	RESULTS
	

	Response Rate
	Survey respondents returned 114 forms from the 418 delivered--a 27 percent response rate.   Last year’s survey respondents returned 172 from 666 delivered—a 26 percent response rate.  Although the numbers varied in responses delivered and returned, the percentage response rate only differed by one percent.

	
	Because we cannot assume that the responses were from a random sample of respondents, the results pertain only to those responding, and may not represent all RESD customers. The information, however, tells us what customers who took the time to complete the surveys think about RESD services. 

	
	

	Reporting
	Scores shown on the following pages represent the top two positive responses, “Strongly Agree” and “Agree”, which indicate customer agreement with the survey statements.

	
	

	Overall Satisfaction
	The overall change in customer satisfaction is primarily related to time management related issues.  RESD’s increased workload, inability to fill needed positions in a timely manner, administration priorities and the DGS consolidation move are seen as apparent contributing factors.

	
	

	Service Area  Satisfaction  Levels
	1. Property Acquisition & Leasing

2. Customer Service

3. Property Management

4. Construction Project Delivery
	2001

46%

42%

41%

37%
	2000

65%

71%

71%

59%


	Most Favorable Ratings

(Agree)
	Customers indicated satisfaction when involved in the decision making and  projects’ intended purposes were met.  Five items with the highest percentages: 

Property Acquisition and Leasing:

Q:19)  I was involved in the decision-making process - 67%

Q:18)  Project plans and specifications met our intended purpose - 63%

Construction Project Delivery:

       Q:14)  I was involved in the decision-making process - 65% 

       Q:  7)  Project plans and specifications meet our intended purpose – 57%

 Customer Service:

Q: 2)  I find RESD staff are responsive, courteous and helpful – 54%




	Least Favorable Ratings

(Disagree)
	The least favorable ratings were in categories: Customer Service, Property Acquisition/Leasing and Construction.  The concerns all dealt with time management, projects starting/delivered on schedule, and requests dealt with in a timely manner.  The least favorable ratings were very close to last year’s survey responses but this year (disagree) responses include Customer Satisfaction.
Construction Project Delivery:

Q:6) Our projects always start in a reasonable amount of time – 55%

Q:8) Projects are delivered by RESD within schedule – 54%

Property Acquisition and Leasing:

Q:16) Projects are delivered by RESD within schedule – 51%

Q:15) Our projects always start in a reasonable amount of time – 46%

    Customer Satisfaction:

        Q:  5)  My requests to RESD are dealt with in a timely manner – 50%  



	Level and Contact
	 Response Rate                               Overall Satisfaction
Staff

44%

                   36%

Supervisor
13%

                   13%

Manager
33%

                   33%

Executive
10%

                   10%

Customer staff and Managers have the highest reported overall satisfaction.     

The survey also indicated the higher the frequency of contact, the higher the overall satisfaction:  

	     
	

	Correlation
	There is a strong positive correlation between Overall Satisfaction and all the Customer Service section responses.  The Construction Delivery and Property Acquisition and Leasing service areas also reflect positive correlation to Overall Satisfaction, however not as significant as Customer Service.

Additionally, there is a strong positive correlation between all responses within each service area.

There is a weak but positive correlation between Overall Satisfaction and Property Management.   


