
2019 ADMINISTRATION & FINANCE CUSTOMER SATISFACTION SURVEY 

EXECUTIVE SUMMARY 

adminfin.fullerton.edu/improve/survey 

CSUF’s Division of Administration & Finance administered its 3rd annual Customer Satisfaction Survey 
which was available for all students, faculty, and staff during March 5-29, 2019.  
 
Purpose Respondents were provided the opportunity to provide feedback on 20 departments across 8 
administrative areas within the division. Feedback from these customers help staff identify service 
improvements and to celebrate services well done. 
 
Survey Content The survey included 10 to 12 standard questions rated on a 5-point satisfaction scale; 1 
to 3 open-ended questions were also included for each service to gather additional feedback. Some 
services were pre-selected for faculty, staff or student based on relevance. Survey invitees also had the 
ability to select only those services they wanted to evaluate. 
 
Who We Heard From The survey was sent to 45,071 students, faculty, and staff. The survey received 
8,736 responses with a response rate of 19.4%.  
 
What We Heard Survey results were very consistent within Departments being rated, resulting in very 
little variation in average scores across standard survey items. Specifically, overall mean scores on each 
standard question averaged between 4.0 to 4.2 out of 5.  
 
Strengths Survey respondents consistently rated two Staff-specific items higher than other items: 

Helpful Staff rated highest across all satisfaction items. Helpful Staff received an average mean score 
of 4.2 out of 5 across departments. All departments received a rating from 3.8 to 4.4, indicating at 
least moderate to high satisfaction. 
Knowledgeable Staff rated second highest across all survey items. Knowledgeable Staff received an 
average mean score of 4.1 out of 5 across departments. All departments received a rating from 3.7 
to 4.3, indicating at least moderate to high satisfaction. 

 
Primary Opportunity Survey areas where improvements are most likely to lead to higher overall 
satisfaction for customers are identified as “Primary Opportunities.” The following is the most identified 
Primary Opportunity among all 20 departments rated on the survey. 

Understands Needs: This was the most frequently indicated Primary Opportunity among 
departments, with 70% (14) having this identified as a Primary Opportunity. 

 
Next Steps 

Share Results All statistical results will be posted to the Administration and Finance Continuous 
Improvement Website. Departments are encouraged to share their results with their customers to 
acknowledge they have been heard. Ensuring customers know their feedback is taken seriously will 
help them to be engaged to continue sharing their feedback to support continuous improvement 
efforts by departments. 
Action Planning Essential to improving and maintaining strong service to customers, departments 
are asked to create action plans including goals and plans to measure progress. 
Survey Again A fourth satisfaction survey will be conducted again during the 2019-2020 Academic 
Year to continue to track customer experience and to learn how well the actions taken have 
improved the campus experience. 
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