The Road to Success

Customer Satisfaction Survey 2017/18

SPONSOIECEIOUTIAMS

Sponsored Programs assists
CSUF faculty and staff in
developing and administering
grants and contracts (post
awards).

3.64
Understands Customer Needs
381 70 3.68 3.70
T Respondents Overall Moving in a
Accessible to Customers Satisfaction Positive
3.87 with Direction to
Responsive to Requests Sponsored Meet
374 Programs Customer
. Needs
Provides Effective Advice &
Guidance
3 . 75 t\.\““"\es f‘(‘)f
Resolves Problems Effectively OpggOVEMEN
M
3.60 STRENGTHS !
Effectively Uses Website
3 9 Provides Effective Understands Customer
. 7 Advice Needs
Knowledgeable Staff
4 OO Responds to Moving in a Positive
He.lpf [Staff Requests Quickly Direction
u
Below 3.0 : Low Resolves Problems
302‘253 iz'g/laréli”i‘; Effectively
. -4. M Clo]e)
4:30 & Above : Excellent
géw?a CALIFORNIA STATE UNIVERSITY Paving the Road for
wd FULLERTON @ L
OMINISTRATION AND Fance | tudent Success adminfin.fullerton.edu/survey



The Road to Success Customer Satisfaction Survey
Sponsored Programs

Sponsored Programs assists CSUF faculty and staff in developing and administering externally funded grants and contracts awarded by both governmental and private institutes.
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# Question 2018
1 Thinking of your OVERALL experience with Sponsored Programs, how would you rate your satisfaction with Sponsored Programs during the past 3.68
12 months in meeting your department's needs? :
2 Understands my needs and requirements 3.64
3 Accessible to customers (via phone/voicemail, email, online chat, OR in-person) 3.81
4 Responsive to requests or problems within an acceptable time 3.87
5  Provides effective advice, support, and guidance 3.74
6  Resolves problems effectively 3.75
7  Effectively uses websites and systems to provide access to Sponsored Programs information and services 3.60
8 Knowledgeable staff 3.97
10 Helpful, courteous staff 4.00
11 Moving in a positive direction to better meet my department's needs 3.70
12 Satisfaction with your experience with Project Administration (project set-up, expenditure approval, and project close-out) 3.70
Background

e 2018 was the second year for The Road to Success Customer Satisfaction Survey

e 20 different services across 8 administrative areas were included in the survey

e The survey included 10 to 12 standard scaled (1-5) rating questions and up to 3 open-ended questions

e 46,121 faculty, staff, and students, were invited to give feedback. Of this total, 5% were faculty, 5% were staff, and 90% were students
* 6,400 (13.9%) responded to the survey

e Each survey invitee could select which services they wanted to evaluate

e Some services were pre-selected for faculty, staff, or students as they only used certain services that were relevant to them

e The survey was available to take from April 3 to April 20, 2018

e N/As and blank responses did not count in calculations for mean scores

Survey conducted by Organizational Assessments and Strategy,
Office of Operational Strategic Initiatives, UC San Diego
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