to the arts had new lighting installed, and several 
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stairs has the exterior lighting retrofitted to brighter LED fixtures.  P2S Engineering was 
contracted with to perform an exterior lighting study which will be utilized to plan for future 
projects and brighter LED lighting retrofits.   

 
Concerns regarding floor care (vacuumed/mopped), cleanliness, and trash emptied 
(Workplace/Office Staff):  

 Action Plan: As the number of students, faculty and staff increase, the number of day and 
night custodians also needs to increase.  Projecting a need of two additional day custodians 
and three additional night custodians to bring up the level of service currently provided to 
the campus.  

 Currently, Olympus is scheduled to work Sunday night thru Thursday night.  To address 
concerns regarding weekend custodial, additional staff will be needed.   

 Currently installing hand dryers campus wide to minimize paper towel waste.  
 

Financial Systems Operations 

Online Resources: 

 Develop FAQs based on requests to FSO and Finance departments  

 Add links to Finance department web pages 

 Add San Marcos Training Guides 

o FAS form completion for chartfield requests, fiscal authority, security 

o CFS on-line look-up for processing status 

o CFS on-line processes for budget transfers, billing, and requisitions 

o CFS common queries 

 Add link for scheduling individualized training 

Review the FSO Website on a quarterly basis and update as needed 
 
FSO Staff Resources: 

 Provide ongoing training and development for FSO staff 

 Strive to acquire CFS expertise by accessing CMS documentation and contacting CFS leaders 

at the Chancellor’s Office and other CSU campuses as needed 

 Stay current on planned upgrades, implementations, and campus improvement projects  

 Commit to accurately completing CFS update requests and notify requestor of completion or 

delay within 48 hours to support our reputation of dependability 

 Connect with Campus divisions to solicit training needs and areas of improvement 

Human Resources – HR Services  

Concerns regarding Staff/MPP Recruitment Assistance:  
 
Overview of customer comments:  
 

 HR does not do a good job of working with hiring managers to facilitate their recruitment needs.  

 Wish it were a simpler process, so many steps! 

 My onboarding experience lacked some general follow-up.   

 The process from posting a position to an employee getting hired and starting seems excessively 
long. 
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 Action Plan:  At the end of February 2016, HR implemented iCIMS, a new Applicant Tracking 
System.  While this system has not changed or eliminated any of the major steps of the 
recruitment process, it has enabled HR to deliver a faster response with providing application 
materials to hiring managers/committees, and has provided stronger applicant pools for 
difficult-to-fill positions as the system has significantly improved the applicant experience.  
These benefits will be more widely recognized by hiring managers as we continue using this 
system over the next year. 
 
By August 2016, HR will be implementing the Onboarding Portal of iCIMS that will feature 
electronic sign-in processes, tools and resources for new hires so they can be prepared to hit 
the ground running on their first day of work.  The system will also provide a toolkit and 
resources for hiring managers to help them provide the best onboarding experience possible 
for their new employee. 
 
In addition to the onboarding portal, HR will also be implementing the electronic personnel 
requisition process through iCIMS.  This new process will help to eliminate the paper 
requisition form, and streamline the signature/approval process which will expedite the job 
posting process for HR.   
 
Finally, HR has created a comprehensive recruitment and hiring guide for hiring managers 
and committees.  While this guide has not changed or eliminated any of the major steps of 
the recruitment process, it contains clear instructions, explanations and tools for managers 
to help clarify and streamline the steps.  We have also included revised rating forms and 
checklists to simplify and create overall efficiencies with the process.  We hope to roll out this 
new guide before the end of the 2016 calendar year. 

 
Concerns regarding HR staff responsiveness and customer service:  
 
Overview of customer comments:  
 

 Not always timely, however I am sure it is due to high volume.  

 Initial response to requests is great but after that it feels like it takes awhile to get back things that are needed. 

 Need to work on customer service skills. 

 HR is not very customer service oriented.  

 My hr analyst takes days to respond to simple requests and seems to be out every other week.  

 There have been multiple instances that my emails have gone unanswered for over a week or 
more. I only get responses after multiple check-ins.  

 
 Action Plan:  Over the last year, we have continued to reorganize the department 

assignments for each HR Analyst to help ensure a reasonable and equally distributed volume 
of work to allow them to provide effective customer service and respond to inquiries in a 
timely manner.  We have also more recently centralized several HR functions, such as 
Student Employment and benefit enrollments to alleviate workload concerns with the 
Analysts so that they can focus on providing excellent customer service.  Over the next year, 
we will continue to focus on discussions around response time and service expectations, with 
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an emphasis on providing recognition for situations where excellent customer service was 
provided. 
 
Additionally, along with the rest of the FAS division, all members of the HR team will be 
completing Legendary Service training by August 15, 2016.   

 

Human Resources – Labor Relations and Employee Relations 

Concerns regarding complaint resolution and guidance 
Customer comments: 

 Things that can’t be done right away seem to take longer than I would expect.  The responses are 
usually not time sensitive in the reply turn around.   

 
 Action Plan:  LR/ER will continue to focus on improving response and turn-around times.  For 

more complex issues, which may require research, input or meetings, LR/ER will 
communicate time expectations for a final response and provide periodic status updates as 
needed.    

 
 
Concerns regarding Employee Relations/Guidance to MPPs 
Customer comments: 

 “The union won’t let us” seems to be an easy excuse to not tackling unpleasant or difficult situations.   

 MPPs could use more guidance on how to handle HR situations.  

 LOTS of abbreviations with no acknowledgement that new people may not understand these 
abbreviations 

 Employee Relations?  Who is that - not sure. 
 

 Action Plan:  LR/ER will continue to work closely with HR Services and the campus 
community in resolving MPP and employee concerns in ways that are in compliance with the 
collective bargaining agreements.  

 LR/ER will also make an effort to attend meetings throughout campus in order to assist with 
understanding roles and available resources.  

 LR/ER will continue to offer workshops for employees and managers throughout the year on 
a variety of topics such as employee engagement, corrective & disciplinary action, 
performance goal setting & evaluation, conflict resolution skills for employees & managers, 
management 101, etc. 

 

Materials Management  

Materials Management  
Areas to improve: 
Communication 
Action Plan: 

 Revise web-site to include: 

o Functions such as: 

 Property Inventories 

 Property Tagging 
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 Property Disposition 

 Property Surplus 

 
o Procedural information such as: 

 Basic property definitions 

 Property manual 

 Department Responsibilities 

 

Parking & Commuter Services 

Customer Concern – Satisfaction with Permit Sales 
60% of respondents are dissatisfied with permit sales.  A majority of the comments are related to the 
cost of parking permits. 
Comments: 
 Lower the parking permit prices 
 Parking costs are exceedingly too high 
 Reduce the cost of parking permits 
 Lower parking pass price.   

Lower the cost of parking, especially considering the fact that the school closes down large 
sections of the structure, making it hard for students to find parking 
 
Action Plan: 
A majority of the comments were in regards to the cost of the parking permit.  Because Parking is not 
in a position to be able to reduce the cost of the General (student) parking permit, a stronger 
marketing program will be developed to explain the reasons for the current cost.  An explanation of 
Parking as a self-support department (to include information regarding Chancellor’s Office Parking 
decentralization and Code requirements) and a break-down of expenses to show where and how the 
funds are used annually has been added to the Parking website and will be added to the Facebook 
page. Short videos have been created to be shown at Orientation and will be added to the Parking 
website so the information is continuously being relayed to new members of the campus 
community.  The campus face-to-face marketing will include general information sessions for the 
staff that work closely with Parking and will lead to presentations for those departments that are 
interested in hearing additional information.   
 
Customer Concern – Ease of Obtaining a Parking Permit 
26% of respondents are dissatisfied with the ease of obtaining a parking permit.  

Comments: 
...helpful if the actual parking permit could be sent electronically to guests so they do not have 

to go and pick it up at Parking. 
Send sponsored guest or day passes via intercampus mail to avoid having to pick them up in 

person. 
We need an online way to have guest get a parking permit. 
Let people know when a lot is full so they don’t waste their time looking for a spot 
Why can’t I buy my parking pass online as a faculty member? 
A text reminder for when your parking ticket is going to expire. 



California State University San Marcos  
University Customer Satisfaction Survey  

2015/16 Action Plan 
Action Plan: 
Parking has secured a new permit and citation management software system that allows the ability 
to send parking permits electronically; permits can then be validated by enforcement equipment to 
reduce misuse.  The new system interfaces with PeopleSoft so Faculty and Staff can be verified as 
employees, which will enable faculty and staff to purchase parking permits electronically.  
A pilot program is also in process in Lots X, Y, and Z to introduce a pay by plate system. The Pay by 
Phone system has the capability to send reminder text messages that the time paid for is about to 
expire with an option to extend.  The next step will be to secure a License Plate Recognition system, 
further enabling faculty, staff, students, and visitors to be able to purchase parking time online as 
needed without needing to stand in line at the parking permit pay stations for a daily parking permit. 
The LPR system will also serve as a car counter that will enable Parking to send updates via social 
media about where parking spaces are open and available.  

 

Procurement and Contracts 

Areas to improve: 
Communication 
Action Plan: 

 Revise web-site to include: 

o Functions such as: 

 Property Inventories 

 Property Tagging 

 Property Disposition 

 Property Surplus 

 
o Procedural information such as: 

 Basic property definitions 

 Property manual 

 Department Responsibilities 

 

University Library 

INTRODUCTION 
In 2016, the University Library participated in the CSUSM Customer Satisfaction Survey, an initiative 
that Finance & Administrative Services coordinates annually. The Library has participated regularly in 
the Customer Satisfaction surveys in the past, most recently in 2015. 1,197 students, faculty, and 
staff took some portion of the survey in 2016.  
 
The Library portion of the CSUSM Customer Satisfaction Survey assessed user satisfaction in six key 
areas: library access, library materials (including off-campus books/articles, reserves, and Media 
Library), conducting library research, catalog collections, library resources, and library building. The 
library portion of the survey received 719 responses – 115 from faculty/staff and 604 from students. It 
is notable that the number of responses from students almost doubled from the 331 student 
respondents in last year’s 2015 survey. Over 20 university departmental surveys were available in the 
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CSUSM Customer Satisfaction Survey and participants could choose to respond to one or more 
survey sections. Sixty percent of the people who participated in the CSUSM Customer Survey choose 
to take the library portion of the survey. As in 2015, the library survey was the top choice of students 
responding to the CSUSM Customer Service Survey. 
 
SUMMARY OF TRENDS 
Overall, satisfaction with library services improved significantly over the survey results in 2015. 
Survey responses of library staff, spaces, and services were strongly positive with 97% of respondents 
believing “the Library has a positive impact on success at CSUSM.” Overall satisfaction with the 
quality of library customer service is 98% and 96% believed the library supports “your learning, 
research, and/or teaching needs.” Some examples of specific areas with high satisfaction among 
both student and faculty/staff respondents include success in finding information resources, media 
services, access to off-campus books/articles, book collections, and library as safe, inviting space. In 
all areas of the library, students and faculty/staff consistently rated high levels of satisfaction with 
employee courtesy and knowledgeable answers to questions. 
 
About 68% of respondents indicated that they visited the library on a daily or weekly basis. This was 
down from 80% in 2015. However, when monthly visits are added in, 91% used the library on a 
regular basis. The most common purposes for visiting the library were independent study (26%), 
find/use research materials (17%), use computers (18%), and group study (19%). The most significant 
changes from 2015 was the increase in group study use (19%, up from 13% in 2015) and find/use 
research materials, which dropped to 17% from 27% the previous year. 
 
AREAS FOR IMPROVEMENT 
Only 1 of the survey’s 39 questions were considered “below target.” The remaining scores for the 
other 38 questions were all “above target”. This is a significant improvement over the 2015 customer 
satisfaction results where 22% of the scores were either ranked as “below target” or “hitting target”. 
The following section discusses in more detail the service area which received the lower ratings of 
‘below target’. Suggestions are provided for additional research and further potential improvements. 
Strategies for addressing improvements are primarily based on the library’s Strategic 
Plan for 2015-2020.1 
 
1 See https://biblio.csusm.edu/strategic-plan. 
 
 
1. EQUIPMENT AND TECHNICAL SUPPORT 
Whereas survey respondents rated most areas of library equipment and technical support high levels 
of satisfaction with the exception of library printing. 
• Library’s printers meet your educational needs was rated at 3.20 (below target) and the lowest of all 
the library’s survey scores. Printer satisfaction has been trending downward from 4.25 in 2011/12 to 
3.58 in 
2015 to 3.20 this year. 
Survey Respondent Comments: 
• Easier way to print from pawprints 
• Have a print only computer so if a student is running late they can print 
• Make printing cheaper. 
• Printers are too expensive!!! 
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• accept coins for printing not everyone has dollars on hand to print 
• Cost of copies is a little costly for me. I think lowering the cost would be helpful for students. I can’t 
afford a printer and the current cost is the same as outside, but there is not a Kinko’s/FedEx near me. 
• lower the cost of school’s printing system, sometimes papers are over 12 pages long, I think I pay 
enough tuition, where my printing of paper should be minimized. 
• Make printing cheaper, or provide up to a certain number of free printed pages per student each 
semester. 
• My comment is not meant specifically for the library, but I wish there were more print stations 
throughout campus. It is hard for me, with mobility issues, to travel to the library every time I need to 
print. 
• The prices on printing are expensive, I mean we already have to pay for everything, and now printing, I 
think it’s a joke to charge for printing, the school is looking for an easy way to get more money out of us! 
• I think the old method for printing was more efficient than the new paw print system. They need the 
old one. 
• Give the students 5 dollars free printing, for emergencies when students don’t have money and need to 
print something out. 
 
 
Recommendations for further study & plan for action: 
Part of the Library’s ongoing responsibilities is to manage the technology infrastructure including 
ensuring appropriate computer equipment is available to students and adequate support is provided. 
However, the 
Library partners with IITS in many of these technological support areas including printers. Since 
some of the issues described in these comments are outside the purview of the library, the library 
dean will confer with IITS’s dean on how to address the printing issues identified in the survey. 
 

University Police 

After reviewing the results of the Customer Satisfaction Survey, UPD will continue to focus and 
emphasize the following areas: 
 
Visibility and Interaction: 
The uniformed patrol officers, along with plainclothes officers, will be directed and encouraged to 
spend as much time as possible on foot inside buildings and on campus to provide higher visibility 
and to allow for easier interaction with the community.   Additionally, this will continue to be the 
main focus and purpose of the Policing and Community Engagement (PaCE) office staffed by Sgt 
Stuart Ida and Officer Matt Curran.  These two officers are already tasked with fostering better 
relations and interactions with the campus community on a regular basis.  
 
Office Training: 
This will be a combined effort between PaCE and Robert Williams in Emergency Management.  They 
have established a training schedule for the remainder of the summer and into the early part of the 
fall 2016 semester to provide training to a variety of offices and colleges on campus.  Most of the 
training is focused on what to do in the event of an active shooter or earthquake.  Between the two 
entities, they are prepared to respond to additional requests for training and on other safety and 
security related topics. 

 



California State University San Marcos  
University Customer Satisfaction Survey  

2015/16 Action Plan 

 


