Chat warmup

Town Hal I Learning about each other:

2-3 pm, Nov. 16, 2023 What are you grateful for?

Agenda
-  Welcome
- Leadership Update
- Customer Service Survey
- Food Safety
- ANR in the News
- New Hires
- Other Updates

UNIVERSITY OF CALIFORNIA

Agriculture and Natural Resources




Leadership Update

Vision & News - (10-15 mins)
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We want
your input!

UC ANR Strategic
Visioning 2040

UNIVERSITY OF CALIFORNIA
Agriculture and Natural Resources



Date/Time Location

In-Person Sessions (includes lunch & networking)

Thurs., Dec 7, 2023
10am -1 pm
Tues., Jan 9, 2024
10am -1 pm
Tues., Jan 16, 2024
10am -1 pm

Fri., Feb. 9, 2024
10am -1 pm

Tues., Feb 27, 2024
10am -1 pm

Feedback

Mon., Dec 11, 2023

ANR Building, Davis

UC Santa Cruz Cowell Ranch Hay Barn

UC Riverside Alumni & Visitors Center

UC Merced Conference Center

McConnell Foundation, Redding

10 am — 12 pm Zoom Session #1 SGSSlOnS
Wed., Jan 31, 2024 Zoom Session #2
1pm-3pm

Thurs., Feb 8, 2024

Zoom Session #3
3pm-5pm




2023 ANR Administrative & Support Services J
Customer Satisfaction Survey

Interpretation of Results & Action Planning Discussion

ANR Town Hall
November 16, 2023

luliia Kepley, Tritonlytics Program Director
Strategic Consulting, Assessments, and Analytics




CSS SURVEY BACKGROUND

FEATURE

DETAIL

HISTORY

DATES

PARTICIPATION

RESPONSE RATE

SURVEY DESIGN

2023 was the 2" year of the Administrative and Support Services Customer Satisfaction Survey

Survey period: May 23 — June 30, 2023

18 ANR administrative and support services units are included in the survey

1,237 academics, staff, and students were invited to participate; 433 (35%) responded

Survey consisted of up to 10 standard satisfaction;

Additional satisfaction questions related to policies, and procedures;

Net Promoter Score;

Open-ended questions about what respondents like best, suggestions for improvement, and
recognizing colleagues for exceptional customer service



CSS SURVEY DESIGN

10 STANDARD QUESTIONS (#1-10) +
1 NPS QUESTION (#11) +
ADDITIONAL CUSTOM ITEMS (#12 — 20)

Overall Satisfaction
Understand needs/requirements
Accessible
Responds within an acceptable time
Provides effective advice, support, guidance
Facilitates problem resolution
Knowledgeable staff
Helpful staff
Effectively uses website for information

. Moving in a positive direction

. Would likely to share a positive impression of
[dept] with other colleagues

12. Clarity of policy

13. Client service

14. Communication

15. Clear procedures

16. Approval time

17. Approval workflow process

18. Training for clientele
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e
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19. Last experience with the unit/department
20. Frequency of interaction with the unit

UC ANR Academic Human Resources is the principal department for all academic personnel matters within UC ANR. Academic HR provides consulting services in applying academic
personnel policies and procedures involving recruitment, temporary hires, advancement, compensation, visa/work eligibility and employee relations for academic appointees in UC ANR.

Please rate your level of satisfaction with Academic Extromely Very Not Very Not At All
Human Resources in each of the following. Satistied Satistied Satisfied Satistied Satisfiod NA

1. Thinking of your OVERALL experience with Academic
Human Resources, how would you rate your satisfaction
with it during the past 12 months in meeting your needs?

2. Understands my needs and requirements

3. Accessible to customers (via phone, voicemail, e-mail,

etc)

4. Responsive to requests within an acceptable time frame

5. Provides effective advice, support, and guidance

6. Facilitates problem resolution

7. Knowledgeable staff

8. Helpful staff

9. Effectively uses website to provide access to information
and services

10. Moving in a positive direction to better meet my needs

11. How likely is it that you would share a positive 10 9 8 7 6 5 4 3 2 1 0
impression of Academic Human Resources with others?

Extremely kkely
(10 being extremely likely and 0 being not at all likely)

Moderately likely Not at all ikely

Please provide your faction level in the 9
areas based on your i with Academi Extromoly Very Not Very Not At An
Human Resources. Satisfied Satisfied Satisfied Satisfied Satisfied NA

12. Clarity of policy

13. Client service

14. Communication

15. Clear procedures

16. Approval time

17. Approval workflow process

18. Training for clientele



CSS 2023 RESULTS HIGHLIGHTS

Overall Satisfaction Scores

Influential Strengths Primary Opportunities
Ranged from 3.10 to 3.97 Keep up the good work Concentrate Efforts On
Provides Effective Advice and Guidance
8 units in the “Good” range (16 units)
(3.60 to 4.29) Understanding Customer Needs
o Respond to Requests within an Acceptable Time improved compared to the 2021
10 units in the “Moderate” range (3.00 Frame (15 units) survey results (7 units vs 13 units)
to 3.59)
Accessible to Customer (12 units) Moving in a Positive Direction still
No units in the “Low” range (below requires improvements for 9 units
3.00). Information Technology unit improved
. customer satisfaction in all customer service Approval Time was identified as a
In 2021 Informational Technology and areas compared to the 2021 survey results Primary Opportunity for 5 units

Staff Human Resources were in the
“Low” range, this year they
demonstrated improvement and
moved to the “Moderate” range

(statistically significant)

“Office of Contacts & Grants” has the most
Strengths than the other units



Example:

INTERPRETING RESULTS

2023 Strengths Overall satisfaction
Understands My Needs and Requirements Thinking of your OVERALL experience with this department, how

1 0 1 Facilitates Problem Resclution would you rate your satisfaction with it during the past 12 months in
Helpful staff meeting your department’s needs?

respondents

. 2021 Extremely Satisfied _j[[:%

60 respondents iti i

Report Gui de Opportunities 353 vesoses [
.

Approval Time 30
Communication . N d’ 7%
/ Approval Workflow Process mean emewhat Satisfie 27
# of respondents |
p Stondard Devigtion Not Very Satisfied . 11%
. 11
- Is it at least 25?

Not at all Satisfied

v’ Mean score of Overall Satisfaction and

Mean Scores Below 3.00 - Low | | 3.60 to 4.29 - Good | 4.30 & above - Excellent

. . . Mean Score 2023 c_hange from
distribution of scores # Question 2001 | 2023 pror year
1 Thinking of your OVERALL experience with Academic Human Resources, how would you rate yo.. 3.43 3.58 ‘ -
—> Do you have a lot of scores
T d ?” 2 Understands my needs and requirements 3.46 3.59 E "
u n e r Wate r ¢ 3 Accessible to customers (via phone, voicemail, e-mail, etc.) 3.50 3.61 L 1
4 Responsive to requests within an acceptable time frame 3.44 3.51
/ Mean SCO re and Standard Deviation 5 Provides effective advice, support, and guidance 3.53 3.64 e
6 Facilitates problem resolution 3.56 3.63
—> Is SD under 1.0?
7 Knowledgeable staff 3.62 3.82 ’ .
8 Helpful staff 3.68 3.89 [ .
/ Stre ngths and Opportunities 9 Effectively uses website to provide access to information and services 3.40 3.29 v
10 Moving in a positive direction to better meet my needs 3.33 3.57 ! "
12 Clarity of policy 3.24 3.16
v Individual ’ t and
naividual scores movement an e o ]
13 Client service 3.45 B35
statistically significant changes 14 Communication 346 338 .
15 Clear procedures 3.26 3.20
16 Approval time 3.23 3.20
17 Approval workflow process 3.31 3525
18 Training for clientele 3.22 3.23

Arrow Up/Down -
Increase/Decrease of
0.0% or greater



SATISFACTION MEAN SCORES BY UNIT

» This chart shows the
comparison results
(Overall Satisfaction score)
of the surveys conducted
in 2021 and 2023

» Development Services and
Statewide Programs
Operations units improved
customer satisfaction
scores vs 2021 and moved
to the “Good” range

» In 2021 Information
Technology and Staff
Human Resources were in
the “Low” range, this year
they demonstrated
improvement and moved
to the “Moderate” range

» For Information
Technology, this
improvement is statistically
significant

Overall Satisfaction Mean Scores

2023

Department 2021
Office of Contracts & Grants (0CG) 4.12 3.97
Risk & Safety Services 4.02 3.95
Moevelopment Services | 356 [ 5 o3
Df:ﬁ“SIJ:SFLrT__________106_—_________B.E.
News & Information Qutreach in Spanish (NOS) 4.08 3.85
Research & Extension Centers Operations 3.88 3.78
:“c_::ez::s:_pe:ror;________;6____________;8
e ————— e e )
Strategic Communications 3.89 3.61
Rescurce Planning & Management (RPM) 3.31 3.59
Academic Human Resources 3.43 3.58
Government and Community Relations 3.73 3.53
Financial Services 3.25 3.49
Policies, Compliance & Programmat :Ag*ee*‘er':s:DC_ - 3.86 .- @ 3.49
|itormason venics, IR 222 L0 L L L L L 24 4
Business Operations Center (BOC) 3.50 3.36
Facilities, Planning & Management (FPM) 3.25 3.31
Publishing 3.11

Mean scores with a statistically significant change year-over-year are indicated with a %

Below 3.00 - Low | | 3.60 to 4.29 - Good | 4.30 & above - Excellent



DISTRIBUTION OF SATISFACTION SCORES (FREQUENCIES) BY UNITS

2023 Satisfaction Question Response Frequencies

Mean
— e — — — — — — — — — — — — — o J
Office of Contracts & Grants (OCG) “ 18.3% 11.3% 397 //
Risk & Safety Services 27.9% 318 255 Th ree b u Ckets: m Very/Extremely Satisfied Somewhat Satisfied Not Very/Not At All Satisfied
Development Services |GG 2.0% a3% 3.93 » Are there opportunities to move scores from Not at All to
Program Support Unit | 309% aox [1391 Satisfied?
News & Information Outreach in Spanish (NOS) “ 22.5% 7.5% 2.85 > Are there opportunities to move scores from Satisfied to
Research & Extension Centers Operations 29.4% 7.8% 373 Very/Extremer Satisﬁedp
Statewide Programs Operations [ G NNNNEE = ~~ 1 > This chart demonstrates the importance of paying attention
Strategic Communicat uss | 361 7
areale FommHmeations not only to a mean score but to the percentage of satisfied
Resource Planning & Management (RPM) 41.0% 10.3% 3.59 .
and unsatisfied customers.
Academic Human Resources “ 37.4% 12.1% 3.58
> With the highest satisfaction mean score of 3.97 “Office of Contracts & Grants”
Government and Community Relations 44.7% 13.2% 3.53
has the highest percentage of very/extremely satisfied customers (70.4%), but
Financial Services “ 40.0% 12.3% 3.43
the percentage of customers who are “Not very/Not At All Satisfied” appeared
Policies, Compliance & Programmatic Agreements (PCPA) 43.6% 12 8% 343
346 to be higher (11.3%) even than some units with the lower mean scores
Information Technology “ 37.6% 16.5% .
338 > Risk and Safety Services Unit has the lowest percentage of
Business Operations Center (BOC) “ 36.7% 19.1% -
. ) 331 unsatisfied customers
Facilities, Planning & Management (FPM) “ 40.0% 21.5% ==
publishing  [TIEZTN 50.0% 21.4% 311
Staff Human Resources “ 38.7% 27.4% 310

0%

ES
-
=]
&=
]
=1
ES

30% 40% 50% 60% 70% a0% S0% 100%

m Very/Extremely Satisfied Somewhat Satisfied Not Very/Not At All Satisfied



SATISFACTION MEAN SCORES BY UNIT FOR STANDARD SATISFACTION QUESTIONS 2023

Responds Provides Effectively
A e  r—— = . - .
Overall U"u."jerstand Accessible © ~ Effective Facilitates Knowledge Helpful .,..USE.S _ Mov f.'"g.,m Approval l::p::rn@ Clarity of Clear Client | . . [Training for
Below 3.00 - Low | | 3.60 to 4.29 - Good | 4.30 & above - Excellent 5 l:i-'facti-::rs My Needs o Requests Advice Problem able Staff Sraf Websitas, | a Positive ime Workflow Polic Procedures | Service Communi.. Clientele
=t and Req.. Customers | Within an - " Resolution o : Online Direction Process ¥ = I
Guidance
Acceptabl.. Document..
Business Operations Center Business Operations Cent..  3.36 3.36 246 3.38 3231 3.39 337 3.61 3.08 245 3.02 207 2.594 2.86 240 3.35 301
Development Services Development Services 353 392 396 406 403 397 407 413 373 395 3.73 372 363 361 403 391 385
Facilities, Planning & Management (F.. Facilities, Planning & Man.., 3.31 329 344 3.40 339 316 361 344 317 325 3.19 316 322 3.19 321 339 322
Financial Services Financial Services 349 349 351 337 352 348 353 360 3.20 336 3.36 342 324 324 338 3.40 3.08

Government and Community Relations Government and Commun... 3.53 245 267 3.61 358 372 2.89 3.83 2.30 3270 3.58 352 224 3.32 345 3.54 231

Human Resources Academic Human Resourc..| 3.58 3.59 361 351 364 363 382 3.89 329 3.57 3.20 S 3.16 3.20 3.52 3.38 323

Staff Human Resources 3.10 3.17 3.20 297 3.15 311 331 3.36 295 3.07 277 2.87 3.02 293 3.18 3.10 295
nformation Technology nformation Technology 346 355 3.60 346 362 362 3.85 3.82 3.25 349 3.43 340 335 333 357 351 3.20
Office of Contracts & Grants Office of Contracts & Gran..| 3.8 4.00 4.00 39 401 4.00 422 418 3.66 3.88 3.80 381 361 371 401 398 369
Office of Controller and Business Ser.. Pelicies, Compliance & Pre.. 3.49 245 242 341 355 347 377 3.72 245 244 3.24 224 327 325 357 353 2.00
Program Suppert Unit Program Support Unit 351 387 397 381 3.92 387 4.07 4.09 378 383 4T 381 3.72 370 3.95 379 361

Publishing 311 333 333 319 339 346 369 373 291 3.10 271 277 295 318 3.28 3.36 2.54

Resource Planning & Man.. | 3.59 353 3.66 3.56 3.59 368 387 3.85 343 3.56 3.46 340 3.22 333 3.66 363 325

Risk & Safety Services 3.95 4.00 401 391 410 4.07 418 411 390 3.95 382 381 3.82 3.80 4.07 4.04 372
Research & Extension Cen.. | 378 3.78 408 3.96 3.76 376 406 412 354 371 3.76 3.66 3.65 3.67 3.73 392 366
Statewide Programs Oper..|  3.68 3.66 393 3.88 3.68 376 4.08 403 371 397 3.62 3.50 3.59 3.54 371 3.68 363
Mews & Information Outr.. | 3.85 395 411 405 416 415 4726 413 387 3.82 3.82 375 3.69 370 4.00 395 373
Strategic Communications SR3061 3.48 273 269 362 342 282 381 255 253 3.47 2.50 2.59 338 3.67 364 251
Grand Tota 3.57 3.59 3.67 3.56 3.64 362 381 3.83 3.39 3.57 337 3.38 3.35 333 ] 3.62 3.58 332

v Parameters of customer satisfaction for both Knowledgeable Staff and Helpful Staff scored high for all Units except Staff Human Resources

v Approval Workflow Process, Clarity of Policy, and Clear Procedures require improvement almost for all Units, especially for Business Operations Center (BOC), Staff
Human Resources, and Publishing (in the “Low” range)

v’ Office of Contracts & Grants, Risk & Safety Services, and News & Information Outreach in Spanish (NOS) scored “Good” for all parameters of customer satisfaction




SATISFACTION MEAN SCORES RANKING BY UNIT FOR STANDARD SATISFACTION QUESTIONS

2021 VS 2023

Department Question Class Long 2021 2023 Department Question Class Long 2021 2023
Owverall Satisfaction 3.31 3.59 Cverall Satisfaction e 402 e 305
Undarstands My Needs and Requirements 3.22 3.53 Understands My Needs and Requirements e 207 N a.00
Accessible to Customers 3.49 _ 3.66 Accessible to Customers _ 4.02 _ 4.01
Provides Effective Advice, Guidance 3.47 3.59 Provides Effective Advice, Guidance - Isw N 210
Responds to Requests Within an Acceptable Time F.. 3.34 3.56 Responds to Requests Within an Acceptable Time £ [N 2.91 T 301
Facilitates Problem Resolution 3.44 [, 3.58 Facilitates Problem Resolution —— 4.2 I—— 4.07
Knowledgeable Staff I =.50 I : c7 Knowledgeable Staff I : 23 I - 2

, Helpful Staff I :.c I : Helpful Staff D c2: e ¢.11

Resource Planning & h . . )

Management (RPM) Effectively Uses Websites, Online Decumentation | N .o 343 Risk & Safety Services  Effectively Uses Websites, Online Documentation NN 4.02 e 3.90
Moving in a Positive Direction 3.30 3.56 Moving in a Positive Direction e 207 T 399
Clarity of Palicy 312 3.22 Clarity of Policy T 37 I ze2
Client Service 3.44 N 3.66 Client Service - Isw . a.07
Communication 3.26 .62 Communication P 4.06 I 4.04
Clear Procedures 3.02 3.33 Clear Procedures R N 3.80
Approval Time I 255 3.48 Approval Time L Ehy —— 282
Approval Workflow Process I 2.5 340 Approval Workflow Process I .96 T 2.1
Training for Clientele I -7 228 Training for Clientele I 2 85 R 272

Department Question Class Long 2021 2023 Department Question Class Long 2021 2023
Overall Satisfaction _ 3.88 _ 3.78 Overall Satisfaction 3.26 _ 3.68
Understands My heeds and Requirements _ 3.76 _ 3.78 Understands My Needs and Requirements 3.23 _ 3.66
Accessible to Customers I a3 I —— 408 Accessible to Customers P 361 I 393
Provides Effective Advice, Guidance . EES kRS Provides Effective Advice, Guidance 3.38 I 3.8
Responds to Requests Within an Acceptable Time F.. [ .86 . RS Responds to Requests Within an Acceptable Time F.. 3.55 I .28
Facilitates Problem Resolution e b ERS Facilitates Problem Resolution 3.38 I .76
Knowledgeable Staff I — .00 I — 2.06 Knowledgeable Staff I : 52 I 2.08
Helpful Staff I a.0s e 412 . — |

Research & Ex‘tgmsmn Eﬁn‘fctively Uses Websites, Online Documentation 3.53 3.54 Statewide Programs Helpfl{l St i i o ] 7

Centers Operations R _ = _ i Operations Ef'feFtlver u;es_i\.f\u'ebs.\tes,.omme Decumentation 3.35 3.71

Moving in a Positive Direction 3.24 _ 3.97 %

Clarity of Palicy 3.57 I 365 Clarity of Policy 3.34 3.59
Client Service I z.02 I, .73 Client Service 3.23 _ 3.71
Communication _ 3.83 _ 3.92 Communication 3.19 _ 3.68
Clzar Procedures 3.58 A .67 Clear Procedures 313 3.54
Approval Time 370 I =75 Approval Time 3.25 P 362
Approval Workflow Process 3.58 [ =.65 Approval Workflow Process 3.31 3.50
Training for Clientele . E® I 2.66 Training for Clientele 3.29 P 262

Mean scores with a statistically significant change year-over-year are indicated with a %
Below 3.00 - Low | 3.00 to 3.59 - Moderate | 3.60 to 4.29 - Good | 4.30 & above - Excellent



NET PROMOTER SCORE — INTERPRETING RESULTS

Example: Academic Human Resources
What is your score?

More importantly, what is the

2021 2023 distribution of scores?

‘2 NP5 5 NP5
28.1% - 29.8% = -2 39.2% - 34.0% = 5

How many are in the “passive” range?

» this is your area of opportunity
NPS Breakdown for 2023

Detractor Promoter Your NPS helps to understand the
o o o o o o o o o general sentiment about the Unit (and
29 1% 29 49 5/, 10% 9%, 13% 13% 15% 24%, understanding behaviors such as work-
2 1 2 4 L 10 9 13 13 15 23

arounds or “shadow systems”)

— 0/0 — 0/0 Below 0 — LOW

PROMOTERS DETRACTORS 0 to 19 — MODERATE
20-49 GOOD
50 & above - EXCELLENT




NET PROMOTER SCORE BY UNIT

ERENES

Net Promoter Scores

Business Operations
Center

Development
Services

Facilities, Planning &
Management (FPM)

Financial Services

Governmeant and
Community Relations

Human Resources

Business Operations Center (BOC)
Development Services

Facilities, Planning & Management (FPM)
Financial Services

Government and Community Relations
Academic Human Resources

Staff Human Resources

2021

30

29
24

2023

32

Information . :
chnoloay Information Technelogy 192 saz J
LIeehOlogy e e e e e . — — — e e e o s i s,
Office of Contracts & |
sees s Office of Contracts & Grants (0CG) 4ﬂ6 | 38__
Grants 80 | 114
Office of Controller  Policies, Compliance & Programmatic Agreements 28 3
and Busingess Services (PCPA) 18 37
Program Support Unit Program Support Unit f'_]g fll
Publishing Publishing __,lf -
Resource Planning & | -
- - 9% Rasource Planning & Management (RPM) 219 _ 5
Management 42 38
Risk & Safety Services Risk & Safety Services i'lg f'o_
e - . . L 9 31
Statewide Pregrams Research & Extension Centers Operations a8
and REC Operations - -
—L———————————ﬁ ——————— —— —— e —
Statewide Programs Operations 0

34 | 39

Strategic
Communications

Grand Tota

Mews & Information Outreach in Spanish (NOS)

Strategic Communications

319

38 22

82 I 65

v Compared to 2021 survey
customers of Statewide Program
Operations are more active in
sharing their positive impression
of the Unit (-14 vs +30)

v’ Risk & Safety Services and the
Office of Contracts & Grants are
maintaining scores in the “Good”
range

v Respondents who interacted with
Information Technology shared
more positive impressions (the
score significantly increased from
-38 to -2). The overall satisfaction
score demonstrates the same
improvement (2.82 in 2021 to
3.46 in 2023).

Below 0 — LOW
0 to 19 — MODERATE
20-49 GOOD

50 & above - EXCELLENT



INTERPRETING RESULTS

Impact Analysis

Looks at satisfaction with an item and
how important that item is to overall

satisfaction with the unit.

1) Range of mean scores for the items
» The design of this chart enables the
identification of improvement
somewhere
» Are they already all high scores (i.e. 4.0
or higher)?

2) Correlation of items = importance:
» .30is a low relationship with Overall
Satisfaction
» .50 is a medium strength relationship
» .70 and higher is a strong relationship

3) Focus on the Primary Opportunity
guadrant

Correlation with "Overall Satisfaction"
Strengths and Opportunities by Survey Question With Axes at the Average Question Mean and

Average Question by "Overall Satisfaction" Correlation
Correlation Coefficient Average = 0.82, Mean Average = 2.92

3.4

3.2

Mean

2.8

2.6

Strengths

@ Knowledgeable Staff

Influential Strengths

HelpfuliStaff

Provides Effective Advice, Guidance .
Understands My Needs and Requirements @

Clarity of Policy

. . Accessible to Cu

Clear Procedures

App

0.72 0.74 0.76
Secondary Opportunities

<

0.78 0.80
Correlation

@ Understands My Needs and Requirements

Accessible to Customers

@ Responds to Requests Within an Acceptable Time Frame
@ Provides Effective Advice, Guidance

@ Facilitates Problem Resolution

® Knowledgeable Staff
Helpful Staff

@ Effectively Uses Websites, Online Documentation

Moving in a Positive Direction

Clarity of Policy
Client Service
Communication
@ Clear Procedures
Approval Time
Approval Workflow Process

omers

Client Service

Approval Workflow Process

val Time Training for Clientele

Training for Clientele

Strengths

Higher than average mean score,
lower than average correlation.
"Keep up the good work"

Secondary Opps
Lower than average mean score,
lower than average correlation.

I0.82 0.84 0.86 0.88
rimary Opportunities

>

"Low Priority"

Influential Strengths

Higher than average mean score,
higher than average correlation.
"Keep an eye on"

Primary Opps

Lower than average mean score,
higher than average correlation.
"Concentrate Efforts"




INFLUENTIAL STRENGTHS & OPPORTUNITIES FOR STANDARD SATISFACTION QUESTION

PO - Primary Opportunity | SO - Secondary

Business Operations Center

Development Services

Facilities, Planning & Management..

Financial Services

Government and Community Relat..

Human Resources

Information Technology

Office of Contracts & Grants

Office of Controller and Business S..

Program Support Unit

Publishing

Resource Planning & Management
Risk & Safety Services

Statewide Programs and REC

Operations

Strategic Communications

Dpportunity | 1S - Influential Strength |sT-

Underst
ands My Jleto Cus
Needs .. I

tomers
Business Operations Center (BOC) 1S
Development Services IS IS
PO I

IS I IS

Facilities, Planning & Management (F..
Financial Services

Government and Community Relation

POIIS

IS I
IS IS

SI
nformation Technology I IS I 15

Academic Human Resources

Staff Human Resources

Office of Contracts & Grants (0CG) IS I IS
Policies, Compliance & Programmatic . IS PO
Program Support Unit I
IS I IS
PO I

Publishing
Resource Planning & Management (R..
Risk & Safety Services IS IS
Resesarch & Extensicn Centers Operat.. I
Statewide Programs Operations PO I IS
News & Infermation Qutreach in Spa..

F’OIIS

Strategic Communications

PO 1 IS
—

Strengt

h

Accessib | Respond
stoReqg
uests ..

IS
IS

= v | ®
w o0

rovides | Fa

cilitat | Knowled | . IE=e-:i -
esProbl | geableS ly Uses
emRes. taff st I"."."Ebsit

IS 1S IS

IS IS IS I PO

PO IS I

IS IS I PO

IS IS

IS IS I

IS IS I

IS I

IS IS IS

IS IS I

IS IS IS I

IS IS I PO

IS PO

IS IS IS I

PO I PO

IS I

IS IS

PO IS I

PO
PO

Approval
Time

PO
PO

PO
PO

Approval

Worksl Clarity |Clear Pro
.EH ° of Policy | cedures
w Proce..
PO
PO
PO | PO
PO
PO PO
PO
IS PO

Client

Service

IS

PO
PO
IS
IS
IS
IS
IS
IS
IS
IS
IS
PO
PO
IS
IS

-

Lommu..

IS

PO

Training

Cli

for

PO

PO

» “Provides Effective Advice and
Guidance” appeared as an
influential strength for 16 units;
“Facilitates Problem Resolution”
for 15 units, and “Helpful Staff”
were influential strengths for 12
units

» “Moving in a Positive Direction”
still requires improvements for 9
units

» “Understanding my Needs” is still
a challenge for seven units, but
for 11 units this area of customer
service is an Influential Strength.




SETTING GOALS WITH PO / Academic Human Resources

Question Class Long = 2023 2021
strengths Influential Strengths . Understands My Needs and Reguirements IS IS
3.9 Accessible to Customers IS
° Helpful Staff @ Responds to Requests Within an Acceptable Time Frame IS
3.8 Knowledgeable Staff @ Frovides Effective Advice, Guidance Is
@ Facilitates Problem Resolution IS IS
3.7 @ Knowledgeable Staff
Provides Effective Advice, Guidance e
® Helpful 5taff IS
Accessible to Customers ® TSR Iy Ty, - P T, PR
316 Facilitates Problem Resolution ® @ CEffectively Uses Websites, Online Documentation
- o A Moving in a Positive Direction
= Moving in a Positive Direction
@ . -
S35 @ Clarity of Policy
Responds to Requests Within an Acceptable Time Frame ] _ ]
Client Service IS IS
3.4 @ Communication PO
._ _ Clear Procedures PO
Communication
33 Approval Time PO
. . Effectively Uses Websites, Online Documergtation
Approval Workflow Process
Apfroval Workflow Process
Training for Clientele Training for Clientele
3.2 Clear Procedures N
Clarity of Pdficy » “Communication” and “Approval Time” have a strong correlation with the Overall Satisfaction score for
Secondary Opportunities Primary Opportunities customers of the Academic Human Resources Unit, but satisfaction with these dimensions was scored low
0.65 0.70 0.75 0.80 0.85 0.90 and is considered a Primary Opportunity.

» “Accessible to Customers” and “Responds to Requests Within an Acceptable Time Frame” are less correlated
with overall satisfaction compared to the results of the 2021 survey, but still have a strong satisfaction score



SETTING GOALS WITH PO / Business Operations Center

Question Class Long = 2023 2021
Strengths Influential Strengths . Understands My Meeds and Requirements IS IS
16 fccessible to Customers IS
' Helpful Staff - - ; . -
. Fesponds to Requests Within an Acceptable Time Frame
35 @ Provides Effective Advice, Guidance IS IS
. Facilitates Problem Resolution IS IS
Accessible to Customers
il = = e fE
34 . ° @ Knowledgeable St IS IS
[ ] Py Client Service . Helpful Staff IS IS
33 ® . Effectively Uses Websites, Online Documentation PO
Provides Eifective Advice, Guidance ) ) o . )
c Moving in & Positive Direction IS IS
@k
= 3.2 Clarity of Paolicy
Client Service IS IS
3.1 Effectively Uses Wehsites, Online Documenfation . Communication IS
@ Approval Workflow Process Clear Procedures
Approval Time
3.0 Approval Tine oF
Approval Workflow Process
29 Clarity of Policy Training for Clientele
Clear Procddures
Secondary Opportunities Primary Opportunities > Business Operations Center has eight influential strengths, dimensions which highly correlated with the Overall
0.65 0.70 0.75 0.80 0.85 Satisfaction score and scored relatively higher than the other dimensions

> Business Operations Center should focus its effort on the improvement of Secondary Opportunities (“Clarity of
Policy”, “Clear Procedures”, “Approval Time”, and “Approval Workflow Process”). Though they are not in the
category of Primary Opportunities, they are still highly correlated with the Overall Satisfaction score and the
customers scored satisfaction with these dimensions relatively low.



SETTING GOALS WITH PO / Information Technology

Question Class Long = 2023 2021
Strengths Influential Strengths @ Understands My Needs and Requirements IS IS
@ knowledgeable Staff Accessible to Customers IS
38 Helpful Staft . Responds to Requests Within an Acceptable Time Frame PO
@ Frovides Effective Advice, Guidance IS 1S
@ rzcilitates Problem Resoluticon IS 1S
3.7
@ :rowledgeable Staff
Provides Effective Advice, Guidance Helnpful Staff
L ] L e . .
3.6 . frectively Uses Websites, Online Documentation
Accessible to Customers
e 0 r Maving in & Positive Direction PO PO
m
a
= & Conounication Clarity of Policy
3.5 Moving in a Positive]Direction . - "
Responds to Requests Within an Acceptable Timg Frame . Client Service IS PD
Hbproval Time Communication Is PO
3.4 Clear Procedures
Approval Workflow Pgocess
Clarity of Palicy Approval Time PO
3.3 Clear Procedures Approval Workflow Process PO
@ Effectively Uses Websites, Online Dcumentation Training for Clientele PO PO
3.2 Training for Clientele . L . . . L .,
N . . > Information Technology significantly improved customer satisfaction level with “Client Service” and
Secondary Opportunities Primary Opportunities
“ . e . . .
0.76 0.78 0.80 0.82 R 5Be 558 Communication” and turned them into influential strengths.

» “Responds to Requests within an Acceptable Time Frame”, “Training for Clientele”, and “Moving in a Positive
Direction” have a strong correlation with the overall satisfaction score for customers of the Information
Technology Unit, but satisfaction with these dimensions scored relatively low and are considered Primary
Opportunities. Addressing these parameters as a goal for improvement will keep a positive trend with overall
satisfaction, which has statistically significant improvement compared to the 2021 survey results (2.82 vs 3.46)



MEAN SCORES BY CLASSIFICATION - INTERPRETING RESULTS

uc 2023 UC ANR Administrative and Support Services Customer Satisfaction Survey UC 2023 UC ANR Administrative and Support Services Customer Satisfaction Survey
ANR  Academic Human Resources ANR  Business Operations Center (BOC)
Satisfaction Mean Scores by C[assi;iq;ign Below 3.00 - Low | | 3.60t0 4.29 - Good | 4.30 & above - Excellent Satisfaction Mean Scores by Gassi‘i@iww .00- Low | 59 o | 3.60 to 4.29 - Good | 4.30 & above - Excellent
> e -] ¥ @ (1] = = W - e PR ) = m
128 PeEG[EE|, <2 858 2| £ | g | 2| 5| & |- 5 clfog e ERTEE |, o 3 x WS 2| | 8| B | 2| ¢ 5
Academic/Faculty 3.32 |3.35 |3.38 §3.33 |3.42 [3.40 |3.59 [3.68 [3.15 [3.31 |2.98 |3.23 |3.11 |3.04 |3.06 |3.08 |3.07 R E R 2.81|2.8012.93 [2.73 [12.82 {2.96 |2.93 [13.13 ]2.46 |2.95 | 2.36 (2.69 (2.67 |2.17 |2.24 |2.36 | 2.62
(56) | (54) M (s5) g(s4) | (53) | @5) | (54) | (53) | (47) | 49) | (57) | (53) | (55) | (54) | (53) | (51) | (41) (47) | (46) N (44) B (45) § (45) | (45) | (46) [ (46) y (41) | (41) | (44) | (45) | (46) | (46) | (45) | (45) | (34)
Staff 391 /389 301 |3_73 391 /13.86 |4.12 |4.14 |13.45 /1390 (3.41 |3.88 |3.72 |3.40 |3.39 [3.47 |3.42 Staff 3.51 | 3.51 3.60 §3.56 |3.45 3.51 |3.49 |3.75 |3.27 3.60 |3.11 |[3.59 |3.54 [3.05 [3.25 |3.27 |3.11
@3) | aa) Da3) §aa) | @3) | @3) | @3) | @9 |92 | 39) | 39) | (43) | (a3) | (a2) | 38) | 38) | (33) (168) | (166) [ (164) N(164) [(159) | (157) | (265) [(164) [(131) | (146) | (155) | (162) | (166) | (161) | (158) | (154) | (131)
|
uc 2023 UC ANR Administrative and Support Services Customer Satisfaction Survey ucC 2023 UC ANR Administrative and Support Services Customer Satisfaction Survey
ANR _Development Services ANR  Facilities, Planning & Management (FPM)
Satisfaction Mean Scores by Classification Below 3.00 - Low | 3.001 = | 3.60t04.29 - Good | 4.30 & above - Excellent. Satisfaction Mean Scores by Classification Below 2.00 - Low | 03 | 3.60 to 4.29 - Good | 4.30 & above - Excellent
> c [ §8 o - > c 9 T U9 ) = r
c |2 ‘é‘sm Séz'ég & c% S 3%8 m'g =2 g S %’ g = - :§> %) o £E| 28 £ 88l o2 [y 3 5 @ o .
s8 (=25 858238 ¢0|283| 82| 2 (28 85| 3| 2| S| £ q o nEslf: $3/558 55(528 50|583| 25| 2 |Egg| & 3| 2| 5| £ | % |8%gl &
82|53 825|388/ 2g(BE8| 37| § (835|232 £ | E | E| ¢ B IEET 82885 g3|388| £o(328|3°| 5 55|22 2| 5| E| S| & |35¢8| 58
; 3.40 |3.42 |3.60 |3.74 |3.60 |3.41 |3.68 [3.70 [3.38 |3.59 |3.17 |3.53 |3.50 |3.47 |3.27| 3.30 |3.25 : 2.50 (2.25 (2.25 |2.38 (2.38 |2.25 [ 2.88 |2.50 |2.14 |2.38 |2.13 |2.25 |2.50 (2.13 |2.71 | 2.29 |(2.17
R - : : ! ! : : : : ! : : ;
cademic/eedly 1700 a9 [20) |9 (o) |an a9 | o | a3 | a7 | s |9 | o [a9 fan a0 |y | [AedmRe Py e e e e e le e |ole e ||| |o|o]e
Staff 414 14.13 |4.11 (4.19 |4.21 |4.20 |4.23 |4.32 |3.83 (4.09 |3.83 |4.23 |4.09 |3.67 |3.86| 3.84 | 4.06 Staff 3.42 |3.44 |3.62 |3.55 |3.54 |3.29 |3.72 (3.57 |3.33 [3.39 | 3.38 [3.36 [3.52 |3.35 |3.26 | 3.29 | 3.36
@9) | (a7) | (47) | @a7) | (a8) | (1) | @8) | (@7) | (2) | @5) | (82 | (@7 | 47) | (@3) §37) 4 37) | (36) 57) | (57) | (55) | (55) | (s6) | (56) | (54) | (56) | (@6) | (51) | (55) | (53) | (56) | (54) | (a7) | (a9) | (a5)

The results of the Customer Satisfaction Survey demonstrate a statistically significant difference (at 95% confidence level) in satisfaction with different areas between

Academic/Faculty and Staff for the following units:

» Academic Human Resources: Staff scored higher on satisfaction with “Accessible to Customers” (3.91) than Academic/Faculty respondents (3.38);

» Business Operations Center (BOC): Staff scored higher on satisfaction with “Accessible to Customers” (3.6) and “Helpful Staff” (3.75) than Academic/Faculty respondents (2.93
and 3.13 respectively);

» Development Services: Staff respondents are more satisfied with “Approval Time” (3.86) than Academic/Faculty (3.27).




Examples

Overall Satisfaction Ratings
Move the number of “3's’ to “4” or “5”

Net Promoter Score
Move the NPSscore by moving the
“passives’ (i.e. scoring 7 or 8) into 9and 10

Question Items

Move a specific item of focusinto a higher score
or influential strength. Not all scores need to
move — just focus on one area

Primary Opportunities
Move an item from the PO quadrant into the
ISquadrant for continuous improvement



COLLECT ACTION PLANS & 3T GOALS

2021 UC San Diego Academic & Staff Customer Satisfaction Survey

CFO - Human Resources

d

BENEFITS

PRIMARY OPPORTUNITIES

Action planning
templates available
Focus groups
|deaWave

Listening sessions
Share with leadership
team

ACTIONS TAKEN/IN PROCESS

OUTCOME/HIGHLIGHTS

Facilitates problem

3.19 4.00 , resolution

Established customer service and
response time standards to ensure
timely feedback to customer inquiries

Focusing on enhancing overall
communcation with campus customer
partners

ADDITIONAL OPPORTUNITIES IDENTIFIED
(e.g. secondary opportunities)

ACTIONS TAKEN/IN PROCESS

OUTCOME/HIGHLIGHTS

"Website is not mobile-friendly"

Worked with IT to improve interface
and accessibility for the entire website

Website views doubled within two weeks

of improving interface




Customer Satisfaction Survey: Actions Taken

FHARE ACTIONS TAKEN |

Actions Taken for All

Survey Area H 2019 S5core 2020 S5core  Change

Central Cashier 354 410 ACIE

« Post on faculty, staff, and service area website
« Team/department meetings
« HEmail staff members

Faculty and Staff Customer Satisfaction Survey 2019

ACTIONS TAKEN @ @® ®

because of YOUR feedback!
ENHANCED SERVICES AND OFFERINGS

Faculty and staff members can now choose between two
distinct services to better suit their event needs: Dining
Delivers or UC San Diego Catering. Dining Delivers offers
convenient and casual meals that are perfect for smaller
gatherings, including staff meetings, work celebrations and
student programming. UC San Diego Catering provides a
personalized service experience at each event. Fresh,
seasonal and customizable menus include options for guests
with dietary restrictions and religious preferences.

a staff member is always availi
tments by offering different cor

256 424 A0D2Z8

L4
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ACCOUNTABILTY

REDEFINE
SURVEY
QUESTIONS

Step VI

Realign with strategic goals
and/or course correct

|

EVALUATION AND
RECOGNITION

FOR ACTIONS
TAKEN

Step |

Deploy survey and obtain
feedback (ratings and
comments)

IDENTIFICATION OF
NEEDS AND PROGRAM

PRIORITIES

Step II

Identify themes and
opportunities

Step V
Did changes result in goal
attainment?

/

Communicate impact and
share results with Senior
Leadership

\

<

_/

/

Step Il

Opportunities to Action:
Develop and implement
action plans and set goals
(share with team and Sr.
Leadership)

N

PROJECT AND
PROGRAM

IMPLEMENTATION

Step IV

Follow up and assess
performance and impact of
action plans

RESPONSE

PLANNING, GOAL
SETTING




RECOMMBENDATIONS

« Encourage directorsto discuss the results with their teams and
have a facilitated session on what the results mean to them
and what actions they can take to build on the positive and to

BUII d|ng Tru g make improvements

* Implement an annual review (i.e. "strategic planning retreat")

an d ,ACCO u nt ab I I Ity of th? C§Sf(3)|: accountability and action planning together with
your leadership team

» Develop an action plan based on the opportunities and share
this plan with all staff

Remember:
« Communicate the results and action plans of the survey as
Remind leadersthat results are to celebrate widely as possible — via website, email staff members
what is going well and to learn what we can do recognized for excellent customer service
to improve. Warn against temptationsto go on
“witch hunts’ or the blame game! * Regularly communicate the linkage between the actions taken

throughout the year and the survey ("we heard you")



Original slides moved to “Appendix”:

10-12 + 14 (mean score rankings by unit) — kept 13 as an example

21-24, 26-32, 34-36 (goal setting by unit) — kept 19,20,25,33 as examples
38-39 (supplemental question graphs) — kept 37 as an example

41-43 (mean scores by classification) — kept 40 as an example

49 (sharing actions) — kept 47-48 as examples

APPENDIX
SLIDES TO HOLD FOR 9/11
PRESENTATION

Tr|t0 nlyﬁcs“ UCSan Diego



SATTFACTION MEAN SCORESBY UNIT

Overall Satisfaction Score — “Thinking of your OVERALL experience with [dep/unit], how would you rate your satisfaction with it
during the past 12 months in meeting your needs?”

Rank Departmenit Hiean Nof Responses

Office of Contracts & Grants (OCG) 17
2 Risk & Safety Services - EN
3 Development Services
4 Program Support Unit
5 News & Information Outreach in Spanish (NOS) _ 44
& Research & Extension Centers Operations _ 35
7 Statewide Programs Operations _ 45
B Strategic Communications
] Resource Planning & Management (RPM) 43
10 Academic Human Resources 99
11 Government and Community Relations 41
12 Financial Services GE
13 Policies, Compliance & Programmatic Agreements (PCPA) 349 40
14 Information Technology 3.46 256
15 Business Operations Center (BOC) 3.36 216
16 Facilities, Planning & Management (FPM) 331 67
17 Publishing 311 31
18 Staff Human Resources 3.10 169

Below 3.00 - Low | | 3.60 to 4.29 - Good | 4.30 & above - Excellent

" > 8 units in the “Good” range (3.60 to 4.29); 10 units in the “Moderate” range (3.00 to 3.59)
» No units in the “Low” range (below 3.00)



SANFACTION MEAN SCORESRANKING BY UNIT FOR STANDARD SATISFACTION QUESTIONS

2021 V52023

Department Question Class Lang 2021 2023 Department Question Class Long 2021 2023
Overall Satisfaction 3.50 3.36 Overall Satisfaction 3.56 3.93
Understands My Needs and Requirements 3.5 3.36 Understands My Needs and Requirements 361 3.92
Accessible to Customers 3.50 3.46 Accessible to Customers 4.08 3.96
Provides Effective Advice Guidance 3.44 3.21 Provides Effective Advice, Guidance 3.79 4.03
Responds to Requests Within an Acceptable Time F.. 3.43 3.38 Responds to Requests Within an Acceptable Time F 3.96 4.06
Facilitates Problem Resolution 3.48 3.39 Facilitates Problem Resclution 3.67 3.97
Knowledgeable Staff 3.55 3.37 Knowledgeable Staff 3.97 4,07
Helpful Staff 3.72 3.61 Helpful Staff 3.98 413

?;'?tl;ej.;:?ra_'lors Effectively Usas Websites, Online Documantation 3.21 3.08 Development Services  Effectively Uses Websites, Online Documentation 3.52 3.73

' ) Moving in a Positive Direction 351 3.45 Moving in a Positive Direction 372 3.5

Clarity of Policy 3.16 D - o2 Clarity of Policy 3.40 3.63
Client Service 3.47 3.40 Client Service 3.78 4.03
Communication 3.38 3.35 Communication 3.80 3.91
Clear Procedures 3.07 D - .56 Clear Procedures 3.65 3.61
Approval Time 3.34 3.02 % Approval Time 3.64 3.73
Approval Workflow Process 3.26 3.07 Approval Workflow Process 3.67 372
Training for Clientele 3.22 3.01 Training for Clientele 3.50 3.85

Department Question Class Long 2021 2023 Department Question Class Long 2021 2023
Overall Satisfaction 3.25 331 Overall Satisfaction 3.25 3.49
Understands My Needs and Requirements 319 3.29 Understands My Needs and Reguirements 3.14 3.49
Accessible to Customers 3.45 3.44 Accessible to Customers 3.35 3.51
Provides Effective Advice, Guidance 3.31 3.39 Provides Effective Advice, Guidance 3.29 3.52
Responds to Requests Within an Acceptable Time F.. 331 3.40 Responds to Requests Within an Acceptable Time F.. 3.22 3.37
Facilitates Problem Resolution 3.32 3.16 Facilitates Problem Resolution 3.35 3.48
Knowledgeable Staff 3.67 3.61 Knowledgeable Staff 3.53 3.53
Helpful Staff 3.57 3.44 Helpful Staff 3.50 3.60

Facilities, Planning & . T ) _— ) N e .- s ) .

Wiznagement (FEM) Effectively Uses Websites, Online Documentation [ N ARM - o+ 3.17 Financial Services Effectively Uses Websites, Online Documentation 3.13 3.20
Moving in a Positive Direction 313 3.25 Moving in a Positive Direction 3.33 3.36
Clarity of Policy R 3.22 Clarity of Policy 3.06 3.24
Client Service 3.30 3.21 Client Service 3.38 3.38
Communication 331 3.39 Communication 317 3.40
Clear Procedures 3.09 3.19 Clear Procedures I - o 3.24
Approval Time _ 2.98 3.19 Approval Time 3.14 3.36
Approval Workflow Process 3.03 3.16 Approval Workflow Process 3.24 3.42
Training for Clientele 3.17 3.22 Training for Clientele 3.06 3.08

Mean scores with a statistically significant change year-over-year are indicated with a %
| 3.60 to 4.29 - Good | 4.30 & above - Excellent

Below 3.00 - Low |



SANFACTION MEAN SCORESRANKING BY UNIT FOR STANDARD SATISFACTION QUESTIONS

2021 V52023

Department Question Class Long 2021 2023 Department Question Class Long 2021 2023
Overall Satisfaction 3.73 3.53 Overall Satisfaction 3.43 3.58
Understands My Needs and Requirements 3.62 3.45 Understands My Needs and Requirements 3.6 350
Accessibleto Customers 4.00 3.67 Accessible to Customers 3.50 3.61
Pravides Effective Advice, Guidance 385 358 Provides Effective Advice, Guidance 3.53 3.64
Responds to Requests Within an Acceptable Time F.. 5.85 .61 Responds to Requests Within an Acceptable Time F.. 3.44 3.51
Facilitates Problem Resolution 3.86 3.72 Facilitates Problem Resolution 3.56 3.63
Knowledgeable Staff I <26 3.89 Knowledgeable Staff 3.62 3.82
Government and Helpful 5~Iaff R : - 4.12 3.83 U Helpful Staff 3.68 3.89
Community Relztions Effectively Uses Websites, Online Documentation 3.69 3.30 Resources Effectively Uses Websites, Online Documentation 3.40 3.29
Moving in a Positive Direction 378 3.70 - Moving in a Positive Direction 3.33 3.57
Clarity of Policy 3.43 3.24 Clarity of Policy 3.24 3.16
Client Service 3.74 3.45 Client Service 3.45 3.52
Communication 3.92 3.54 Communication 3.46 3.38
Clear Procedures 3.63 3.32 Clear Procedures 3.26 3.20
Approval Time 3.64 3.58 Approval Time 3.23 3.20
Approval Workflow Process 3.46 3.52 Approval Workflow Process 3.31 3.25
Training for Clientele 3.65 3.31 Training for Clientele 3.22 3.23
Department Question Class Long 2021 2023 Department Question Class Long 2021 2023
Overall Satisfaction N 204 3.10 Overall Satisfaction L EEE 3.46 %
Understands My Meeds and Requirements 3.13 3.17 Understands My Needs and Requirements 3.04 3.55 %
Accessible to Customers I - oo 3.20 Accessible to Customers I - oo 3.60 %
Provides Effective Advice, Guidance 3.16 3.19 Provides Effective Advice, Guidance 3.08 3.62 %
Responds to Requests Within an Acceptable Time F._ [ I NEGNTNGEGEGEGGNE .75 I - o7 Responds to Requests Within an Acceptable Time F.. | ENENENREEEEEG .71 3.46 %
Facilitates Problem Resolution 3.14 3.11 Facilitates Problem Resolution 3.10 3.62 %
Knowledgeable Staff 3.47 3.31 Knowledgeable Staff 3.52 3.85%
Helpful Staff 3.43 3.36 Helpful Staff 3.27 3.82 %
Staff Human Resources  Effectively Uses Websites, Online Documentation [ N RS - .7 I - o Information Technology  Effectively Uses Websites, Online Documentation [ NNNGNGINGEGEGEGEGNEG : 2 3.25 %
Moving in a Positive Direction 3.02 3.07 Moving in a Positive Direction _ 2.87 3.49 %
Clarity of Policy 3.02 3.02 Clarity of Policy N 2 .05 3.35 %
Client Service 3.00 2.18 Client Service I - .54 3.57 %
Communication 3.01 3.10 Communication I : =0 3.51%
Clear Procedures . EEH . EEH Clear Procedures N 254 3.33%
Approval Time D 23 I - Approval Time I - -+ 3.43 %
Approval Workflow Process I - - L B Approval Workflow Process I > 73 3.40 %
Training for Clientele I - <o - EES Training for Clientele | EXy 3.20 %

Mean scores with a statistically significant change year-over-year are indicated with a %
| 3.60 to 4.29 - Good | 4.30 & above - Excellent

Below 3.00 - Low |



SATNIFACTION MEAN SCORESRANKING BY UNIT FOR STANDARD SATISFACTION QUESTIONS

2021 V52023

Department Question Class Long 2021 2023 Department Question Class Long 2021 2023
Overall Satisfaction e 412 397 Overall Satisfaction N .86 3.49
Understands My Needs and Requirements T 421 N 4.00 Understands My Needs and Requirements I zae0 3.45
Accessible to Customers T 428 I 4.00 Accessible to Customers I zes 3.42
Provides Effective Advice, Guidance P 227 e 401 Provides Effective Advice, Guidance T zses 3.55
Responds to Requests Within an Acceptable Time F.. _ 4.15 _ 3.91 Responds to Requests Within an Acceptable Time F.. _ 3.62 3.41
Facilitates Problem Resolution T .28 N 4.00 Facilitates Problem Resclution N 411 3.47
Knowledgeable Staff I 50 [ 4.2z Knowledgeable Staf? P 4.25 = B
ot o FEPUISET I ;. W .15 | ¢yiccs, Compliances HelpfulSeaf I 3 55 —— P&
Grants (0CG) Effectively Uses Websites, Online Documentation [N 5 72 . 366 Programmatic Effectively Uses Websites, Online Documentation 3.38 3.45
Moving In a Positive Direction I =04 - EX‘ Agreements (PCPA) Moving in a Positive Direction D EEE 3.44
Clarity of Palicy I =93 I 361 Clarity of Palicy D 2.5 3.27
Client Service ——— 422 401 Client Service P 2.0 3.57
Communication I 4.20 I 308 communication I =50 3.53
Clear Procedures . E&y .71 Clear Procedures I : s 3.25
Approval Time . EEE . EEN approval Time I : s 324
Approval Workflow Process B D EER Approval Workflow Process e 7 3.24
Training for Clientele — 4.00 —— =69 Training for Clienele 3.45 3.00
Department Question Class Long 2021 2023 Department Question Class Long 2021 2023
Overall Satisfaction e 2.06 T 301 Overall Satisfaction 3.11
Understands My Needs and Requirements T 413 I zer Understands My Needs and Reguirements 3.33
Accessible to Customers T aas T 397 Accessible to Customers 333
Provides Effective Advice, Guidance - nn T zez Provides Effective Advice, Guidance 3.39
Responds to Requests Within an Acceptable Time F_. [ NN 2.05 D R Responds to Requests Within an Acceptable Time F.. 3.19
Facilitates Problem Resolution N .20 e zaer Facilitates Problem Resolution 3.46
Knowledgeable Staff I 4..32 —a.07 Knowledgeable Staff e Ej
Helpful Staff I 324 T 4.09 Helpful staff —3.73
Program Support Unit Effectively Uses Websites, Online Documentation _4.05 _ 3.78 Publishing Effectively Uses Websites, Online Documentation _ 2.01
Moving in a Positive Direction N 4.0a D EEE Moving in a Positive Direction 3.10
Clarity of Policy — 3 .83 ——3.72 Clarity of Policy I 2 .95
client Service T aas T zes Client Service 3.28
Communication [ — 3.99 I ——=.79 Communication 3.36
Clear Procedures —3.85 I —3.70 Clear Procedures 318
Approval Time I .83 kR Approval Time I 1
Approval Workflow Process I .04 I 381 Approval Workflow Process - Fd
Training for Clientele L EEH . s.61 Training for Clientele I 2 54

Mean scores with a statistically significant change year-over-year are indicated with a %
Below 3.00 - Low | 3.00 to 3.59 - Moderate | 3.60 to 4.29 - Good | 4.30 & above - Excellent



SATNIFACTION MEAN SCORESRANKING BY UNIT FOR STANDARD SATISFACTION QUESTIONS

Department

MNews & Information
Qutreach in Spanish
(NOS)

Question Class Long

Overall Satisfaction

Understands My Needs and Requirements
Accessible to Customers

Provides Effective Advice, Guidance

Responds to Requests Within an Acceptable Time F..
Facilitates Problem Resolution

Knowledgeable Staff

Helpful staff

Effectively Uses Websites, Online Documentation
Meving in a Positive Direction

Clarity of Policy

Client Service

Communication

Clear Procedures

Approval Time

Approval Workflow Process

Training for Clientele

2021
I 4.08
I — 4.0
I 409
I 415
I 3.97
I 215
I /22
I, 25
I 4.00
I 212
I 205
I — .00
I 4.03
I 2.0
T 405
I — 425
I 217

2021 V52023

2023
- EE3
I 2.95
I 211
I +.16
I 209
— 210
I —— 425
I +.19
I 3.87
I 3.82
— 2.c0
I — .00
I 3.95
I 3.70
I 3.82
.75
I 2.73

Department

Strategic
Communications

Question Class Long

Overall Satisfaction

Understands My Meeds and Requirements
Accessible to Customers

Provides Effective Advice, Guidance

Responds to Requasts Within an Acceptable Time F..

Facilitates Problem Resolution
Knowledgeable Staff
Helpful staff

Effectively Uses Websites, Online Documentation

Maoving in & Pesitive Direction
Clarity of Policy

Client Service
Communication

Clear Procedures

Approval Time

Approval Workflow Process
Training for Clientele

2021
[, 3.89
I =78
I 411
I 3.01
416
403
[ 4.11
I .18
I 384
I 3.05
I 3.08
I .95
I .00
I 3.65
I 2.05
I, 372
[, 3.71

2023
A— 351
3.48
I .73
I 3.5z
I 350 *
3.42 %
I 3.82
.81
3.55
3.53
3.59
I .67
I =6
3.38
3.47 %
3.50
3.51

Mean scores with a statistically significant change year-over-year are indicated with a %

Below 3.00 - Low | 3.00 to 3.59 - Moderate | 3.60 to 4.29 - Good | 4.30 & above - Excellent



FETTING GOALSWITH PO/ Development Services

Question Class Long = 2023 2021
strengths Influential Strengths @ Understands My Needs and Requirements IS PO
Accessible to Customers IS
Helpful Staff B o cte Wishim am Arrants P - IS
A1 @ Fesponds to Requests Within an Acceptable Time Frame
. . o Provides Effective Advice, Guidance IS IS
Responds to Requests Within an Acceptable Time Frame . Knowledgeable Staff . . . . e IS p':l
® . acilitates Problem Hesolutior
A0 Provides Effective Advice, Guidance . I{r"c:-'l-'--'|=-::geal:;l-= S+gff |5 |5
® Helpful Staff IS IS
Accessible to Customers ® @ Effectively Uses Websites, Online Documentation PO
3.9 ® Vioving in a Positive Directi
c P —— Moving in & Positive Direction IS PO
i} 1 2
s Clarity of Policy
Training for Clientele Client Service IS
3.8 @ Communication
Clear Procedures
Approval Time 9 Approval Time PO
Effectively Uses Websites, Online Documentation . o .
3.7 Approval Workflow Process PO
Training for Clientele PO
Clarity of Policy
Clear Procedures s u . » ou ", - “ P
3.6 > Improvements in “Understands My Needs and Requirements”, “Facilitates Problem Resolution”, and “Moving in a
Secondary Opportunities Primary Opportunities Positive Direction” (compared to the 2021 survey) turned these service areas into influential strengths and positively

050 055 060 065 0.70 . 0.75 0.80 0.85 0.90 095 affected overall satisfaction score, which went from 3.56 in 2021 to 3.93 in 2023

> “Effectively Uses Websites, Online Documentation” and “Training for Clientele” have a strong correlation with the
overall satisfaction score for customers of the Development Services Unit, but satisfaction with these dimensions was
scored low and is now considered a primary opportunity, therefore Development Services Unit should focus on
improvement of these areas of customer services



SETTING GOALSWITH PO/ Facilities, Planning & Management

Question Class Long = 2023 2021
Strengths JLITELEL s p Understands My Needs and Requirements PO PO
@) Accessible to Customers IS
3.6 Knowledgeable Staff - et . i -
. Responds to Requests Within an Acceptable Time Frame IS
@ crovides Effective Advice, Guidance IS IS
I_. Facilitates Problem Resclution PO IS
3.5 . Knowledgeable 5taff
Helpful Staff IS
o vl < WA e Dimlina oo
Accessible to Clstomers . ectively Uses Websites, Online Documentation
c34 Moving in a Positive Direction PO PO
5 @ ® o _ _
= Provides Effective Advice, Guidance Clarity of Policy
Client Service
@ Cocmmunication IS
3.3 UnderstanfE T NEST ST RET e ) Clesr Procedures
Moving in a Positive Direction Approval Time
Clarity of Policy Approval Workflow Process
3.2 Cliejt Service Training for Clientele PO PO
Approval Time
® Clear Procedurgs
Facilitats Problem Resolution @ > The overall satisfaction score has not changed much and is still in the “Moderate” range (3.25 in 2021; 3.31 in 2023). To
Seli L i Shon Lo e have this score move into the “Good” range FPM has to keep “Responds to Requests Within an Acceptable Time
0.70 0.75 0.80 0.85 0.50 0.95 Frame”, “Helpful Staff” and “Provides Effective Advice, Guidance” on the same high satisfaction level and apply some

positive changes to those areas, which positioned as primary opportunities

» “Understands My Needs and Requirements”, “Training for Clientele”, and “Moving in a Positive Direction” are still the
primary opportunities for Facilities, Planning & Management (FPM). The strong correlation between the overall
satisfaction score and satisfaction with these service areas requires the Unit’s attention and prioritizing its goal for
improvement;



ETTING GOALSWITH PO/ Financial Services

Question Class Long =~ 2023 2021
Strengths Influential Strengths @ Understands My Needs and Requirements 1S PO
3.6 Accessible to Customers IS
Helpful staff - . . . -
=lptul=tE . Responds to Requests Within an Acceptable Time Frame
Provides Effective Advice, Guidance .
A ible to Cist ® @ . Provides Effective Advice, Guidance IS 1S
CCessible 1o CUSTamers —- )
3.5 @ @ r=cilitates Problem Resolution IS
i
A | = =N =3 q_ ==
Facilitates Problem Resolution . Know l“"':g:abl“' = IS IS
Approval Workflow Process Helpful Staff
3.4 Communication . frectively Uses Websites, Online Documentation PO PO
. LIENT SETVICE
- Moving in a Positive Direction PO 15
m
%J Approval Time  Maling in a Positive Direction Clarity of Policy
3.3 Client Service PO
@ Communication
Clear Procedures
Clarity of Policy ° Clear Procedures PO
3.2 . 3
Effectively Uses Welbkites, Online Documentation -'—'-|::|::r|:-~;a| Time PU
Approval Workflow Process IS
Training for Clientele PO
3.1
Training for Clientele ) . . . .
.. : = » Financial Services improved “Understands My Needs and Requirements” compared to 2021 and as a
Secondary Opportunities Primary Opportunities
076 078 080 082 081 TBIE T2 095 05 057 result more customers are satisfied with this dimension

» However, four service areas require improvement (“Effectively Uses Websites, Online
Documentation”, “Moving in a Positive Direction”, “Client Service”, and “Clear Procedures”), because
they are important for Financial Service Unit customers and have lower satisfaction scores



FETTING GOALSWITH PO/ Government and Community Relations

Question Class Long = 2023 2021
Strengths Influential Strengths I. Understands My Needs and Reguirements PO PO
3.9 @ Accessible to Customers IS
Knowledgeable staff - N . . -
. Fesponds to Requests Within an Acceptable Time Frame IS IS
3.8 Helpful Staff @ Frovides Effective Advice, Guidance IS
@ Fzcilitates Problem Resolution IS
@ @ Knowledgeable Staff
3.7 Facilitates Problem Resolution - L o
Helpful Staff IS
Accessible to Customers @y Effectively Uses Websites, Online Documentation PO
3.6 Responds to Reguests Within an Acceptable Time Frame @
e~ Moving in & Positive Direction PO
8 i
= Commnicm].'mmmm Clarity of Policy PO
3.5 Approvdll Workflow Process Client Service PO PO
@ Communication PO
@)
Underftands My Needs and Requirements Clear Procedures PO
3.4
Approval Time
PPN LT P .y R
Clear Procedures I Approval Workflow Process PO PO
raifping for Clientele o -
3.3 o Training for Clientele PO
Effectively Uses Websites, Online Ppocumentation
Clarity of Policy
3.2 e . P . . . . .
Secondary Opportunities Frimary Opportunities » Government and Community Relations unit has more influential strengths compared to the 2021 survey, because

076 078 080 082 084 086 088 090 092 054059 satisfaction with service areas such as “Accessible to Customers”, “Provides Effective Advice, Guidance”, and

“Facilitates Problem Resolution” got stronger correlation with overall satisfaction score and the Unit was able to keep
providing great services for these parameters as in 2021

» The overall satisfaction score for Government and Community Relations shows a declining trend compared to the
result of the 2021 survey (3.73 vs 3.53), which could be affected by having customer satisfaction with “Understands My
Needs and Requirements”, “Client Service”, “Approval Workflow Process” on the same low level



FETTING GOALSWITH PO/ News & Information Outreach in Spanish

Question Class Long = 2023 2021
Strengths Influential Strengths . .
et et . Understands My Needs and Requirements PO PO
@ Accessible to Customers IS PO
Knowledgeable staff _
. Responds ta Requests Within an Acceptable Time Frame PO
4.2 Facilitates Problem Resolution . e )
@ rCrovides Effective Advice, Guidance IS IS
Provides Effective Advice, Guidance _ .
® . Facilitates Problem Resclution 15 1S
. Knowledgeable 5taff
41 . Accessible to Customers } i
Helpful Staff IS
. frectively Uses Websites, Online Documentation
c 4.0 Meaving in a Positive Direction PO 1S
[ Client Service ol  Pol PO
=2 arity of Policy
' ' aricy 3
Understands My Needs and Requirements Client Service IS PO
3.9
@ Communication PO PO
@
Effectively Uses Websites, Online Documergation Clear Procedures
Moving in a Positive Direction -"—'-|::|::r|::-~;5| Tima
3.8 Approval Time )
Approval Workflow Process
Trainingffor Clientele Training for Clientele
3.7 Clear Procedures .
. Clarity of Poliy
e T > News & Information Outreach in Spanish improved customer satisfaction with “Client Service”

0.55 0.60 0.65 0.70 0-75 0.80 U85 compared to 2021 and it became an influential strength

» However, three service areas require improvement (“Understands My Needs and Requirements”,
“Moving in a Positive Direction”, “Communication”), because they are important for News &
Information Outreach in Spanish Unit customers and have lower satisfaction scores



STTING GOALSWITH PO/ 0ffice of Contracts & Grants (OCG)

Question Class Long = 2023 2021
Strengths Influential Strengths @ Understands My Needs and Requirements IS IS
Knowledgeable Staff ) Accessible to Customers IS IS
4.2 _
@ Fesponds to Requests Within an Acceptable Time Frame IS IS
Helpful Staff . - . N .
¢ @ Frovides Effective Advice, Guidance IS IS
a1 @ Facilitates Problem Resolution IS IS
@ Krowledgeable Staff IS
Accessible to Customers Helpful Staff IS IS
4.0 Facilitates Problem Resolution { ) . e . Al L
i client Service . ectively Uses Websites, Online Documentation
C icati . . . :
c ommunieation I Maving in a Pesitive Direction PO PO
o . .
S39 Responds to Reguests Within an Acceptable Time Frame Clarity of Policy
Maovinglin a Positive Direction |5 |S
Client Service
3.8 Approval Workflow Process . Communication IS IS
’ ) Clzar Procedures
Approval Timj
Approval Time PO
3.7 Approval Workflow Process PO
: Clear Procedures
@ cffectively Uses Websites, Onlin§ Documentation Train ing for Clientele
Clarity of Policy . . . . . . i
3.6 . . - » Office of Contracts & Grants (OCG) keeps a high satisfaction score of nine parameters (influential
Secondary Opportunities Primary Opportunities

strengths), which positively affected the overall satisfaction score (3.97 “Good” range)
» “Movingin a Positive Direction” requires improvement, because satisfaction with this dimension was
scored low and is considered a primary opportunity

072 074 076 078 080 082 0284 086 088 090



SFTTING GOALSWITH PO/ Policies, Compliance & Programmatic Agreements

Question Class Long = 2023 2021
is Strengths L @ Understands My Needs and Requirements IS PO
® Accessible to Customers PO IS
Knowledgeable Staff - L . : -
. Responds to Requests Within an 4cceptable Time Frame PO PO
3.7 Helpful
pful staff . T " e -
Provides Effective Advice, Guidance IS IS
. @ F:cilitates Problem Resolution IS IS
Client Service @ <nowledgeable Staff IS IS
Cormmunication Helpful Stas IS
3.5
° Facilitates Problem Resolution @ @ CEffectively Uses Websites, Online Documentation
p— | i imE 2 i irerti
< 3.4 Responds to Reguests Within an Acceptable Time Framg @ Moving in 3 Positive Direction IS IS
@
s Clarity of Policy PO
Client Service IS
3.3
Clarity of Palicy @ Communication 15 IS
3.2 Approval Time Clear Procedures r Clear Procedures PG |S
Approval Time
31 Approval Workflow Process PO
Training for Clientele
3.0 Training for Clientele . . i . “
e Primery Opportumitics » Policies, Compliance & Programmatic Agreements improved “Understands My Needs and
0.60 0.65 0.70 0.75 0.80 085 0.90 Requirements” compared to 2021, and as a result more customers are satisfied with this dimension.

» Satisfaction with “Accessible to Customers” and “Clear Procedures” were scored lower than in 2021 by
customers of Policies, Compliance & Programmatic Agreements. These two dimensions in addition to
“Responds to Requests Within an Acceptable Time Frame” and “Clarity of Policy” affected the overall
satisfaction score (3.85 in 2021 vs 3.49 in 2023)



FETTING GOALSWITH PO/ Program Support Unit

Question Class Long = 2023 2021
Strengths Influential Strengths . Understands My Needs and Requirements IS IS
4.1
Helpful Staff Accessible to Customers 1S 15
. 0 cte Withim am A recanda P _
<nowledgeable Staff @ F=sponds to Requests Within an Acceptable Time Frame PO
@ Frovides Effective Advice, Guidance IS IS
4.0 @ r=cilitates Problem Resolution IS IS
T ] = = q_ ==
Accessible to Customers . Knowledgeable Sta IS
@ Client Service Helpful Staff 15 IS
3.9 Provides Effective Advice, Guidance @ Erfectively Uses Websites, Online Decumentation
c @ i Maoving in a Positive Direction PO
i i mr ey . .
= Clarity of Policy
- Approval Workflow Process () . Client Service IS IS
. Effectively Uses Websites, Online D| Pcumentahon . Communication F’O P':l
Clear Procedures
.y Clarity of Policy .'1'.|::|::r|::-~;5| i
Clear Procedures Approval Workflow Process
Training for Clientele PO
Training for Clientele
3.6
Secondary Opportunities S e » Program Support Unit keeps a high satisfaction score of seven parameters (influential strengths), which
0.65 0.70 0.75 0.80 0.85 positively affected the overall satisfaction score (3.91 “Good” range)

» “Moving in a Positive Direction” and “Communication” have a strong correlation with the overall
satisfaction score for customers of Program Support Unit, but satisfaction with these dimensions was
scored low and is considered a primary opportunity, therefore Program Support Unit should focus on
improvement of these areas of customer services



FETTING GOALSWITH PO/ Publishing

Question Class Long = 2023 2021
38 Strengths Influential Strengths . Understands My Needs and Requirements IS
° Accessible to Customers IS
Knowledgeable Staff . Fesponds to Requests Within an Acceptable Time Frame IS
36 @ rFrovides Effective Advice, Guidance IS
Facilitates Problem Resclution @ . reclitates :'-:'blerrjes':l"'ti':r °
34 Understands My Needs and Requirements ® i . Knowledgeable Staff
Accessible to Qustomers (i) Helpful Staff 1S
. frectively Uses Websites, Online Documentation PO

Responds to Requests Within an Acceptable Time Frameclient Service

3.2 L — Maoving in & Positive Direction PO

=
g Clear Procedures - -
= Clarity of Policy
50 Maoving in a Positive Direction Client Service IS
Clarity of Policy e @ Communication IS
1
Effectively Uses Websifes, Online Documentation Clear Procedures
2.8 Approval Workflow Process Approval Time PO
Approval Werkflow Process PO
A ITi
pRpoval fime Training for Clientele
2.6
Training for Clientele
Secondary Opportunities Primary Opportunities » Publishing has eight influential strengths, the customer service areas, which highly correlated with the
0.30 0.40 0.50 0.60 0.70 0.80

overall satisfaction score and are highly scored by Publishing's customers

» “Effectively Uses Websites, Online Documentation”, “Moving in a Positive Direction”, “Approval Time”, and
“Approval Workflow Process ” have a strong correlation with the overall satisfaction score for customers of
the Publishing Unit, but satisfaction with these dimensions was scored low and is now considered a
primary opportunity, therefore Publishing Unit should focus on improvement of these customer services
areas



FTTING GOALSWITH PO/ Research & Extension Centers Operations

Question Class Long = 2023 2021
Strengths el el E. Understands My Needs and Requirements PO |
Accessible to Customers IS
41 Accessible to Customers @ Responds to Requests Within an Acceptable Time Frame IS
[ ] i me EFEFmrtia &y -
(nowledgeable Staf @ Frovides Effective Advice, Guidance PO IS
40 @ Facilitates Problem Resolution PO IS
- Responds to Reguests Within an Acceptable Time Frame . Knowledgeable Staff
o e
Helpful Staff
@
3.9 Communication @ Effectively Uses Websites, Online Documentation PO
- Maoving in a Positive Direction PO
m
538 Clarity of Policy
' Undersfands My Needs and Requirements () Client Service PO IS
® © — —
Approfal Time @ Communication IS
37 Client Service Clear Procedures PO
Moving in a Positive Direction "'FIZ:I'D‘- Tz PU PG
~ | =
Clarity of Policy al o 4
=ar Frocedures Approval Workflow Process Approval Workflow Process PO PO
3.6 Training for Clientele PO
Effectively Uses Websites, Online Doc§mentation . . . . . . . .
Y ® » Satisfaction with nine dimensions of customer service was scored lower than in 2021 by customers of
secondary Opportunities Primary Opportunities . . . . . .
Research & Extension Centers Operations. These dimensions affected the overall satisfaction score

0.55  0.60 0.65 0.70 0.75 0.80 0.85 0.90 " .
: (3.59 “Moderate” rage)

> “Provides Effective Advice, Guidance”, “Facilitates Problem Resolution”, and “Client Service” have less
satisfaction than in 2021, but still highly correlated with the overall satisfaction score, which turned
these parameters into the primary opportunities



FETTING GOALSWITH PO/ Resource Planning & Management

Question Class Long = 2023 2021
- SLE s e @ Understands My Needs and Requirements PO PO
@ Knowledgeable staff Accessible to Customers
D 2o W ithin an A rcanta [ =
Helpful Staff @ Fesponds to Requests Within an Acceptable Time Frame
3.8 : e L. ) .
@ Frovides Effective Advice, Guidance 1S
@ Facilitates Problem Resolution IS 15
3.7 Knowledgeable Staff
Facilitates Problem Resolution . . ' J
Client Service Helpful Staff
Accessible to Customers [ ] e . ' . . ;
16 ] Effectively Uses Websites, Online Documentation PO
. Responds to Reguests Within an Acceptable Time Frame . - : = - -
c o N Vloving in a Positive Direction
Moving p D IS IS
o . Moving in a Positive Direction
m . -
= Understands My Needs and fequirements . Cl ity af PC|IE'_-' F’G
3.5 ; - ]
Client Service IS 1S
@ Communication IS
Effectively Uses Websites, Online Documentation
3.4 Clear Precedures PO
Approval Workflow Process . .
PP Approval Time PO PO
i) v ] W e beF ] m —
33 Clear Phocedures Approval Workflow Process
Training for Clientele PO
Training for Clientele Clarity of Policy
3.2
Secondary Opportunities Primary Opportunities

072 074 076 078 080 082 081 086 085 030 > “Understands My Needs and Requirements”, “Effectively Uses Websites, Online Documentation”, “Clear

Procedures”, and “Approval Time” have a strong correlation with the overall satisfaction score for
customers of the Resource Planning & Management Unit, but satisfaction with these dimensions was
scored low and is now considered a primary opportunity, therefore Resource Planning & Management
Unit should focus on improvement of these areas of customer services



FETTING GOALSWITH PO/ Rsk & Safety Services

CQuestion Class Long = 2023 2021
42 Strengths Influential Strengths @ Understands My Needs and Reguirements IS PO
o Accessible to Customers 1S
K led ble staff - R . . -
nowledgsanls 5ia @ Responds to Requests Within an Acceptable Time Frame PO
@ Provides Effective Advice, Guidance IS 1S
) . ) ) Helpful staff
a4.1 Provides Effective Advice, Guidance . . Eacilitates Problem Resolutior |5 |5
S 5 5 i
Facilitates Problem Resolution S P T
® Client Service . Knowledgeable 5ta IS
Helpful Staff IS IS
4.0 frectively Uses Websites, Online Documentation
Accessible to Customers @ . - . . - - ——
= Maving in & Positive Direction IS PO
(1]
é’ Clarity of Policy
19 . Responds to Requests Within jn Acceptable Time Frame . Client Service IS |5
@ Communication 1S IS
Approval Time Clear Procedures
Clarity of Policy Approval Time
3.8 ’ T e L] .
Clear Procedures Approval Workflow Process
Training for Clientele
Training for Clientele
3.7 - . o
Secondary Opportunities e > Risk & Safety Services keeps a high satisfaction score of nine parameters (Influential Strengths), which

068 070 072 074 076 0.78 080 0.2 054 0.86 - . .
: positively affected the overall satisfaction score (3.95 “Good” range)

» Risk & Safety Services improved customer satisfaction with “Moving in Positive Direction” and
“Understands my Needs and Requirements” compared to 2021 and became Influential Strengths.

» “Responds to Requests within an Acceptable Time Frame” requires improvement as satisfaction with
this dimension scored low and became more important. It is now considered a Primary Opportunity.




ETTING GOALSWITH PO/ Staff Human Resources

Question Class Long = 2023 2021
34 Strengths Influential Strengths @ Understands My Needs and Requirements IS IS
Accessible to Customers IS
Helpful staff - s . ] -
P . Responds to Reguests Within an Acceptable Time Frame PO PO
3.3 - .- - .
Knowledgeable Staff @ Frovides Effective Advice, Guidance IS
@ Facilitates Problem Resolution IS IS
Client Servi wiledasshble Staff
3.2 Accessible to Customers . 1Enk semvies . Know I"Cgrabl" 2
@ Helpful Staff IS
Understands My Needs and Requirements T e e R e R e FIEI T
LY ¥ 23 WY LTS, W Lol
. Communication
c 31 Facilitates Problem Resolution o Moving in & Positive Direction PO IS
a
= Maoving in a Positive Direction Clarity of Policy
Clarty of Policy Client Service IS IS
3.0 ® -
Effectively Uses Websites, Online Dogumentation ® . Communication IS IS
Responds tq Requests Within an Acceptable Time Frame
Clear Procedures Clear Procedures
29 Approval Time
fi wra| W o] oo P
Approval Workflow Process Approval Workflow Process
Training for Clientele
2.8
Approval Time
s . . - » Having more influential strengths in 2023 than in 2021 positively affected the overall satisfaction score
econdary Opportunities Primary Opportunities
0.74 0.76 0.78 0 1§y 057 056 change (2.94 in 2021 vs 3.10 in 2023)

» “Responds to Requests Within an Acceptable Time Frame” has less satisfaction than in 2021, but is still
highly correlated with the overall satisfaction score, which turned these parameters into the primary
opportunity

» “Moving in a Positive Direction” affected the overall satisfaction score as well and requires the Unit’s
attention and prioritizing its goal for improvement



FETTING GOALSWITH PO/ Statewide Programs Operations

Question Class Long = 2023 2021
41 Strengths Influential Strengths @ Understands My Needs and Reguirements PO PO
(] Accessible to Customers IS
Knowledgeable Staff _ o . . _
. Responds to Requests Within an Acceptable Time Frame IS
4.0 Helpful Staff . Provides Effective Advice, Guidance FO 15
Moving in a Positive Direction @ Facilitates Problem Resolution IS 1S5
. Knowledgeable Staff
3.9 Accessible to Customers o
Responds to Requests Withinjan Acceptable Time Frame . Helpful Staff IS
. frectively Uses Websites, Online Documentation IS
§ ag Moving in & Positive Direction 1S PO
= Facilitates Problem Resolution @) Clarity of Policy
Client Service PO PO
3.7 @ Effectively Uses Websites, Online Documerfiation I
] Client Service ® @ Communication PO
Profides Effective Advice, Guidance o Clear Procedures PO
Approval Time PO
3.6 Approval Time , W -
Clarity of Policy Approval Workflow Process
Training for Clientele
Clear Procedures
3.5 Approval Workflow Process
Secondary Opportunities Primary Opportunities » Statewide Programs Operations improved customer satisfaction in “Moving in a Positive Direction”
0.75 0.80 - 08 0.50 compared to 2021, which positively affected the overall satisfaction score (3.26 in 2021 vs 3.68 in

2023)

» “Understands My Needs and Requirements”, “Provides Effective Advice, Guidance”, “Client Service”,
and “Approval Time” have a strong correlation with the overall satisfaction score for customers of the
Statewide Programs Operations Unit, but satisfaction with these dimensions was scored low and is
now considered a primary opportunity, therefore Statewide Programs Operations Unit should focus on
improvement of these areas of customer services



FETTING GOALSWITH PO/ Strategic Communications

Question Class Long = 2023 2021
Strengths Influential Strengths I. Understands My Needs and Requirements PO PO
) Accessible to Customers IS
' K ledgeable Staff - Nl . . -
3.8 nowledgeabie sta Helpful Staff @ Responds to Requests Within an Acceptable Time Frame 1S
Provides Effective Advice, Guidance IS PO
@ Facilitates Problem Resolution PO IS
37 Accessible to Customers . Knowledgeable Staff Is
Responds to Requests Within an Acceptable Time Frame . e e
Client Service Helpful Staff IS
= ivelw g W tea Ornlime antati
Communication @ i ectively Uses Websites, Online Documentation PO
c Provides Effective Advice, Guidance ) Moving in a Positive Direction IS
% 3.6 Clarity of Policy IS
Clarity of Policy Client Service IS
. Effectively Uses Websites, (Inline Documentation
Communication 15 IS
. Moving in a Positive Direction Clear Procedures PD PD
i ® Approval Time
Approval Time Understands My Needfand Requirements — - =
Approval Waorkflow Process PO
[ ] Training for Clientele
3.4 Facilitates Problem Resolution
Clear Procedures
Secondary Opportunities Primary Opportunities » Strategic Communications improved “Provides Effective Advice, Guidance” compared to 2021, and as
0.75 0.80 - 085 0.90 a result, it became an influential strength

» Satisfaction with “Understands My Needs and Requirements”, “Facilitates Problem Resolution” and
“Clear Procedures” were scored lower than in 2021 by customers of Strategic Communications, but
still highly correlated with the overall satisfaction score. The Strategic Communications Unit should
focus on the improvement of these customer service areas



UPPLEMBNTAL QUESTIONS

Frequency of interaction - Units

Last transaction experienced - Units

Total number of
respondents

0% 10% 20% 30% 40% S0% 60% 70% 0% 90% 100% . 10% 20% 30% 40% SO% 60% 0% B0% S0% 100%. ol
Academic Human Resources - 32% 25% _ 8% o s% 34% 12% 99
Business Operations Center (BOC) _ 3% 17% . 10% 5% 2% 215
Development Services - 39% 19% _ % _ 265 6% 69
Facilities, Planning & Management Fev) [ R == 2% 2% 1% _ 30% 15% 65
Financial services [ RN 29% % IRl 5% D = us 65
Government and Community Relations l, 24% 35% _ B% _ 43% 11% 38
Information Technology - 32% 32% - 7% _ 33% 6% 255
Mews & Information Outreach in Spanish (NOS) 16% 2% [EsET 24% - 44% 22% 40
Dffice of Contracts & Grants [OCG) - 33% 37% -!6 _ 30% 3% 115
*olicies, Compliance & Programmatic Agreements (PCPA) - 33% 25% - B _ 32% B% 39
Program Support Uniit - 18% 35% _ 14% _ 37% 7% 123
puiishing i 25% 5% s 1% T = 18% 28
Research & Extension Centers Operations _ 29% 10% - 14% _ 20% 10% 51
Resource Pianning & Management Pn) [ EEEIIIN 3% wx [T s EE 31% 2% 39
Risk & Safety Services - 37% 200 - 13% _ 379 12% 129
Staff Human Resources - 31% 24% _ 13% _ 7% 7% 168
statewide Programs Operations | I 32% s [Tam 1% G v s 41
Strategic Communications . 41% 20% - 14% _ 34% 3% 67

H Weekly Maonthly Quarterty W Semi-annually

/A

m Within the last month Within the past 6 months
More than 6 months ago M

» This slide shows the frequency of
interactions with different units, the
last transaction experienced, and the
total number of customers evaluated

each unit

> Business Operations Center reflected
the highest customer interaction -
35% of customers interacting on a
weekly basis and 72% had contact
with BOC within the last month.

» The least customer interactions
among respondents applied to News
& Information Outreach in Spanish
(NOS) with 40% interacting only
semi-annually and 66% had contact
with NOS within the past 6 months
or even longer

» The overall satisfaction score for BOC
is 3.36 and for NOS is 3.85, It is
important to analyze the satisfaction
score by taking into consideration
the intensity of customer service
flow for each Unit.



UPPLEMBNTAL QUESTIONS
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» Difference in overall
satisfaction scores between
customers who interacted
with Units weekly, monthly,
quarterly, or semi-annually
is statistically significant (at
95% confidence level) only
for Resource Planning &
Management (RPM) and
Statewide Programs

Operations

» Thus customers who

& P
5 N
5 3

& interact with these units

semi-annually scored lower

H'\Weekly mMonthly ® Quarterly Semi-annually

than customers who
contact the same units on a

weekly basis



UPPLEMBNTAL QUESTIONS

KDifference in overall

Overall Satisfaction Score vs Last transaction experienced by Units e
satisfaction scores
- between customers who
+0 .E- 35 3.7 contacted the Units
3.3 33 34 24 within the last month,
3.0 within the past 6
25 months, or more than 6
2.0 months is statistically
15 significant (at 95%
10 confidence level) only for
0.5 Government and
00 Community Relations
& o & S R &
&:?‘9 < &x &'-F{&\ . & @#ﬁ\ . q&“}@x ;\Q‘&{Q\ K (Fx #ﬁk %Egﬁg' S Qd?} . ﬁ@ o -q@ éﬁﬁ ﬂ%\a‘:} #ﬁ}“ Q& ‘}%@ > Thus customers who
%\ﬁ? _ \&&{F p}”ﬁﬁ @_‘;ﬁf Q@"‘b @fg’ 6&55:‘ &-}‘Q ‘;&& & v %,ét\q} égif’ ?{ﬁ& q;}%.;_-, {\ﬁéﬁ ﬁrf’ &ﬁ&é‘ interacted with
b,?f's’ qu:‘i' ' Qﬁ & - ﬁ?b d"@'é‘ Q%'f © {&}@f\b Q%q;} & o . @z“!“ {:5@@ Government and
W é}éﬁf’ o y ﬁ@'@ \Dﬂg &0"‘ @%QL 5 q\@f H-::S‘t& N Community Relations
& & 655‘% & S @"-‘*{& ,ﬁ? & more than 6 months ago
* ¢ qfu%}{\ _ @f'f & & scored lower on overall
¥ cﬁ‘p satisfaction than
customers who

B Within the kst month B 'Within the past 6 months B Morethan 6 months ago
contacted this Unit more

often (2.3 vs 3.6)



MEAN SCORESBY QL ASIHCATION

UC 2023 UC ANR Administrative and Support Services Customer Satisfaction Survey UC 2023 UC ANR Administrative and Support Services Customer Satisfaction Survey
ANR  Financial Services ANR  Government and Community Relations
Satisfaction Mean Scores by Classification Below 3.00 - Low | e | 3.60t04.29 - Good | 4.30 & above - Excellent Satisfaction Mean Scores by Classification Below 3.00- Low | - | 3.60 to 4.29 - Good | 4.30 & above - Excellent
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The results of the Customer Satisfaction Survey demonstrate a statistically significant difference (at 95% confidence level) in satisfaction with different areas between
Academic/Faculty and Staff for the following units:
» Financial Services: Staff scored higher on satisfaction with “Approval Workflow Process” (3.55) than Academic/Faculty respondents (3.00);
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The results of the Customer Satisfaction Survey demonstrate a statistically significant difference (at 95% confidence level) in satisfaction with different areas between

Academic/Faculty and Staff for the following units:

» Policies, Compliance & Programmatic Agreements (PCPA): Academic/Faculty scored higher on satisfaction with “Knowledgeable Staff” (4.00) than Staff respondents
(3.69);

» Program Support Unit: Academic/Faculty more satisfied with “Accessible to Customers” (4.02) than Staff respondents (3.95)
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The results of the Customer Satisfaction Survey demonstrate a statistically significant difference (at 95% confidence level) in satisfaction with different areas between
Academic/Faculty and Staff for the following units:

» Resource Planning & Management (RPM): Staff scored higher on satisfaction with “Approval Time” and “Approval Workflow Process” than Academic/Faculty;

» Risk & Safety Services: Academic/Faculty more satisfied with “Approval Time” (4.02) than Staff respondents (3.95)
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The results of the Customer Satisfaction Survey demonstrate a statistically significant difference (at 95% confidence level) in
satisfaction with different areas between Academic/Faculty and Staff for the following units:
» Strategic Communications: Staff scored higher on satisfaction with “Training for Clientele” (3.86) than Academic/Faculty (2.94)



ACTIONS TAKEN
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Campuslistservs

Satisfaction Survey results 'fuel’
improvements to campus services

by Brenda Dawson | March 29, 2022

You won't be asked to take the Academic and Staff Satisfaction Survey this year, but that hasn’t stopped your feedback from making a

difference.

UC Davis has adjusted its survey schedule for employees, so that the Satisfaction Survey will take place in odd years, next up in 2023. (it

will alternate with the Staff Experience Survey in even years, which is open now for staff input.)

Interactive results are available from the 2021 Satisfaction Survey, which was the fourth year in a row that UC Davis employees rated

campus administrative services, to help assess their effectiveness.

“What's so incredible about what UC Davis is doing is now we

Take action now

have multiple years of data,” said Angela Song, senior director and

industrial/organizational psychologist for the UC San Diego team

that administers the Satisfaction Survey. “That first year is the Explore interactive results from the Academic and Staff
baseline, and then Year 2 is interesting because you can start to Satisfaction Survey, with four years of trends from dozens
see directionality, and at Year 3 you can start seeing trends. By of campus services.

now we can see if our improvements are making an impact.” Share your feedback now on the Staff Experience Survey,

which will now alternate years with the Satisfaction Survey.
Some units, like the UC Davis Fire Department and the

Arboretum and Public Garden, have consistently “Excellent”
ratings across the board, seemingly from all campus constituent

groups.

But many other service teams at UC Davis — from construction to custodial to human resources — have been identifying weaknesses and

making changes in response to survey feedback, incorporating responsive goals into their strategic planning.

‘ ‘ "I think the most important part of these surveys is what action you take afterwards, and UC Davis is doing a
fabulous job of taking action in response to the surveys,” Song said.

UCD? Even campus construction can respond to employee feedback

In his first days on the job at UC Davis back in 2018, Jim Carroll learned that his leadership of Design and Construction Management

would start off with both an extensive audit and a wave of comments from fellow employees via the first-ever Satisfaction Survey.

“What a welcome to campus,” he says now. “But honestly both of them were very good for me because they created a baseline. It was a

little painful, but | was able to learn a lot, and we made a lot of changes from these surveys.”




FHARE ACTIONS TAKEN

help UC Davis be better
y The first 2,000 students to complete
o u the survey will win a free cookie and coffee*
at Swirlz from the CoHo.
UCDAVIS
*Drip coffee or tea STUDENT AFFAIRS
* Include in email communication future
We noticed that you started completing the Student Satisfaction Survey, and it's not too late to send us your feedback!
surveys Y peing X :

The survey closes at 11:59 p.m. tomorrow and you can access your survey in progress at https://ucdavis-
student.satsurvey.org.

If you pick your top three departments to evaluate, the survey should only take about 5 minutes to complete. I

Your feedback in this survey can help make UC Davis a better place to be for you and your fellow Aggies!

The Memorial Union installed more outdoor and indoor seating options in response to féedl;ack in the Student Satisfaction
Survey.

For questions, please contact SSSemail@ucdavis.edu.

Have a good week, Aggies!



TOP 5 MOST AKED QUESTIONS

« What if | see responses from departments who are not our customers?

« Are these results “statistically significant?”

« The nature of our work (e.g., policy compliance) means our unit will always have low scores...
* \We have resource constraints. Where should | start to make improvements that will make the

most impact?



ANY QUESTIONS?




5 Tips to Keep Your Food Safe
Over the Holidays

Visit with family & friends, not the porcelain throne

Sue Mosbacher
UC Master Food Preserver Program Coordinator

mfp.ucanr.edu
11/16/2023




1. Start & Stay Clean

* Clean then sanitize work area and too

ALLLL) w‘um ?V'I' - p

» Hair back/covered | le‘.,, 0or MPOrouS surtac

* Clean apron

 Pat poultry dry; no rinsing

* https://dontwashyourchicken.nmsu.edu

« Wash hands frequently

» Clean and sanitize frequently

& UNIVERSITY OF CALIFORNIA

% [l Agriculture and Natural Resources UC Master Food Preserver Program


https://dontwashyourchicken.nmsu.edu/

2. Thaw Food Wisely

Use the refrigerator!




3: Avolid Cross Contamination

®, UNIVERSITY OF CALIFORNIA
% [l Agriculture and Natural Resources UC Master Food Preserver Program




4: Cook Thoroughly

Destroy micro-organisms

enough to destroy bacteria
In the coldest part of the

food

« Thermometer, not touch test

UNIVERSITY OF CALIFORNIA

Agriculture and Natural Resources

UC Master Food Preserver Program



5. Store Safely

« Max time at room temperature: 2 hours 2hours O wmin
 Set a timer

e Cool in wide, shallow containers

 Cool food Iin fridge
* 4-Day Throw Away
« Food with lots of sugar lasts longer (sugar is the pres R NGEASE I EEE

 Cold food In freezer
« Warm food will thaw neighboring food

* Remove air from packaging to reduce freezer burn
UNIVERSITY OF C

<’ [l Agriculture and Natu




Keep you and your family safe!

Start and stay clean

Thaw food wisely

Avoid cross contamination
Cook thoroughly

Store safely

A e A

https://mfp.ucanr.edu/Resources /Extension Document Library

& UNIVERSITY OF CALIFORNIA
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https://mfp.ucanr.edu/Resources_/Extension_Document_Library

UC Master Food Preserver Food Safety Resources

—

Enter Search Terms GIV
University of California, Division of Agricuiture and Natural Resources
UC Master Food Preserver Program

)
G

mfp.ucanr.edu

&

! i ‘ ‘ ‘
Home ‘ Contact Events  History/Future 1 News Resources Volunteer Donate  We are UCANR
: : ‘ Home Contact Events History/Ful

Ask a Master Food
Preserver

Publications Library

This collection of documents from University Extension offices nationwide provides online educational materials on the following food

safety and preservation topics.

Research on food preservation is ongoing — recommendations may have changed since the release of some documents. Please refer to the National Center To redl om
L § i or the most current recommendations. Extens Program Coordinators re
prese| nai
CE Specialists
Food & Nutrition Experts

—
we= Statewide Staff

pacas ¢ abe.
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In the Media

Janet Hartin spoke to CalMatters on dangers of artificial turf. It ran in
Mercury News, OC Register and other media outlets

LA Times interviewed Luca Carmignani about wildfire in Riverside
County, Kristen Shive about giant sequoias and Yana Valachovic about
recovery from the Camp Fire

Houston Wilson and Jhalendra Rijal were interviewed by Farm Press and
other ag media about a new beetle attacking nut orchards

Igor Lacan was quoted by San Francisco Chronicle about neighborhoods
seeking to boost the city’s tree canopy

Bea Nobua Behrmann on Things Green

Mercury News quoted Kamyar Aram about UCCE’s role in the adoption
of a greenhouse gas emissions plan in Contra Costa County

Beatriz Nobua-Behrmann talked to Things Green about saving trees from
the shot hole borers.

https://ucanr.edu/News/UC ANR In the news



https://ucanr.edu/News/UC_ANR_in_the_news

New Hires from 10/17/23-11/15/2023

Christian
Sarah
Christina
Laura Lynn
Elissa
Dilshan
Caleb
Lilliane
Geovanni
Shannon
Nora
Alissa
Brandon
Sandra
Ella
Julia
Kitty
Mikyla
Bruno
April
Geoffrey
Kai Yu
Kerry
Brian

Becerra
Berger
Bradford
Brockman
Bunn
Casseer
Crawford
Cruz

De Leon
Donohue
Hall
Hardie
Hsu
Lyday
Mitchell
Nguyen
Oppliger
Perez
Pitton
Pryor
Shimotsu
Sun
Wininger
Woodward

KEARNEY AGRICULTURAL CNTR

IMM OFFICE OF HR

UCCE SISKIYOU COUNTY

UCCE TEHAMA COUNTY

UCCE CENTRAL SIERRA NEVADA MCP
CONTRACTS AND GRANTS OFFICE
UCCE TULARE COUNTY

STATEWIDE PROGRAMS & REC OPS
UCCE ORANGE COUNTY

UCCE STANISLAUS COUNTY

UCCE TRINITY COUNTY

UCCE CENTRAL SIERRA NEVADA MCP
UCCE ORANGE COUNTY

UCCE VENTURA COUNTY

UCCE SANTA BARBARA COUNTY
NUTRITION POLICY INSTITUTE

UCCE CENTRAL SIERRA NEVADA MCP
IMM OFFICE OF HR

UCCE NEVADA_PLACER COUNTY
UCCE SHASTA COUNTY

KEARNEY AGRICULTURAL CNTR
FINANCIAL SERVICES

UCCE SONOMA COUNTY

UCCE SANTA CRUZ COUNTY

Kitty Oppliger

Brian Woodward

Bruno Pitton



Other Updates

Open Enrollment closes tomorrow

GivingTuesday, Nov. 28

UNIVERSITY OF CALIFORNIA
Agriculture and Natural Resources



SAVE THE DATE: November 28
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THANK YOU!

The next town hall will be the Winter Faire!
December 14, 2023
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