The IT Division’s CUSTOMER SATITFACTION SURVEY PROCESS

1. IT SERVICE DELIVERY AREAS INVOLVED:

· Media Services 

· EdTech Center 
· Telephone Services 
· ITCS Training 
· ITCS Call Center 

· IT Support Services for Tiers 1-3:

a) Desktop Application Services 
b) Domino Services 

c) Network Services 

2. PROCESS:

· Collect customer lists and contact information once a month as drawn from the problem management system.
· Using the appropriate survey for each IT Service Delivery Area; contact a random sampling of customers and conduct the survey via telephone. 

· Track and tally the responses from each customer on the appropriate Excel spreadsheet for each IT Service Delivery Area.

· The responses from the Excel spreadsheet are then analyzed and scored for each IT Service Delivery Area.

· The overall result/score of each survey is then added to the IT Operations Report each month.

·  A separate document offering detailed results of the customer surveying (including the individual scores for each question contributing to the overall score for each IT Service Delivery area as well as any customer comments) is created and posted in the IT TeamRoom and can be reviewed by any member of IT.

SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory

	
	CUSTOMERS


	EQUIPMENT PICKUP:

SERVICE
	EQUIPMENT DELIVERY: TIMELINESS
	KNOWLEDGE & EXPERTISE
	EQUIPMENT: QUALITY & CONDITION 
	CUSTOMER SERVICE & TRAINING
	OVERALL SCORE

	 Media Services
	60% Unit A

32% Unit B

8% Unit D
	3.86
	4.00
	4.00
	4.32
	3.84
	July

4.00

	
	Unit A = 16

Unit B = 7

Unit D = 2
	4.12
	4.30
	4.32
	4.12
	3.60
	August

4.09

	
	Unit A = 13

Unit B = 1

Unit D = 
	4.45
	4.20
	4.25
	4.63
	4.38
	September

4.38

	
	Unit A = 20

Unit B = 1

Unit D = 2
	3.94
	3.71
	4.30
	4.30
	3.78
	October

4.06

	
	Unit A = 12

Unit B = 4

Unit D = 4
	4.17
	4.00
	3.80
	3.90
	3.65
	November

3.90

	
	Unit A = 8

Unit B = 11

Unit D = 1
	3.50
	4.79
	3.90
	4.80
	4.20
	December - January

4.24

	
	Unit A = 14

Unit B = 6
	5.00
	4.71
	4.30
	4.60
	4.55
	February

4.63

	
	Unit A = 15

Unit B = 5
	3.71
	4.65
	3.80
	4.30
	4.35
	March

4.16

	
	Unit A = 14

Unit B = 4

Unit C = 2
	4.63
	4.00
	4.05
	4.55
	4.60
	April

4.37


SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory

	
	CUSTOMERS


	KNOWLEDGE & EXPERTISE
	TRAINING & INSTRUCTIONS
	QUALITY OF CUST. SERVICE
	OBTAINING

SERVICE 
	OVERALL SCORE

	Telephone Services
	80% Unit A

20% Unit B


	4.27
	3.80
	4.33
	4.33
	July

4.18

	
	Unit A = 14

Unit B = 5

Unit D = 1
	4.20
	4.15
	4.00
	4.20
	August

4.14

	
	Unit A = 14

Unit B = 0

Unit D = 4
	4.22
	4.06
	4.17
	4.06
	September

4.13

	
	Unit A = 16

Unit B = 0

Unit D = 7
	4.13
	4.39
	4.09
	4.39
	October

4.25

	
	Unit A = 20
	4.60
	4.35
	4.80
	4.60
	December - January

4.59

	
	Unit A = 11

Unit B = 2
	4.62
	4.67
	4.62
	4.85
	February

4.69

	
	Unit A = 12
	4.50
	4.30
	4.71
	4.83
	March

4.59

	
	Unit A = 5
	3.60
	4.50
	3.90
	3.80
	April

3.95


SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory
	
	CUSTOMERS
	REGITTRATION EXPERIENCE
	SELECTION OF TRAINING SERVS 
	INSTRUCTOR KNOWLEDGE
	VALUE OF MATERIALS 
	QUALITY OF TRAINING 
	OVERALL SCORE

	EdTech Training
	58% Unit A

26% Unit B
	4.05
	3.89
	4.16
	4.42
	4.26
	July

4.16



	
	Unit A = 16

Unit B = 8

Unit D = 1
	3.96
	3.92
	4.44
	4.20
	4.26
	August

4.16

	
	Unit A = 2

Unit B = 13
	4.33
	4.00
	4.80
	4.13
	3.73
	September

4.20



	
	Unit A = 13

Unit B = 9

Unit D = 3
	4.08
	4.00
	4.40
	4.12
	4.12
	October

4.14

	
	Unit A = 12

Unit B = 2

Unit D = 11
	4.52
	4.08
	4.32
	3.92
	4.08
	November

4.18

	
	Unit A = 12

Unit B = 2

Unit D = 11
	4.52
	4.08
	4.32
	3.92
	4.08
	December - January

4.26

	
	Unit A = 14

Unit B = 6

Unit D = 5
	4.50
	4.52
	4.70
	4.45
	4.45


	February

4.52

	
	Unit A = 11

Unit B = 6

Unit D = 4

Unit C = 4
	4.38
	4.25
	4.63


	4.63
	4.50
	March

4.48

	
	Unit A = 12

Unit B = 2

Unit D = 6
	4.65
	4.40
	4.70
	4.20
	4.15
	April

4.42


SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory

	
	CUSTOMERS
	REGITTRATION EXPERIENCE
	SELECTION OF TRAINING SERVS 
	INSTRUCTOR KNOWLEDGE
	VALUE OF MATERIALS 
	QUALITY OF TRAINING 
	OVERALL SCORE

	ITCS Training
	60% Unit A

32% Unit B

8% Unit D
	3.56
	3.88
	4.48
	4.36
	4.24
	July

4.10

	
	Unit A = 19

Unit B = 5

Unit D = 1
	3.88
	4.00
	4.40
	4.36
	3.96
	August

4.12

	
	Unit A = 9

Unit B = 3

Unit D = 6
	3.44
	3.86
	4.06
	4.00
	3.56
	September

3.78

	
	Unit A = 12

Unit B = 4

Unit D = 9
	3.80
	3.96
	4.20
	4.00
	3.88
	October

3.97

	
	Unit A = 17

Unit B = 3

Unit D = 5
	4.04
	4.28
	4.64
	4.44
	4.36
	November

4.35

	
	Unit A = 10

Unit B = 6

Unit D = 9
	4.12
	4.20
	4.64
	4.08
	4.44
	December - January

4.30

	
	Unit A = 8

Unit B = 6

Unit D = 6
	4.00
	4.00
	4.60
	4.35
	4.35
	February

4.26

	
	Unit A = 11

Unit B = 1

Unit D = 4

Unit C = 4
	4.35
	4.35
	4.70
	4.45
	4.50
	March

4.47

	
	Unit A = 10

Unit B = 4

Unit D = 9

Unit C = 2
	4.32
	4.36
	4.80
	4.48
	4.60
	April

4.51


SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory
	
	CUSTOMERS
	PHONE SUPPORT:

TIMELINESS
	DESKTOP SUPPORT: TIMELINESS
	OVERALL PHONE SUPPORT
	OVERALL DESKTOP SUPPORT
	TECHNICAL KNOWLEDGE & EXPERTISE
	QUALITY OF CUSTOMER SERVICE
	OVERALL SCORE

	ITCS Call Center
	64% Unit A

24% Unit B

12% Unit D
	3.84
	3.83
	3.84
	4.00
	3.88
	4.00
	July

3.89

	
	Unit A = 11

Unit B = 10

Unit D = 4
	4.05
	4.33
	3.77
	4.00
	3.72
	3.20
	August

3.85

	
	Unit A = 12

Unit B = 1

Unit D = 7
	4.06
	4.25
	3.88
	4.00
	4.00
	3.45
	September

3.94

	
	Unit A = 14

Unit B = 1

Unit D = 7
	4.06
	4.25
	3.88
	4.00
	3.83
	3.35
	October

3.70

	
	Unit A = 9

Unit B = 2

Unit D = 4
	4.08
	4.33
	4.00
	4.00
	3.93
	3.53
	November

3.98

	
	Unit A = 12

Unit B = 6

Unit C = 2
	3.69
	3.86
	4.08
	4.29
	4.10
	4.05
	December - January

4.01

	
	Unit A = 15

Unit B = 5


	4.00
	3.56
	3.45
	4.11


	3.80
	3.80
	February

3.79

	
	Unit A = 18

Unit B = 2
	4.14
	4.00
	3.91


	4.56
	4.43
	4.33
	March

4.23

	
	Unit A = 11

Unit B = 6
	3.83
	3.80
	3.83
	3.90
	4.00
	3.85
	April

3.87


SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory

	
	CUSTOMERS
	PHONE SUPPORT:

TIMELINESS
	DESKTOP SUPPORT: TIMELINESS
	OVERALL PHONE SUPPORT
	OVERALL DESKTOP SUPPORT
	TECHNICAL KNOWLEDGE & EXPERTISE
	QUALITY OF CUSTOMER SERVICE
	OVERALL SCORE

	Desktop Application Services
	59% Unit A

24% Unit B

17% Unit D
	3.33
	3.55
	3.33
	3.27
	3.35
	3.35
	July

3.36

	
	Unit A = 8

Unit B = 6

Unit D = 1
	3.77
	4.00
	4.15
	4.00
	4.13
	4.00
	August

4.00

	
	Unit A = 19

Unit B = 4

Unit D = 0
	n/a
	n/a
	4.60
	4.56
	4.30
	4.43
	October

4.47

	
	Unit A = 11

Unit B = 4

Unit D = 0
	3.88
	4.00
	4.25
	3.86
	4.00
	3.73
	November

3.95

	
	Unit A = 15

Unit B = 4

Unit C = 1
	4.50
	4.08
	4.75
	4.67
	4.45
	4.40
	December - January

4.48

	
	Unit A = 5

Unit B = 3


	4.33
	3.25
	4.33
	4.25


	4.38
	4.00
	March

4.09


SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory
	
	CUSTOMERS
	PHONE SUPPORT:

TIMELINESS
	DESKTOP SUPPORT: TIMELINESS
	OVERALL PHONE SUPPORT
	OVERALL DESKTOP SUPPORT
	TECHNICAL KNOWLEDGE & EXPERTISE
	QUALITY OF CUSTOMER SERVICE
	OVERALL SCORE

	 Domino Services
	62% Unit A

31% Unit B

7% Unit D
	4.71


	4.83
	4.43
	4.67
	4.54
	4.31
	July

4.58

	
	Unit A = 15

Unit B = 7

Unit D = 3
	4.63


	4.33
	4.58
	4.17
	4.28
	4.44
	August

4.40

	
	Unit A = 16

Unit B = 4
	n/a
	n/a
	4.50
	4.50
	4.60
	4.50
	September

4.53



	
	Unit A = 19

Unit B = 4
	n/a
	n/a
	4.65
	4.56
	4.61
	4.52
	August

4.59



	
	Unit A = 11

Unit B = 4
	4.53
	n/a
	4.60
	n/a
	4.73
	4.33
	November

4.55

	
	Unit A = 15

Unit B = 5


	4.00
	3.44
	3.91
	4.00
	4.25
	4.10
	December - January

3.95

	
	Unit A = 9

Unit B = 5

Unit D = 1
	4.05
	4.60
	3.90
	4.20
	4.17
	4.07
	February

4.16

	
	Unit A = 4

Unit B = 1

Unit D = 4
	4.40
	3.50
	4.00
	3.83
	3.88
	3.83
	March

3.91

	
	Unit A = 2

Unit B = 2

Unit D = 2
	4.60
	3.50
	4.40
	3.50
	4.17
	4.50
	April

4.11


SCALE: 5 = Exceeds Expectation   4 = Somewhat Exceeds Expectation   3 = Satisfactory   2 = Somewhat Satisfactory   1 = Not Satisfactory

	
	CUSTOMERS
	PHONE SUPPORT:

TIMELINESS
	DESKTOP SUPPORT: TIMELINESS
	OVERALL PHONE SUPPORT
	OVERALL DESKTOP SUPPORT
	TECHNICAL KNOWLEDGE & EXPERTISE
	QUALITY OF CUSTOMER SERVICE
	OVERALL SCORE

	Network Services
	62% Unit A

31% Unit B

7% Unit D
	3.75
	4.40
	3.88
	4.20
	4.00
	4.08
	July

4.05

	
	Unit A = 18

Unit B = 5

Unit D = 2
	4.06
	3.88
	4.18
	4.00
	4.00
	3.36
	August

3.91

	
	Unit A = 14

Unit B = 4

Unit D = 2
	n/a
	n/a
	4.20
	4.05
	3.90
	3.85
	September

4.00

	
	Unit A = 17

Unit B = 2

Unit D = 4
	n/a
	n/a
	4.17
	3.91
	3.91
	3.83
	October

3.95

	
	Unit A = 9

Unit B = 2

Unit D = 4
	3.85
	4.00
	4.00
	3.50
	4.07
	3.73
	November

3.86

	
	Unit A = 14

Unit B = 6
	3.61
	3.55
	3.56
	3.77
	4.00
	4.05
	December - January

3.76

	
	Unit A = 8

Unit B = 3

Unit D = 4
	3.50
	3.29
	3.88
	3.57
	4.13
	4.23
	February

3.77

	
	Unit A = 6

Unit B = 2

Unit D = 2
	n/a


	3.70
	n/a
	3.80
	4.05
	4.10
	March

3.91

	
	Unit A = 4

Unit B = 1

Unit D = 5
	3.67
	4.50
	3.67
	4.50
	4.00
	4.20
	April

4.09


SLA METRICS 2001 - 2002

Customer Service Score: 1=not satisfactory; 2=somewhat satisfactory; 3=satisfactory; 4=somewhat exceeds expectations; 5=exceeds expectations

	
	APR
	MAY
	JUN
	JUL
	AUG
	SEP
	OCT
	NOV
	DEC
	JAN
	FEB
	MAR
	APR

	Network Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Closed
	65
	31
	54
	78
	79
	254
	188
	92
	166
	193
	135
	64
	167

	Tickets Remaining in System
	9
	6
	6
	12
	14
	43
	20
	20
	14
	25
	2
	7
	8

	Internet Availability
	100%
	100%
	100%
	99.99%
	100%
	
	100%
	
	99.4%
	100%
	100%
	100%
	99.27%

	Internet Response Time
	>10 ms
	>10 ms
	>10 ms
	>2 ms
	>10 ms
	
	>10 ms
	
	10 ms
	11 ms
	11 ms
	11 ms
	10 ms

	Remote Campus Avail.
	99.99%
	100%
	100%
	100%
	100%
	
	100%
	
	99.89%
	100%
	99.98%
	99.97%
	99.54%

	Customer Service Score
	
	
	
	4.05
	3.91
	4.00
	3.95
	3.86
	
	3.76
	100%
	100%
	98.58%

	Desktop Application Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	3.36
	4.00
	
	4.47
	3.95
	
	4.48
	
	4.09
	

	Domino Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Closed
	
	
	
	
	
	
	
	215
	49
	291
	172
	78
	108

	Tickets Remaining in System
	
	
	
	
	
	
	
	3
	22
	24
	13
	6
	9

	Customer Service Score
	
	
	
	4.58
	4.40
	4.53
	4.59
	4.55
	
	3.95
	4.16
	3.91
	4.11

	Telephone Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Handsets Installed
	25
	16
	26
	18
	23
	32
	28
	19
	15
	27
	22
	23
	14

	Lines Installed
	19
	18
	15
	61
	37
	40
	116
	33
	21
	20
	24
	20
	13

	Repairs Requested
	49
	55
	64
	102
	57
	88
	46
	44
	29
	54
	30
	24
	37

	Repairs Completed
	45
	51
	60
	98
	54
	82
	43
	42
	27
	51
	28
	23
	33

	Customer Service Score
	
	
	
	4.18
	4.14
	4.13
	4.25
	
	
	4.59
	4.69
	4.59
	3.95


SLA METRICS 2001 - 2002

Customer Service Score: 1=not satisfactory; 2=somewhat satisfactory; 3=satisfactory; 4=somewhat exceeds expectations; 5=exceeds expectations

	
	APR
	MAY
	JUN
	JUL
	AUG
	SEP
	OCT
	NOV
	DEC
	JAN
	FEB
	MAR
	APR

	ITCS Call Center
	
	
	
	
	
	
	
	
	
	
	
	
	

	Calls Received
	3,993
	3,775
	1,908
	3,225
	3,355
	5,808
	4,629
	2,843
	1,806
	3,239
	2,749
	2,343
	2,809

	Tickets Created
	721
	592
	922
	1,445
	1,430
	2,024
	2,995
	2,405
	1,043
	2,318
	1,592
	1,241
	1,596

	Tickets Closed
	601
	502
	955
	1,361
	1,356
	1,824
	3,067
	2,404
	1,125
	2,299
	1,635
	1,353
	1,589

	Tickets Remaining in System
	120
	90
	185
	269
	268
	307
	339
	286
	
	240
	865
	596
	388

	Customer Service Score
	
	
	
	3.89
	3.85
	3.94
	3.70
	3.98
	
	4.01
	165
	75
	156

	ITCS Training
	
	
	
	
	
	
	
	
	
	
	
	
	

	No. of Courses Offered
	27
	26
	5
	11
	9
	3
	17
	17
	3
	11
	13
	5
	8

	Seats Available
	1,389
	1,516
	231
	320
	264
	192
	484
	523
	132
	444
	277
	182
	324

	Seats Filled
	937
	638
	117
	206
	194
	184
	319
	409
	86
	270
	176
	88
	192

	Customer Completions
	720
	456
	100
	189
	166
	142
	231
	281
	65
	201
	113
	73
	135

	Customer Service Score
	
	
	
	4.10
	4.12
	3.78
	3.97
	4.35
	
	4.30
	4.26
	4.47
	4.51

	 Media Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	3.81
	
	4.00
	4.09
	4.38
	4.06
	3.90
	
	4.24
	4.63
	4.16
	4.37

	EdTech Training
	
	
	
	
	
	
	
	
	
	
	
	
	

	No. of Workshops Offered
	
	15
	2
	9
	9
	4
	9
	10
	1
	9
	
	
	

	Customer Completions
	
	95
	17
	46
	80
	38
	75
	109
	18
	72
	
	
	

	Customer Service Score
	
	
	
	4.16
	4.16
	4.20
	4.14
	4.18
	
	4.26
	4.52
	4.48
	4.42
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