	METHOD
	

	Survey Scope 
	The Customer Account Management (CAM) Branch provided a list of RESD customers. Project staff surveyed all the people listed, which included RESD’s external customers (people from organizations other than RESD) and internal customers (people within RESD). Project staff e-mailed 418 surveys.  Last year, RESD mailed out a total of 666 surveys.  The reduction in survey sampling was due to reassessing and updating the master contact list.  The updating included correctly identifying current key contact individuals as well as omitting those contact individuals that no longer had a role in obtaining RESD services.  The survey package consisted of a cover letter announcing the survey and it provided a direct link to the web-designed survey.  The cover letter also requested a “return to” date assigned by CAMB.

 

	
	
	

	Survey Questions 
	The survey questions are based on last year’s customer survey, and are designed to capture the following information:

· Overall satisfaction with RESD services

· RESD performance in four service areas:

1. Customer Service

2. Construction Project Delivery

3. Property Acquisition and Leasing

4. Property Management

· Customer service performance within each service area relating to:

· Delivery

· Communication

· Responsiveness

· Timeliness

· Effectiveness

· Meeting expectations  



	
	


	Balanced Rating Scales
	As with last year’s measurement  the Likert scale format was used, to measure the degree of agreement with each customer satisfaction topic.  A Likert scale presents a “bipolar continuum”, with the low end representing disagreement and the high end representing agreement.  This response format must contain an odd number of anchor points, in which the middle point is “neutral”.  Consistent with the rules for a Likert response scale, we asked RESD customers to respond to a series of statements about the RESD performance using a five point scale:

	
	
	Strongly  Disagree
	Somewhat Disagree
	Neither
	Somewhat Agree
	Strongly Agree

	
	
	1
	2
	3
	4
	5

	
	Respondents could also check a box to explain that the statement did not apply.

	
	

	
	

	Management Review
	The RESD Branch Chiefs reviewed and approved the survey document before it was distributed. 


