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1) RESD maintains regular communication with me

throughout the service delivery process.

2) I find RESD staff are responsive, courteous and

helpful.

3) RESD staff understand my business needs and

programs.

4) RESD staff effectively represent my interests.

5) My requests to RESD are dealt with in a timely

manner.

2001- RESD CUSTOMER SERVICE

Agree
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Disagree
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These are the ranked responses for customer agreement with the five components of Customer Service:

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

Q: 3: RESD staff understand my business needs and programs (43%)

Q: 4: RESD staff effectively represent my interests (42%)

Q: 1: RESD maintains communication with me throughout the service delivery        

          process (41%)

Q: 5: My requests to RESD are dealt with in a timely manner (29%)

CORRELATION
The correlation between this service area and overall satisfaction (.69 or greater) is very good.  There is a positive correlation with each other (.71 or greater). This supports a 99% confidence level.



CONSTRUCTION PROJECT DELIVERY
Here are the ranked responses for customer agreement with the nine components of 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%)

Q: 13: Project Change Orders were managed by RESD in a timely and effective 

manner (46%)

Q: 12: RESD dealt effectively with any contractual disputes arising from project 

services (38%)

Q: 10: I received all the project status information I required (36%)

Q: 11: RESD managed our construction process effectively (36%)

Q:  9: Projects are delivered within budget (25%)

Q:  6: Our projects always start in a reasonable amount of time (19%)

Q:  8: Projects are delivered by RESD within schedule (15%)

[The descending order was consistent with last year’s survey with an exception of Question 6 and 8 (reversed).]
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6) Our projects start in a reasonable amount of time.

7) Project plans and specs meet our intended

purpose.

8) Projects are delivered by RESD w/in schedule.

9) Projects are delivered within budget.

10) I received all the project status info I required.

11) RESD managed our construction process

effectively.

12) RESD dealt effectively w/ proj. servs. disputes.

13) PCOs were managed in a timely & effective

manner.

14) I was involved in the decision-making process.

2001- RESD PROJECT DELIVERY

Design and Construction
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CORRELATION
The correlation between this service area and overall satisfaction (.33 or greater) is good, but not as significant as Customer Service.  There is a positive correlation with each other (.58 or greater). This supports a 99% confidence level.

Property Acquisition And Leasing
These are the ranked responses for customer agreement with the eight  components of Property Acquisition and Leasing:

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

Q: 18: The project plans and specifications met our intended purpose (63%)

Q: 20: Any project issues that might have arisen were resolved effectively (50%)

Q: 22*: RESD dealt effectively with any contractual disputes arising from

             project services  (50%)

Q: 21*: I received all the project status required information I required (43%)

Q: 17: Projects are delivered within budget (37%)

Q: 15: Our projects always start in a reasonable amount of time (32%)

Q: 16: Projects are delivered by RESD within schedule (24%)

*This years’ survey included 2 additional questions (21 – 22) The descending order was identical to last year’s survey with an exception of the two new questions which were dispersed in the middle and adjusted to allow for comparison. 
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15) Our projects start in a reasonable amount of time.

16) Projects are delivered by RESD within schedule.

17) Projects are delivered within budget.

18) Project plans & specs met our intended purpose.

19) I was involved in the decision-making process.

20) Project issues arisen were resolved effectively.

21) I received all the project status info I required.

22) RESD dealt w/ contractual disputes arising from

project.

2001- RESD PROJECT DELIVERY
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Agree

Neither

Disagree


CORRELATION
The correlation between this service area and overall satisfaction (.34 or greater) is good, but not as significant as Customer service.  There is a positive correlation with each other (.70 or greater). This supports a 99% confidence level.

Property Management
Here are the ranked responses for customer
 agreement with the five components of Property Management:

Q: 26: RESD handles my service requests in a timely manner (44%)

Q: 23: RESD keeps my building clean and sanitary (43%)

Q: 25: RESD maintenance projects meet my expectations (40%)

Q: 27: RESD meets our expectation for grounds maintenance (36%)

Q: 24: RESD maintains my heating, ventilation, and A/C at comfortable levels

             (35%)
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23) RESD keeps my building clean and sanitary.

24) RESD maintains my heating, ventilation, and A/C

at comfortable levels.

25) RESD maintenance projects meet my

expectations.

26) RESD handles my service requests in a timely

manner.

27) RESD meets our expectation for grounds

maintenance.

2001- RESD PROPERTY MANAGEMENT

Agree
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CORRELATION
There was no  correlation between this service area and overall satisfaction (.20 or greater).  However, there is a strong correlation with each other (.79 or greater). This supports a 99% confidence level.

Overall Satisfaction
The overall satisfaction rating (agreement) for those responding to the survey are:  35 %
.  This is a significant decline from last years’ 66% overall satisfaction.
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2001- RESD OVERALL SATISFACTION
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� Property management figures do not include scores from Building and Property Management staff to eliminate bias.  





� Responses to question #28 are independent from, and not a compilation of, any combination of other questions.  Averaging the responses to all questions would have resulted in a higher overall satisfaction score.





[image: image8.wmf][image: image9.wmf][image: image10.wmf]0%

20%

40%

60%

80%

100%

1) RESD maintains regular communication with me

throughout the service delivery process.

2) I find RESD staff are responsive, courteous and

helpful.

3) RESD staff understand my business needs and

programs.

4) RESD staff effectively represent my interests.

5) My requests to RESD are dealt with in a timely

manner.
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6) Our projects start in a reasonable amount of time.

7) Project plans and specs meet our intended

purpose.

8) Projects are delivered by RESD w/in schedule.

9) Projects are delivered within budget.

10) I received all the project status info I required.

11) RESD managed our construction process

effectively.

12) RESD dealt effectively w/ proj. servs. disputes.

13) PCOs were managed in a timely & effective
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14) I was involved in the decision-making process.
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15) Our projects start in a reasonable amount of time.

16) Projects are delivered by RESD within schedule.

17) Projects are delivered within budget.

18) Project plans & specs met our intended purpose.

19) I was involved in the decision-making process.

20) Project issues arisen were resolved effectively.

21) I received all the project status info I required.

22) RESD dealt w/ contractual disputes arising from

project.
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23) RESD keeps my building clean and sanitary.

24) RESD maintains my heating, ventilation, and A/C

at comfortable levels.

25) RESD maintenance projects meet my

expectations.

26) RESD handles my service requests in a timely

manner.

27) RESD meets our expectation for grounds

maintenance.
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Chart1

		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.

		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.

		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.

		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.

		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.
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OVERALL No DGS (RESD)

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		21		7		7		6		14		22		14		13		13		5		4		4		10		7		11		45		Daily

		Agree		29		33		31		30		17		12		38		9		14		23		18		18		27		38		21		14		25		38		34		28		24		26		16		14		15		13		9		28		35		Weekly

		Neither A nor D		23		21		24		18		22		24		14		28		35		19		24		23		21		16		18		20		28		13		16		19		17		19		14		15		15		18		20		21		12		Monthly

		Disagree		21		18		16		23		29		26		18		25		17		20		12		12		13		8		25		31		13		7		3		15		16		8		9		9		12		7		5		34		15		Annually

		Strongly Disagree		15		8		18		18		22		22		7		23		14		19		17		11		8		7		14		13		10		10		8		9		14		10		5		9		2		4		3		13				49		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		14		24		31		28		17		22		22		25		25		24		22		23		31		58		56		59		55		63		0				12		Supervisor

																																																														37		Manager

		Survey #		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107				9		Executive

		Responses		104		105		105		105		104		91		91		91		89		93		83		76		79		90		85		85		82		82		83		85		84		76		49		51		48		52		44		107

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		45%		44%		30%		21%		57%		16%		26%		38%		36%		39%		47%		66%		33%		25%		38%		63%		67%		49%		44%		51%		43%		35%		40%		44%		36%		36%

		Neither		22%		20%		23%		17%		21%		26%		15%		31%		39%		20%		29%		30%		27%		18%		21%		24%		34%		16%		19%		22%		20%		25%		29%		29%		31%		35%		45%		20%

		Disagree		35%		25%		32%		39%		49%		53%		27%		53%		35%		42%		35%		30%		27%		17%		46%		52%		28%		21%		13%		28%		36%		24%		29%		35%		29%		21%		18%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * *   No DGS Responses   * * * * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		45%		44%		30%		43%						107

		Neither		22%		20%		23%		17%		21%		21%

		Disagree		35%		25%		32%		39%		49%		36%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		21%		57%		16%		26%		38%		36%		39%		47%		66%		38%

		Neither		26%		15%		31%		39%		20%		29%		30%		27%		18%		26%

		Disagree		53%		27%		53%		35%		42%		35%		30%		27%		17%		35%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		25%		38%		63%		67%		49%		44%		51%		46%

		Neither		21%		24%		34%		16%		19%		22%		20%		25%		23%

		Disagree		46%		52%		28%		21%		13%		28%		36%		24%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		35%		40%		44%		36%		40%		36%

		Neither		29%		29%		31%		35%		45%		34%		20%

		Disagree		29%		35%		29%		21%		18%		26%		44%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11
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		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





OVERALL No DGS (RESD)
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Executive
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Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



Manager

		



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



Supervisor

		



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT



Staff

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		0		0		0		0		0		0		1		0		0		1		1		0		1		3		0		0		0		1		3		1		0		1		0		1		1		1		1		0		2		Daily

		Agree		1		4		2		3		3		2		3		2		2		1		0		0		2		4		4		3		6		5		3		3		2		2		2		1		0		1		1		2		3		Weekly

		Neither A nor D		4		4		5		2		1		2		3		1		4		3		4		3		2		1		4		4		2		1		2		1		3		1		2		2		2		1		2		4		3		Monthly

		Disagree		5		3		3		3		5		2		2		3		1		4		2		4		2		1		1		2		1		2		1		3		2		4		0		0		1		2		0		5		3		Annually

		Strongly Disagree		0		0		1		3		2		4		0		4		2		1		2		0		1		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0				0		Staff

		NA ("0")		1		0		0		0		0		1		2		1		2		1		2		4		3		2		1		2		2		2		2		2		3		3		7		7		7		6		7		0				0		Supervisor

																																																														0		Manager

		Survey #		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11				11		Executive

		Responses		10		11		11		11		11		10		9		10		9		10		9		7		8		9		10		9		9		9		9		9		8		8		4		4		4		5		4		11

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		10%		36%		18%		27%		27%		20%		44%		20%		22%		20%		11%		0%		38%		78%		40%		33%		67%		67%		67%		44%		25%		38%		50%		50%		25%		40%		50%		18%

		Neither		40%		36%		45%		18%		9%		20%		33%		10%		44%		30%		44%		43%		25%		11%		40%		44%		22%		11%		22%		11%		38%		13%		50%		50%		50%		20%		50%		36%

		Disagree		50%		27%		36%		55%		64%		60%		22%		70%		33%		50%		44%		57%		38%		11%		20%		22%		11%		22%		11%		44%		38%		50%		0%		0%		25%		40%		0%		45%

		OVERALL SATISFACTION   Executives     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		10%		36%		18%		27%		27%		24%						11

		Neither		40%		36%		45%		18%		9%		30%

		Disagree		50%		27%		36%		55%		64%		46%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		20%		44%		20%		22%		20%		11%		0%		38%		78%		28%

		Neither		20%		33%		10%		44%		30%		44%		43%		25%		11%		29%

		Disagree		60%		22%		70%		33%		50%		44%		57%		38%		11%		43%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		33%		67%		67%		67%		44%		25%		38%		48%

		Neither		40%		44%		22%		11%		22%		11%		38%		13%		25%

		Disagree		20%		22%		11%		22%		11%		44%		38%		50%		27%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		50%		50%		25%		40%		50%		43%		18%

		Neither		50%		50%		50%		20%		50%		44%		36%

		Disagree		0%		0%		25%		40%		0%		13%		45%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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SURVEY_RESPONSES

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		9		13		9		8		7		5		6		5		5		6		6		7		6		11		4		4		3		5		10		4		5		6		4		3		2		6		5		5		16		Daily

		Agree		11		12		10		13		5		3		14		0		4		9		7		6		10		12		6		6		11		11		11		13		10		10		8		7		9		6		5		13		12		Weekly

		Neither A nor D		8		5		9		7		10		9		2		14		15		4		7		8		6		3		5		6		8		6		5		5		6		4		5		6		6		7		5		5		5		Monthly

		Disagree		7		7		7		5		7		9		8		7		4		8		3		2		4		3		10		9		3		3		1		5		5		3		2		1		3		1		2		11		5		Annually

		Strongly Disagree		3		1		3		5		9		7		3		7		4		7		6		4		2		2		5		5		4		4		2		3		4		2		3		6		1		3		2		4				0		Staff

		NA ("0")		0		0		0		0		0		5		5		5		6		4		9		11		10		7		8		8		9		9		9		8		8		13		16		15		17		15		19		0				0		Supervisor

																																																														38		Manager

		Survey #		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38				0		Executive

		Responses		38		38		38		38		38		33		33		33		32		34		29		27		28		31		30		30		29		29		29		30		30		25		22		23		21		23		19		38

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		53%		66%		50%		55%		32%		24%		61%		15%		28%		44%		45%		48%		57%		74%		33%		33%		48%		55%		72%		57%		50%		64%		55%		43%		52%		52%		53%		47%

		Neither		21%		13%		24%		18%		26%		27%		6%		42%		47%		12%		24%		30%		21%		10%		17%		20%		28%		21%		17%		17%		20%		16%		23%		26%		29%		30%		26%		13%

		Disagree		26%		21%		26%		26%		42%		48%		33%		42%		25%		44%		31%		22%		21%		16%		50%		47%		24%		24%		10%		27%		30%		20%		23%		30%		19%		17%		21%		39%

		OVERALL SATISFACTION    Managers   RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		53%		66%		50%		55%		32%		51%						38

		Neither		21%		13%		24%		18%		26%		21%

		Disagree		26%		21%		26%		26%		42%		28%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		24%		61%		15%		28%		44%		45%		48%		57%		74%		44%

		Neither		27%		6%		42%		47%		12%		24%		30%		21%		10%		24%

		Disagree		48%		33%		42%		25%		44%		31%		22%		21%		16%		32%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		33%		48%		55%		72%		57%		50%		64%		52%

		Neither		17%		20%		28%		21%		17%		17%		20%		16%		19%

		Disagree		50%		47%		24%		24%		10%		27%		30%		20%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		55%		43%		52%		52%		53%		51%		47%

		Neither		23%		26%		29%		30%		26%		27%		13%

		Disagree		23%		30%		19%		17%		21%		22%		39%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





SURVEY_RESPONSES

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



CONTACT_ME

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		2		2		0		1		1		0		0		0		0		1		0		0		0		2		0		1		0		1		2		1		0		0		0		0		0		1		1		0		4		Daily

		Agree		2		3		2		0		2		1		5		0		1		0		0		0		1		4		4		0		0		4		4		1		2		2		1		1		1		0		0		2		6		Weekly

		Neither A nor D		2		3		6		5		2		1		2		2		3		4		3		3		4		2		0		2		6		1		2		5		4		4		2		2		2		2		2		6		3		Monthly

		Disagree		3		2		0		3		4		4		1		2		2		0		2		0		1		0		2		3		1		0		0		1		1		0		0		0		0		0		0		1		2		Annually

		Strongly Disagree		5		4		6		5		5		4		3		6		4		5		4		5		3		3		4		5		3		4		3		3		4		4		0		0		0		0		0		6				0		Staff

		NA ("0")		1		1		1		1		1		5		4		5		5		5		6		7		6		4		5		4		5		5		4		4		4		5		12		12		12		12		12		0				15		Supervisor

																																																														0		Manager

		Survey #		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15				0		Executive

		Responses		14		14		14		14		14		10		11		10		10		10		9		8		9		11		10		11		10		10		11		11		11		10		3		3		3		3		3		15

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		29%		36%		14%		7%		21%		10%		45%		0%		10%		10%		0%		0%		11%		55%		40%		9%		0%		50%		55%		18%		18%		20%		33%		33%		33%		33%		33%		13%

		Neither		14%		21%		43%		36%		14%		10%		18%		20%		30%		40%		33%		38%		44%		18%		0%		18%		60%		10%		18%		45%		36%		40%		67%		67%		67%		67%		67%		40%

		Disagree		57%		43%		43%		57%		64%		80%		36%		80%		60%		50%		67%		63%		44%		27%		60%		73%		40%		40%		27%		36%		45%		40%		0%		0%		0%		0%		0%		47%

		OVERALL SATISFACTION   Supervisors     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		29%		36%		14%		7%		21%		21%						15

		Neither		14%		21%		43%		36%		14%		26%

		Disagree		57%		43%		43%		57%		64%		53%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		10%		45%		0%		10%		10%		0%		0%		11%		55%		16%

		Neither		10%		18%		20%		30%		40%		33%		38%		44%		18%		28%

		Disagree		80%		36%		80%		60%		50%		67%		63%		44%		27%		56%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		9%		0%		50%		55%		18%		18%		20%		26%

		Neither		0%		18%		60%		10%		18%		45%		36%		40%		29%

		Disagree		60%		73%		40%		40%		27%		36%		45%		40%		45%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		33%		33%		33%		33%		33%		33%		13%

		Neither		67%		67%		67%		67%		67%		67%		40%

		Disagree		0%		0%		0%		0%		0%		0%		47%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing
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Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		5		10		7		7		6		2		7		1		4		4		5		5		3		6		3		2		3		7		8		8		8		6		2		1		2		4		1		6		25		Daily

		Agree		16		17		18		15		8		6		20		7		8		14		13		13		16		20		8		6		9		21		18		14		11		13		7		5		6		6		4		12		17		Weekly

		Neither A nor D		11		10		7		7		10		13		9		13		15		10		12		11		11		12		11		10		15		6		7		9		7		11		5		6		5		8		12		9		3		Monthly

		Disagree		8		8		8		13		14		14		7		14		10		8		6		7		7		4		13		18		8		2		2		6		8		2		7		9		9		5		3		19		5		Annually

		Strongly Disagree		9		4		9		7		10		10		2		10		8		9		6		4		3		3		5		4		4		3		4		3		6		5		2		3		1		1		1		4				50		Staff

		NA ("0")		1		1		1		1		2		5		5		5		5		5		8		10		10		5		10		10		11		11		11		10		10		13		27		26		27		26		29		0				0		Supervisor

																																																														0		Manager

		Survey #		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50				0		Executive

		Responses		49		49		49		49		48		45		45		45		45		45		42		40		40		45		40		40		39		39		39		40		40		37		23		24		23		24		21		50

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		51%		45%		29%		18%		60%		18%		27%		40%		43%		45%		48%		58%		28%		20%		31%		72%		67%		55%		48%		51%		39%		25%		35%		42%		24%		36%

		Neither		22%		20%		14%		14%		21%		29%		20%		29%		33%		22%		29%		28%		28%		27%		28%		25%		38%		15%		18%		23%		18%		30%		22%		25%		22%		33%		57%		18%

		Disagree		35%		24%		35%		41%		50%		53%		20%		53%		40%		38%		29%		28%		25%		16%		45%		55%		31%		13%		15%		23%		35%		19%		39%		50%		43%		25%		19%		46%

		OVERALL SATISFACTION  Staff    RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		51%		45%		29%		45%						50

		Neither		22%		20%		14%		14%		21%		18%

		Disagree		35%		24%		35%		41%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		18%		60%		18%		27%		40%		43%		45%		48%		58%		39%

		Neither		29%		20%		29%		33%		22%		29%		28%		28%		27%		27%

		Disagree		53%		20%		53%		40%		38%		29%		28%		25%		16%		33%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		28%		20%		31%		72%		67%		55%		48%		51%		46%

		Neither		28%		25%		38%		15%		18%		23%		18%		30%		24%

		Disagree		45%		55%		31%		13%		15%		23%		35%		19%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		39%		25%		35%		42%		24%		33%		36%

		Neither		22%		25%		22%		33%		57%		32%		18%

		Disagree		39%		50%		43%		25%		19%		35%		46%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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		0		0		0
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Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0
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Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		41%		54%		43%		42%		29%		19%		57%		15%		25%		36%		36%		38%		46%		65%		32%		24%		37%		63%		67%		50%		43%		50%		46%		35%		41%		45%		38%		35%

		Neither		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		Disagree		36%		26%		33%		39%		50%		55%		27%		54%		36%		42%		35%		32%		27%		17%		46%		51%		28%		21%		15%		28%		35%		25%		27%		35%		29%		22%		17%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * * * * * * * * TOTALS * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		41%		54%		43%		42%		29%		42%						114

		Neither		23%		20%		24%		19%		21%		21%

		Disagree		36%		26%		33%		39%		50%		37%

				6) Our projects start in a reasonable amount of time.		7) Project plans and specs meet our intended purpose.		8) Projects are delivered by RESD w/in schedule.		9) Projects are delivered within budget.		10) I received all the project status info I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively w/ proj. servs. disputes.		13) PCOs were managed in a timely & effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		19%		57%		15%		25%		36%		36%		38%		46%		65%		37%

		Neither		26%		16%		31%		39%		21%		29%		30%		27%		19%		26%

		Disagree		55%		27%		54%		36%		42%		35%		32%		27%		17%		36%

				15) Our projects start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans & specs met our intended purpose.		19) I was involved in the decision-making process.		20) Project issues arisen were resolved effectively.		21) I received all the project status info I required.		22) RESD dealt w/ contractual disputes arising from project.		Average Prop Acq Lease

		Agree		32%		24%		37%		63%		67%		50%		43%		50%		46%

		Neither		22%		24%		36%		16%		18%		22%		22%		25%		23%

		Disagree		46%		51%		28%		21%		15%		28%		35%		25%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services.

		Agree		46%		35%		41%		45%		38%		41%		35%

		Neither		27%		30%		29%		33%		45%		33%		21%

		Disagree		27%		35%		29%		22%		17%		26%		44%

																								USE "AVERAGES NO DGS"

																								NOT THIS TABLE!!!!!

																								(unless you don't care….)

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		14%		22%		14%		14%		13%		7%		14%		6%		9%		12%		13%		15%		12%		23%		8%		8%		7%		16%		26%		16%		15%		16%		12%		9%		10%		22%		17%		10%

		27%		32%		29%		28%		16%		12%		43%		9%		16%		24%		22%		23%		34%		42%		24%		17%		30%		47%		41%		34%		28%		34%		35%		26%		31%		24%		21%		25%

		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		21%		18%		16%		21%		27%		30%		18%		27%		18%		20%		15%		16%		16%		8%		29%		36%		15%		8%		5%		17%		18%		11%		17%		19%		25%		15%		11%		32%

		15%		8%		17%		18%		23%		26%		8%		28%		19%		22%		20%		16%		11%		8%		17%		16%		13%		13%		10%		11%		17%		14%		10%		17%		4%		7%		6%		12%

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 114 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		14%		27%		23%		21%		15%				111

		2) I find RESD staff are responsive, courteous and helpful.		22%		32%		20%		18%		8%				112

		3) RESD staff understand my business needs and programs.		14%		29%		24%		16%		17%				112

		4) RESD staff effectively represent my interests.		14%		28%		19%		21%		18%				112

		5) My requests to RESD are dealt with in a timely manner.		13%		16%		21%		27%		23%				111

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		7%		12%		26%		30%		26%				98

		7) Project plans and specifications meet our intended purpose.		14%		43%		16%		18%		8%				98

		8) Projects are delivered by RESD within schedule.		6%		9%		31%		27%		28%				98

		9) Projects are delivered within budget.		9%		16%		39%		18%		19%				96

		10) I received all the project status information I required.		12%		24%		21%		20%		22%				99

		11) RESD managed our construction process effectively.		13%		22%		29%		15%		20%				89

		12) Dealt effectively with disputes from project services.		15%		23%		30%		16%		16%				82

		13) Managed Project Change Orders in a timely & effective manner.		12%		34%		27%		16%		11%				85

		14) I was involved in the decision-making process.		23%		42%		19%		8%		8%				96

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		24%		22%		29%		17%				90

		16) Projects are delivered by RESD within schedule.		8%		17%		24%		36%		16%				90

		17) Projects are delivered within budget.		7%		30%		36%		15%		13%				87

		18) Project plans and specifications met our intended purpose.		16%		47%		16%		8%		13%				87

		19) I was involved in the decision-making process.		26%		41%		18%		5%		10%				88

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		17%		11%				90

		21) I received all the project status information I required.		15%		28%		22%		18%		17%				89

		22) Dealt effectively w/contractual disputes arising from project srvs.		16%		34%		25%		11%		14%				80

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		35%		27%		17%		10%				52

		24) Maintains heating, ventilation, and A/C at comfortable levels.		9%		26%		30%		19%		17%				54

		25) RESD maintenance projects meet my expectations.		10%		31%		29%		25%		4%				51

		26) RESD handles my service requests in a timely manner.		22%		24%		33%		15%		7%				55

		27) RESD meets our expectation for grounds maintenance.		17%		21%		45%		11%		6%				47

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		25%		21%		32%		12%				114
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2001- RESD OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50

				1) RESD maintains communication w/ me throughout process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv

		Agree		46		61		48		47		32		197.2

		Neither		25		22		27		21		23		98

		Disagree		40		29		37		44		56		174

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.

		Agree		19		56		15		24		36		32		31		39		62

		Neither		25		16		30		37		21		26		25		23		18

		Disagree		54		26		53		35		42		31		26		23		16

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.

		Agree		29		22		32		55		59		45		38		40

		Neither		20		22		31		14		16		20		20		20

		Disagree		41		46		24		18		13		25		31		20

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.				28) Overall, I am very satisfied with RESD services. *

		Agree		24		19		21		25		18				40

		Neither		14		16		15		18		21				24

		Disagree		14		19		15		12		8				50



&A

Page &P



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		

																		1)		1) RESD maintains regular communication with me throughout the service delivery process.

																		2)		2) I find RESD staff are responsive, courteous and helpful.

																		3)		3) RESD staff understand my business needs and programs.

																		4)		4) RESD staff effectively represent my interests.

																		5)		5) My requests to RESD are dealt with in a timely manner.

																		6)		6) Our projects always start in a reasonable amount of time.

																		7)		7) Project plans and specifications meet our intended purpose.

																		8)		8) Projects are delivered by RESD within schedule.

																		9)		9) Projects are delivered within budget.

																		10)		10) I received all the project status information I required.

																		11)		11) RESD managed our construction process effectively.

																		12)		12) RESD dealt effectively with any contractual disputes arising from project services.

																		13)		13) Project Change Orders were managed by RESD in a timely and effective manner.

																		14)		14) I was involved in the decision-making process.

																		15)		15) Our projects always start in a reasonable amount of time.

																		16)		16) Projects are delivered by RESD within schedule.

																		17)		17) Projects are delivered within budget.

																		18)		18) Project plans and specifications met our intended purpose.

																		19)		19) I was involved in the decision-making process.

																		20)		20) Any project issues that might have arisen were resolved effectively.

																		21)		21) I received all the project status information I required.

																		22)		22) RESD effectively dealt with any contractual disputes arising from project services.

																		23)		23) RESD keeps my building clean and sanitary.

																		24)		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

																		25)		25) RESD maintenance projects meet my expectations.

																		26)		26) RESD handles my service requests in a timely manner.

																		27)		27) RESD meets our expectation for grounds maintenance.

																		28)

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.





		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		Count		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50
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		USER_ID		USER_NAME		USER_EMAIL		USER_PHONE		WHEN_ENTERED		CONTACT

		17		David W. Brown		brownd@slc.ca.gov		916-574-1870		8/28/01		NO

		19		Genevie Agustinez		gagustin@chhs.ca.gov		916-654-3241		8/28/01		NO

		7		Robert Pugh		rpugh@edd.ca.gov		916 653-4791		8/28/01		NO

		11		bruce newman		bruce.newman@jud.ca.gov		415-865-7982		8/28/01		NO

		13		Kathryn Frost		kfrost@caartscouncil.com		916/322-6348		8/28/01		NO

		20		E. J. Kelley		ekelley@dss.ca.gov		916-657-1902		8/29/01		NO

		21		mary carlos		mcarlos@hcrc.ca.gov		415 348 3802		8/29/01		NO

		23		Beverlie Bandera		Beverlie_Bandera@dca.ca.gov		916.327.7100		8/29/01		NO

		24		Charlotte Farley		farlc@das.swrcb.ca.gov		341-5058		8/30/01		NO

		26		Laura Valdes		LValdes@cde.ca.gov		323-5569		8/30/01		NO

		27		Jon Pike				263-2935		8/30/01		NO

		31		Carol Van Alstine		cvanalst@dtsc.ca.gov		(916) 322-3823		9/4/01		NO

		33		Scott Vice		svice@csd.ca.gov		916-341-4352		9/4/01		NO

		36		Richard Flores				(916) 492-3352		9/7/01		NO

		39		Richard Eisner		rich_eisner@oes.ca.gov		510-286-0895		9/12/01		NO

		41		Linda L. Lawrence		LLawrence@SPB.CA.GOV		916-653-0460		9/12/01		NO

		43		chuck donley		cdonley@dbw.ca.gov		263-8132		9/14/01		NO

		45		Jim Shook		james_shook@ftb.ca.gov		916 845-5668		9/14/01		NO

		16		C. Allen Young		Ayoung@cde.ca.gov		916 445.4557		8/28/01		NO

		6		Robert Hidley		rhidley@oshpd.state.ca.us		(916) 654-2081		8/28/01		NO

		8		Les Mark		les_mark@ftb.ca.gov		(916) 845-4846		8/28/01		NO

		12		Mike Evans		mevans@consrv.ca.gov		916.323-2950		8/28/01		NO

		14		Roger Chapman		rchapman@dor.ca.gov		(916) 263-8703		8/28/01		NO

		18		Nicole Doble		nicole_doble@ ftb.ca.gov		(916) 845-6069		8/28/01		NO

		25		Arthur jimenez		amj@cpuc.ca.gov		415 703 2023		8/30/01		NO

		28		Pat Reich		preich@cdpr.ca.gov		445-4177		8/30/01		NO

		32		Gary Withrow		gwithrow@dds.ca.gov		916-653-0791		9/4/01		NO

		38		Rita Bessone		rbessone@cpuc.ca.gov		415-703-2821		9/12/01		NO

		40		Daniel X. Patterson		dpatters@edd.ca.gov		916-653-0408		9/12/01		NO

		42		Christine Krause		chris@resources.ca.gov		916-653-5656		9/13/01		NO

		44		Dave Paulson		dave_paulson@dot.ca.gov		510-286-5011		9/14/01		NO

		48		Fred Cordano		fred_cordano		(916) 845-6730		9/14/01		NO

		15		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		8/28/01		YES

		5		Anatoole Moore		amoore@commerce.ca.gov		91632303010		8/28/01		YES

		9		Mary Jo Chafin		maryjo.chafin@ftb.ca.gov		916.845.4625		8/28/01		YES

		29		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		35		Howard Iwata		howardi@bcdc.ca.gov		(415) 352-3600		9/5/01		YES

		37		Frank Maskovich		frank_maskovich@dot.ca.gov		530-741-7121		9/12/01		YES

		47		Robert Nishimoto		robert.nishimoto@doj.ca.gov		(916) 322- 9341		9/14/01		YES

		10		Janice Patton		janice.patton@opr.ca.gov		324-6668		8/28/01		YES

		22		Jerry Haff				(909) 680-6714		8/29/01		YES

		30		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		34		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		9/5/01		YES

		46		Ron Sanchez		rsanchez@treasurer.ca.gov		(916) 653-3382		9/14/01		YES
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		15) Our projects start in a reasonable amount of time.		15) Our projects start in a reasonable amount of time.		15) Our projects start in a reasonable amount of time.

		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.

		17) Projects are delivered within budget.		17) Projects are delivered within budget.		17) Projects are delivered within budget.

		18) Project plans & specs met our intended purpose.		18) Project plans & specs met our intended purpose.		18) Project plans & specs met our intended purpose.

		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.

		20) Project issues arisen were resolved effectively.		20) Project issues arisen were resolved effectively.		20) Project issues arisen were resolved effectively.

		21) I received all the project status info I required.		21) I received all the project status info I required.		21) I received all the project status info I required.

		22) RESD dealt w/ contractual disputes arising from project.		22) RESD dealt w/ contractual disputes arising from project.		22) RESD dealt w/ contractual disputes arising from project.
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OVERALL No DGS (RESD)

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		21		7		7		6		14		22		14		13		13		5		4		4		10		7		11		45		Daily

		Agree		29		33		31		30		17		12		38		9		14		23		18		18		27		38		21		14		25		38		34		28		24		26		16		14		15		13		9		28		35		Weekly

		Neither A nor D		23		21		24		18		22		24		14		28		35		19		24		23		21		16		18		20		28		13		16		19		17		19		14		15		15		18		20		21		12		Monthly

		Disagree		21		18		16		23		29		26		18		25		17		20		12		12		13		8		25		31		13		7		3		15		16		8		9		9		12		7		5		34		15		Annually

		Strongly Disagree		15		8		18		18		22		22		7		23		14		19		17		11		8		7		14		13		10		10		8		9		14		10		5		9		2		4		3		13				49		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		14		24		31		28		17		22		22		25		25		24		22		23		31		58		56		59		55		63		0				12		Supervisor

																																																														37		Manager

		Survey #		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107				9		Executive

		Responses		104		105		105		105		104		91		91		91		89		93		83		76		79		90		85		85		82		82		83		85		84		76		49		51		48		52		44		107

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		45%		44%		30%		21%		57%		16%		26%		38%		36%		39%		47%		66%		33%		25%		38%		63%		67%		49%		44%		51%		43%		35%		40%		44%		36%		36%

		Neither		22%		20%		23%		17%		21%		26%		15%		31%		39%		20%		29%		30%		27%		18%		21%		24%		34%		16%		19%		22%		20%		25%		29%		29%		31%		35%		45%		20%

		Disagree		35%		25%		32%		39%		49%		53%		27%		53%		35%		42%		35%		30%		27%		17%		46%		52%		28%		21%		13%		28%		36%		24%		29%		35%		29%		21%		18%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * *   No DGS Responses   * * * * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		45%		44%		30%		43%						107

		Neither		22%		20%		23%		17%		21%		21%

		Disagree		35%		25%		32%		39%		49%		36%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		21%		57%		16%		26%		38%		36%		39%		47%		66%		38%

		Neither		26%		15%		31%		39%		20%		29%		30%		27%		18%		26%

		Disagree		53%		27%		53%		35%		42%		35%		30%		27%		17%		35%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		25%		38%		63%		67%		49%		44%		51%		46%

		Neither		21%		24%		34%		16%		19%		22%		20%		25%		23%

		Disagree		46%		52%		28%		21%		13%		28%		36%		24%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		35%		40%		44%		36%		40%		36%

		Neither		29%		29%		31%		35%		45%		34%		20%

		Disagree		29%		35%		29%		21%		18%		26%		44%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





OVERALL No DGS (RESD)

		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.

		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.

		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.

		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.

		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE

0.4326923077

0.2211538462

0.3461538462

0.5523809524

0.2

0.2476190476

0.4476190476

0.2285714286

0.3238095238

0.4380952381

0.1714285714

0.3904761905

0.2980769231

0.2115384615

0.4903846154



Executive

		6) Our projects always start in a reasonable amount of time.		6) Our projects always start in a reasonable amount of time.		6) Our projects always start in a reasonable amount of time.

		7) Project plans and specifications meet our intended purpose.		7) Project plans and specifications meet our intended purpose.		7) Project plans and specifications meet our intended purpose.

		8) Projects are delivered by RESD within schedule.		8) Projects are delivered by RESD within schedule.		8) Projects are delivered by RESD within schedule.

		9) Projects are delivered within budget.		9) Projects are delivered within budget.		9) Projects are delivered within budget.

		10) I received all the project status information I required.		10) I received all the project status information I required.		10) I received all the project status information I required.

		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.

		12) RESD dealt effectively with any contractual disputes arising from project services.		12) RESD dealt effectively with any contractual disputes arising from project services.		12) RESD dealt effectively with any contractual disputes arising from project services.

		13) Project Change Orders were managed by RESD in a timely and effective manner.		13) Project Change Orders were managed by RESD in a timely and effective manner.		13) Project Change Orders were managed by RESD in a timely and effective manner.

		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction

0.2087912088

0.2637362637

0.5274725275

0.5714285714

0.1538461538

0.2747252747

0.1648351648

0.3076923077

0.5274725275

0.2584269663

0.393258427

0.3483146067

0.376344086

0.2043010753

0.4193548387

0.3614457831

0.2891566265

0.3493975904

0.3947368421

0.3026315789

0.3026315789

0.4683544304

0.2658227848

0.2658227848

0.6555555556

0.1777777778

0.1666666667



Manager

		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.

		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.

		17) Projects are delivered within budget.		17) Projects are delivered within budget.		17) Projects are delivered within budget.

		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.

		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.

		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.

		21) I received all the project status information I required.		21) I received all the project status information I required.		21) I received all the project status information I required.

		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing

0.3294117647

0.2117647059

0.4588235294

0.2470588235

0.2352941176

0.5176470588

0.3780487805

0.3414634146

0.2804878049

0.6341463415

0.1585365854

0.2073170732

0.6746987952

0.1927710843

0.1325301205

0.4941176471

0.2235294118

0.2823529412

0.4404761905

0.2023809524

0.3571428571

0.5131578947

0.25

0.2368421053



Supervisor

		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.

		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.

		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.

		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT

0.4285714286

0.2857142857

0.2857142857

0.3529411765

0.2941176471

0.3529411765

0.3958333333

0.3125

0.2916666667

0.4423076923

0.3461538462

0.2115384615

0.3636363636

0.4545454545

0.1818181818



Staff

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		0		0		0		0		0		0		1		0		0		1		1		0		1		3		0		0		0		1		3		1		0		1		0		1		1		1		1		0		2		Daily

		Agree		1		4		2		3		3		2		3		2		2		1		0		0		2		4		4		3		6		5		3		3		2		2		2		1		0		1		1		2		3		Weekly

		Neither A nor D		4		4		5		2		1		2		3		1		4		3		4		3		2		1		4		4		2		1		2		1		3		1		2		2		2		1		2		4		3		Monthly

		Disagree		5		3		3		3		5		2		2		3		1		4		2		4		2		1		1		2		1		2		1		3		2		4		0		0		1		2		0		5		3		Annually

		Strongly Disagree		0		0		1		3		2		4		0		4		2		1		2		0		1		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0				0		Staff

		NA ("0")		1		0		0		0		0		1		2		1		2		1		2		4		3		2		1		2		2		2		2		2		3		3		7		7		7		6		7		0				0		Supervisor

																																																														0		Manager

		Survey #		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11				11		Executive

		Responses		10		11		11		11		11		10		9		10		9		10		9		7		8		9		10		9		9		9		9		9		8		8		4		4		4		5		4		11

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		10%		36%		18%		27%		27%		20%		44%		20%		22%		20%		11%		0%		38%		78%		40%		33%		67%		67%		67%		44%		25%		38%		50%		50%		25%		40%		50%		18%

		Neither		40%		36%		45%		18%		9%		20%		33%		10%		44%		30%		44%		43%		25%		11%		40%		44%		22%		11%		22%		11%		38%		13%		50%		50%		50%		20%		50%		36%

		Disagree		50%		27%		36%		55%		64%		60%		22%		70%		33%		50%		44%		57%		38%		11%		20%		22%		11%		22%		11%		44%		38%		50%		0%		0%		25%		40%		0%		45%

		OVERALL SATISFACTION   Executives     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		10%		36%		18%		27%		27%		24%						11

		Neither		40%		36%		45%		18%		9%		30%

		Disagree		50%		27%		36%		55%		64%		46%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		20%		44%		20%		22%		20%		11%		0%		38%		78%		28%

		Neither		20%		33%		10%		44%		30%		44%		43%		25%		11%		29%

		Disagree		60%		22%		70%		33%		50%		44%		57%		38%		11%		43%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		33%		67%		67%		67%		44%		25%		38%		48%

		Neither		40%		44%		22%		11%		22%		11%		38%		13%		25%

		Disagree		20%		22%		11%		22%		11%		44%		38%		50%		27%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		50%		50%		25%		40%		50%		43%		18%

		Neither		50%		50%		50%		20%		50%		44%		36%

		Disagree		0%		0%		25%		40%		0%		13%		45%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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SURVEY_RESPONSES

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		9		13		9		8		7		5		6		5		5		6		6		7		6		11		4		4		3		5		10		4		5		6		4		3		2		6		5		5		16		Daily

		Agree		11		12		10		13		5		3		14		0		4		9		7		6		10		12		6		6		11		11		11		13		10		10		8		7		9		6		5		13		12		Weekly

		Neither A nor D		8		5		9		7		10		9		2		14		15		4		7		8		6		3		5		6		8		6		5		5		6		4		5		6		6		7		5		5		5		Monthly

		Disagree		7		7		7		5		7		9		8		7		4		8		3		2		4		3		10		9		3		3		1		5		5		3		2		1		3		1		2		11		5		Annually

		Strongly Disagree		3		1		3		5		9		7		3		7		4		7		6		4		2		2		5		5		4		4		2		3		4		2		3		6		1		3		2		4				0		Staff

		NA ("0")		0		0		0		0		0		5		5		5		6		4		9		11		10		7		8		8		9		9		9		8		8		13		16		15		17		15		19		0				0		Supervisor

																																																														38		Manager

		Survey #		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38				0		Executive

		Responses		38		38		38		38		38		33		33		33		32		34		29		27		28		31		30		30		29		29		29		30		30		25		22		23		21		23		19		38

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		53%		66%		50%		55%		32%		24%		61%		15%		28%		44%		45%		48%		57%		74%		33%		33%		48%		55%		72%		57%		50%		64%		55%		43%		52%		52%		53%		47%

		Neither		21%		13%		24%		18%		26%		27%		6%		42%		47%		12%		24%		30%		21%		10%		17%		20%		28%		21%		17%		17%		20%		16%		23%		26%		29%		30%		26%		13%

		Disagree		26%		21%		26%		26%		42%		48%		33%		42%		25%		44%		31%		22%		21%		16%		50%		47%		24%		24%		10%		27%		30%		20%		23%		30%		19%		17%		21%		39%

		OVERALL SATISFACTION    Managers   RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		53%		66%		50%		55%		32%		51%						38

		Neither		21%		13%		24%		18%		26%		21%

		Disagree		26%		21%		26%		26%		42%		28%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		24%		61%		15%		28%		44%		45%		48%		57%		74%		44%

		Neither		27%		6%		42%		47%		12%		24%		30%		21%		10%		24%

		Disagree		48%		33%		42%		25%		44%		31%		22%		21%		16%		32%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		33%		48%		55%		72%		57%		50%		64%		52%

		Neither		17%		20%		28%		21%		17%		17%		20%		16%		19%

		Disagree		50%		47%		24%		24%		10%		27%		30%		20%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		55%		43%		52%		52%		53%		51%		47%

		Neither		23%		26%		29%		30%		26%		27%		13%

		Disagree		23%		30%		19%		17%		21%		22%		39%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





SURVEY_RESPONSES

		0		0		0

		0		0		0
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		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



CONTACT_ME

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		2		2		0		1		1		0		0		0		0		1		0		0		0		2		0		1		0		1		2		1		0		0		0		0		0		1		1		0		4		Daily

		Agree		2		3		2		0		2		1		5		0		1		0		0		0		1		4		4		0		0		4		4		1		2		2		1		1		1		0		0		2		6		Weekly

		Neither A nor D		2		3		6		5		2		1		2		2		3		4		3		3		4		2		0		2		6		1		2		5		4		4		2		2		2		2		2		6		3		Monthly

		Disagree		3		2		0		3		4		4		1		2		2		0		2		0		1		0		2		3		1		0		0		1		1		0		0		0		0		0		0		1		2		Annually

		Strongly Disagree		5		4		6		5		5		4		3		6		4		5		4		5		3		3		4		5		3		4		3		3		4		4		0		0		0		0		0		6				0		Staff

		NA ("0")		1		1		1		1		1		5		4		5		5		5		6		7		6		4		5		4		5		5		4		4		4		5		12		12		12		12		12		0				15		Supervisor

																																																														0		Manager

		Survey #		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15				0		Executive

		Responses		14		14		14		14		14		10		11		10		10		10		9		8		9		11		10		11		10		10		11		11		11		10		3		3		3		3		3		15

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		29%		36%		14%		7%		21%		10%		45%		0%		10%		10%		0%		0%		11%		55%		40%		9%		0%		50%		55%		18%		18%		20%		33%		33%		33%		33%		33%		13%

		Neither		14%		21%		43%		36%		14%		10%		18%		20%		30%		40%		33%		38%		44%		18%		0%		18%		60%		10%		18%		45%		36%		40%		67%		67%		67%		67%		67%		40%

		Disagree		57%		43%		43%		57%		64%		80%		36%		80%		60%		50%		67%		63%		44%		27%		60%		73%		40%		40%		27%		36%		45%		40%		0%		0%		0%		0%		0%		47%

		OVERALL SATISFACTION   Supervisors     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		29%		36%		14%		7%		21%		21%						15

		Neither		14%		21%		43%		36%		14%		26%

		Disagree		57%		43%		43%		57%		64%		53%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		10%		45%		0%		10%		10%		0%		0%		11%		55%		16%

		Neither		10%		18%		20%		30%		40%		33%		38%		44%		18%		28%

		Disagree		80%		36%		80%		60%		50%		67%		63%		44%		27%		56%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		9%		0%		50%		55%		18%		18%		20%		26%

		Neither		0%		18%		60%		10%		18%		45%		36%		40%		29%

		Disagree		60%		73%		40%		40%		27%		36%		45%		40%		45%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		33%		33%		33%		33%		33%		33%		13%

		Neither		67%		67%		67%		67%		67%		67%		40%

		Disagree		0%		0%		0%		0%		0%		0%		47%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0
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		0		0		0

		0		0		0
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Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		5		10		7		7		6		2		7		1		4		4		5		5		3		6		3		2		3		7		8		8		8		6		2		1		2		4		1		6		25		Daily

		Agree		16		17		18		15		8		6		20		7		8		14		13		13		16		20		8		6		9		21		18		14		11		13		7		5		6		6		4		12		17		Weekly

		Neither A nor D		11		10		7		7		10		13		9		13		15		10		12		11		11		12		11		10		15		6		7		9		7		11		5		6		5		8		12		9		3		Monthly

		Disagree		8		8		8		13		14		14		7		14		10		8		6		7		7		4		13		18		8		2		2		6		8		2		7		9		9		5		3		19		5		Annually

		Strongly Disagree		9		4		9		7		10		10		2		10		8		9		6		4		3		3		5		4		4		3		4		3		6		5		2		3		1		1		1		4				50		Staff

		NA ("0")		1		1		1		1		2		5		5		5		5		5		8		10		10		5		10		10		11		11		11		10		10		13		27		26		27		26		29		0				0		Supervisor

																																																														0		Manager

		Survey #		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50				0		Executive

		Responses		49		49		49		49		48		45		45		45		45		45		42		40		40		45		40		40		39		39		39		40		40		37		23		24		23		24		21		50

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		51%		45%		29%		18%		60%		18%		27%		40%		43%		45%		48%		58%		28%		20%		31%		72%		67%		55%		48%		51%		39%		25%		35%		42%		24%		36%

		Neither		22%		20%		14%		14%		21%		29%		20%		29%		33%		22%		29%		28%		28%		27%		28%		25%		38%		15%		18%		23%		18%		30%		22%		25%		22%		33%		57%		18%

		Disagree		35%		24%		35%		41%		50%		53%		20%		53%		40%		38%		29%		28%		25%		16%		45%		55%		31%		13%		15%		23%		35%		19%		39%		50%		43%		25%		19%		46%

		OVERALL SATISFACTION  Staff    RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		51%		45%		29%		45%						50

		Neither		22%		20%		14%		14%		21%		18%

		Disagree		35%		24%		35%		41%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		18%		60%		18%		27%		40%		43%		45%		48%		58%		39%

		Neither		29%		20%		29%		33%		22%		29%		28%		28%		27%		27%

		Disagree		53%		20%		53%		40%		38%		29%		28%		25%		16%		33%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		28%		20%		31%		72%		67%		55%		48%		51%		46%

		Neither		28%		25%		38%		15%		18%		23%		18%		30%		24%

		Disagree		45%		55%		31%		13%		15%		23%		35%		19%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		39%		25%		35%		42%		24%		33%		36%

		Neither		22%		25%		22%		33%		57%		32%		18%

		Disagree		39%		50%		43%		25%		19%		35%		46%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		41%		54%		43%		42%		29%		19%		57%		15%		25%		36%		36%		38%		46%		65%		32%		24%		37%		63%		67%		50%		43%		50%		46%		35%		41%		45%		38%		35%

		Neither		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		Disagree		36%		26%		33%		39%		50%		55%		27%		54%		36%		42%		35%		32%		27%		17%		46%		51%		28%		21%		15%		28%		35%		25%		27%		35%		29%		22%		17%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * * * * * * * * TOTALS * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		41%		54%		43%		42%		29%		42%						114

		Neither		23%		20%		24%		19%		21%		21%

		Disagree		36%		26%		33%		39%		50%		37%

				6) Our projects start in a reasonable amount of time.		7) Project plans and specs meet our intended purpose.		8) Projects are delivered by RESD w/in schedule.		9) Projects are delivered within budget.		10) I received all the project status info I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively w/ proj. servs. disputes.		13) PCOs were managed in a timely & effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		19%		57%		15%		25%		36%		36%		38%		46%		65%		37%

		Neither		26%		16%		31%		39%		21%		29%		30%		27%		19%		26%

		Disagree		55%		27%		54%		36%		42%		35%		32%		27%		17%		36%

				15) Our projects start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans & specs met our intended purpose.		19) I was involved in the decision-making process.		20) Project issues arisen were resolved effectively.		21) I received all the project status info I required.		22) RESD dealt w/ contractual disputes arising from project.		Average Prop Acq Lease

		Agree		32%		24%		37%		63%		67%		50%		43%		50%		46%

		Neither		22%		24%		36%		16%		18%		22%		22%		25%		23%

		Disagree		46%		51%		28%		21%		15%		28%		35%		25%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services.

		Agree		46%		35%		41%		45%		38%		41%		35%

		Neither		27%		30%		29%		33%		45%		33%		21%

		Disagree		27%		35%		29%		22%		17%		26%		44%

																								USE "AVERAGES NO DGS"

																								NOT THIS TABLE!!!!!

																								(unless you don't care….)

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		14%		22%		14%		14%		13%		7%		14%		6%		9%		12%		13%		15%		12%		23%		8%		8%		7%		16%		26%		16%		15%		16%		12%		9%		10%		22%		17%		10%

		27%		32%		29%		28%		16%		12%		43%		9%		16%		24%		22%		23%		34%		42%		24%		17%		30%		47%		41%		34%		28%		34%		35%		26%		31%		24%		21%		25%

		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		21%		18%		16%		21%		27%		30%		18%		27%		18%		20%		15%		16%		16%		8%		29%		36%		15%		8%		5%		17%		18%		11%		17%		19%		25%		15%		11%		32%

		15%		8%		17%		18%		23%		26%		8%		28%		19%		22%		20%		16%		11%		8%		17%		16%		13%		13%		10%		11%		17%		14%		10%		17%		4%		7%		6%		12%

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 114 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		14%		27%		23%		21%		15%				111

		2) I find RESD staff are responsive, courteous and helpful.		22%		32%		20%		18%		8%				112

		3) RESD staff understand my business needs and programs.		14%		29%		24%		16%		17%				112

		4) RESD staff effectively represent my interests.		14%		28%		19%		21%		18%				112

		5) My requests to RESD are dealt with in a timely manner.		13%		16%		21%		27%		23%				111

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		7%		12%		26%		30%		26%				98

		7) Project plans and specifications meet our intended purpose.		14%		43%		16%		18%		8%				98

		8) Projects are delivered by RESD within schedule.		6%		9%		31%		27%		28%				98

		9) Projects are delivered within budget.		9%		16%		39%		18%		19%				96

		10) I received all the project status information I required.		12%		24%		21%		20%		22%				99

		11) RESD managed our construction process effectively.		13%		22%		29%		15%		20%				89

		12) Dealt effectively with disputes from project services.		15%		23%		30%		16%		16%				82

		13) Managed Project Change Orders in a timely & effective manner.		12%		34%		27%		16%		11%				85

		14) I was involved in the decision-making process.		23%		42%		19%		8%		8%				96

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		24%		22%		29%		17%				90

		16) Projects are delivered by RESD within schedule.		8%		17%		24%		36%		16%				90

		17) Projects are delivered within budget.		7%		30%		36%		15%		13%				87

		18) Project plans and specifications met our intended purpose.		16%		47%		16%		8%		13%				87

		19) I was involved in the decision-making process.		26%		41%		18%		5%		10%				88

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		17%		11%				90

		21) I received all the project status information I required.		15%		28%		22%		18%		17%				89

		22) Dealt effectively w/contractual disputes arising from project srvs.		16%		34%		25%		11%		14%				80

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		35%		27%		17%		10%				52

		24) Maintains heating, ventilation, and A/C at comfortable levels.		9%		26%		30%		19%		17%				54

		25) RESD maintenance projects meet my expectations.		10%		31%		29%		25%		4%				51

		26) RESD handles my service requests in a timely manner.		22%		24%		33%		15%		7%				55

		27) RESD meets our expectation for grounds maintenance.		17%		21%		45%		11%		6%				47

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		25%		21%		32%		12%				114





		



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



		



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.

		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.

		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.

		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT

0.4615384615

0.2692307692

0.2692307692

0.3518518519

0.2962962963

0.3518518519

0.4117647059

0.2941176471

0.2941176471

0.4545454545

0.3272727273

0.2181818182

0.3829787234

0.4468085106

0.170212766



		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.



Agree

Neither

Disagree

2001- RESD OVERALL SATISFACTION

0.350877193

0.2105263158

0.4385964912



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50

				1) RESD maintains communication w/ me throughout process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv

		Agree		46		61		48		47		32		197.2

		Neither		25		22		27		21		23		98

		Disagree		40		29		37		44		56		174

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.

		Agree		19		56		15		24		36		32		31		39		62

		Neither		25		16		30		37		21		26		25		23		18

		Disagree		54		26		53		35		42		31		26		23		16

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.

		Agree		29		22		32		55		59		45		38		40

		Neither		20		22		31		14		16		20		20		20

		Disagree		41		46		24		18		13		25		31		20

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.				28) Overall, I am very satisfied with RESD services. *

		Agree		24		19		21		25		18				40

		Neither		14		16		15		18		21				24

		Disagree		14		19		15		12		8				50



&A

Page &P



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		

																		1)		1) RESD maintains regular communication with me throughout the service delivery process.

																		2)		2) I find RESD staff are responsive, courteous and helpful.

																		3)		3) RESD staff understand my business needs and programs.

																		4)		4) RESD staff effectively represent my interests.

																		5)		5) My requests to RESD are dealt with in a timely manner.

																		6)		6) Our projects always start in a reasonable amount of time.

																		7)		7) Project plans and specifications meet our intended purpose.

																		8)		8) Projects are delivered by RESD within schedule.

																		9)		9) Projects are delivered within budget.

																		10)		10) I received all the project status information I required.

																		11)		11) RESD managed our construction process effectively.

																		12)		12) RESD dealt effectively with any contractual disputes arising from project services.

																		13)		13) Project Change Orders were managed by RESD in a timely and effective manner.

																		14)		14) I was involved in the decision-making process.

																		15)		15) Our projects always start in a reasonable amount of time.

																		16)		16) Projects are delivered by RESD within schedule.

																		17)		17) Projects are delivered within budget.

																		18)		18) Project plans and specifications met our intended purpose.

																		19)		19) I was involved in the decision-making process.

																		20)		20) Any project issues that might have arisen were resolved effectively.

																		21)		21) I received all the project status information I required.

																		22)		22) RESD effectively dealt with any contractual disputes arising from project services.

																		23)		23) RESD keeps my building clean and sanitary.

																		24)		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

																		25)		25) RESD maintenance projects meet my expectations.

																		26)		26) RESD handles my service requests in a timely manner.

																		27)		27) RESD meets our expectation for grounds maintenance.

																		28)

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.





		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		Count		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50
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		USER_ID		USER_NAME		USER_EMAIL		USER_PHONE		WHEN_ENTERED		CONTACT

		17		David W. Brown		brownd@slc.ca.gov		916-574-1870		8/28/01		NO

		19		Genevie Agustinez		gagustin@chhs.ca.gov		916-654-3241		8/28/01		NO

		7		Robert Pugh		rpugh@edd.ca.gov		916 653-4791		8/28/01		NO

		11		bruce newman		bruce.newman@jud.ca.gov		415-865-7982		8/28/01		NO

		13		Kathryn Frost		kfrost@caartscouncil.com		916/322-6348		8/28/01		NO

		20		E. J. Kelley		ekelley@dss.ca.gov		916-657-1902		8/29/01		NO

		21		mary carlos		mcarlos@hcrc.ca.gov		415 348 3802		8/29/01		NO

		23		Beverlie Bandera		Beverlie_Bandera@dca.ca.gov		916.327.7100		8/29/01		NO

		24		Charlotte Farley		farlc@das.swrcb.ca.gov		341-5058		8/30/01		NO

		26		Laura Valdes		LValdes@cde.ca.gov		323-5569		8/30/01		NO

		27		Jon Pike				263-2935		8/30/01		NO

		31		Carol Van Alstine		cvanalst@dtsc.ca.gov		(916) 322-3823		9/4/01		NO

		33		Scott Vice		svice@csd.ca.gov		916-341-4352		9/4/01		NO

		36		Richard Flores				(916) 492-3352		9/7/01		NO

		39		Richard Eisner		rich_eisner@oes.ca.gov		510-286-0895		9/12/01		NO

		41		Linda L. Lawrence		LLawrence@SPB.CA.GOV		916-653-0460		9/12/01		NO

		43		chuck donley		cdonley@dbw.ca.gov		263-8132		9/14/01		NO

		45		Jim Shook		james_shook@ftb.ca.gov		916 845-5668		9/14/01		NO

		16		C. Allen Young		Ayoung@cde.ca.gov		916 445.4557		8/28/01		NO

		6		Robert Hidley		rhidley@oshpd.state.ca.us		(916) 654-2081		8/28/01		NO

		8		Les Mark		les_mark@ftb.ca.gov		(916) 845-4846		8/28/01		NO

		12		Mike Evans		mevans@consrv.ca.gov		916.323-2950		8/28/01		NO

		14		Roger Chapman		rchapman@dor.ca.gov		(916) 263-8703		8/28/01		NO

		18		Nicole Doble		nicole_doble@ ftb.ca.gov		(916) 845-6069		8/28/01		NO

		25		Arthur jimenez		amj@cpuc.ca.gov		415 703 2023		8/30/01		NO

		28		Pat Reich		preich@cdpr.ca.gov		445-4177		8/30/01		NO

		32		Gary Withrow		gwithrow@dds.ca.gov		916-653-0791		9/4/01		NO

		38		Rita Bessone		rbessone@cpuc.ca.gov		415-703-2821		9/12/01		NO

		40		Daniel X. Patterson		dpatters@edd.ca.gov		916-653-0408		9/12/01		NO

		42		Christine Krause		chris@resources.ca.gov		916-653-5656		9/13/01		NO

		44		Dave Paulson		dave_paulson@dot.ca.gov		510-286-5011		9/14/01		NO

		48		Fred Cordano		fred_cordano		(916) 845-6730		9/14/01		NO

		15		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		8/28/01		YES

		5		Anatoole Moore		amoore@commerce.ca.gov		91632303010		8/28/01		YES

		9		Mary Jo Chafin		maryjo.chafin@ftb.ca.gov		916.845.4625		8/28/01		YES

		29		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		35		Howard Iwata		howardi@bcdc.ca.gov		(415) 352-3600		9/5/01		YES

		37		Frank Maskovich		frank_maskovich@dot.ca.gov		530-741-7121		9/12/01		YES

		47		Robert Nishimoto		robert.nishimoto@doj.ca.gov		(916) 322- 9341		9/14/01		YES

		10		Janice Patton		janice.patton@opr.ca.gov		324-6668		8/28/01		YES

		22		Jerry Haff				(909) 680-6714		8/29/01		YES

		30		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		34		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		9/5/01		YES

		46		Ron Sanchez		rsanchez@treasurer.ca.gov		(916) 653-3382		9/14/01		YES
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		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.



Agree

Neither

Disagree

2001- RESD OVERALL SATISFACTION

0.350877193

0.2105263158

0.4385964912



OVERALL No DGS (RESD)

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		21		7		7		6		14		22		14		13		13		5		4		4		10		7		11		45		Daily

		Agree		29		33		31		30		17		12		38		9		14		23		18		18		27		38		21		14		25		38		34		28		24		26		16		14		15		13		9		28		35		Weekly

		Neither A nor D		23		21		24		18		22		24		14		28		35		19		24		23		21		16		18		20		28		13		16		19		17		19		14		15		15		18		20		21		12		Monthly

		Disagree		21		18		16		23		29		26		18		25		17		20		12		12		13		8		25		31		13		7		3		15		16		8		9		9		12		7		5		34		15		Annually

		Strongly Disagree		15		8		18		18		22		22		7		23		14		19		17		11		8		7		14		13		10		10		8		9		14		10		5		9		2		4		3		13				49		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		14		24		31		28		17		22		22		25		25		24		22		23		31		58		56		59		55		63		0				12		Supervisor

																																																														37		Manager

		Survey #		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107				9		Executive

		Responses		104		105		105		105		104		91		91		91		89		93		83		76		79		90		85		85		82		82		83		85		84		76		49		51		48		52		44		107

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		45%		44%		30%		21%		57%		16%		26%		38%		36%		39%		47%		66%		33%		25%		38%		63%		67%		49%		44%		51%		43%		35%		40%		44%		36%		36%

		Neither		22%		20%		23%		17%		21%		26%		15%		31%		39%		20%		29%		30%		27%		18%		21%		24%		34%		16%		19%		22%		20%		25%		29%		29%		31%		35%		45%		20%

		Disagree		35%		25%		32%		39%		49%		53%		27%		53%		35%		42%		35%		30%		27%		17%		46%		52%		28%		21%		13%		28%		36%		24%		29%		35%		29%		21%		18%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * *   No DGS Responses   * * * * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		45%		44%		30%		43%						107

		Neither		22%		20%		23%		17%		21%		21%

		Disagree		35%		25%		32%		39%		49%		36%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		21%		57%		16%		26%		38%		36%		39%		47%		66%		38%

		Neither		26%		15%		31%		39%		20%		29%		30%		27%		18%		26%

		Disagree		53%		27%		53%		35%		42%		35%		30%		27%		17%		35%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		25%		38%		63%		67%		49%		44%		51%		46%

		Neither		21%		24%		34%		16%		19%		22%		20%		25%		23%

		Disagree		46%		52%		28%		21%		13%		28%		36%		24%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		35%		40%		44%		36%		40%		36%

		Neither		29%		29%		31%		35%		45%		34%		20%

		Disagree		29%		35%		29%		21%		18%		26%		44%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





OVERALL No DGS (RESD)

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



Executive

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



Manager

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



Supervisor

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



Staff

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		0		0		0		0		0		0		1		0		0		1		1		0		1		3		0		0		0		1		3		1		0		1		0		1		1		1		1		0		2		Daily

		Agree		1		4		2		3		3		2		3		2		2		1		0		0		2		4		4		3		6		5		3		3		2		2		2		1		0		1		1		2		3		Weekly

		Neither A nor D		4		4		5		2		1		2		3		1		4		3		4		3		2		1		4		4		2		1		2		1		3		1		2		2		2		1		2		4		3		Monthly

		Disagree		5		3		3		3		5		2		2		3		1		4		2		4		2		1		1		2		1		2		1		3		2		4		0		0		1		2		0		5		3		Annually

		Strongly Disagree		0		0		1		3		2		4		0		4		2		1		2		0		1		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0				0		Staff

		NA ("0")		1		0		0		0		0		1		2		1		2		1		2		4		3		2		1		2		2		2		2		2		3		3		7		7		7		6		7		0				0		Supervisor

																																																														0		Manager

		Survey #		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11				11		Executive

		Responses		10		11		11		11		11		10		9		10		9		10		9		7		8		9		10		9		9		9		9		9		8		8		4		4		4		5		4		11

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		10%		36%		18%		27%		27%		20%		44%		20%		22%		20%		11%		0%		38%		78%		40%		33%		67%		67%		67%		44%		25%		38%		50%		50%		25%		40%		50%		18%

		Neither		40%		36%		45%		18%		9%		20%		33%		10%		44%		30%		44%		43%		25%		11%		40%		44%		22%		11%		22%		11%		38%		13%		50%		50%		50%		20%		50%		36%

		Disagree		50%		27%		36%		55%		64%		60%		22%		70%		33%		50%		44%		57%		38%		11%		20%		22%		11%		22%		11%		44%		38%		50%		0%		0%		25%		40%		0%		45%

		OVERALL SATISFACTION   Executives     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		10%		36%		18%		27%		27%		24%						11

		Neither		40%		36%		45%		18%		9%		30%

		Disagree		50%		27%		36%		55%		64%		46%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		20%		44%		20%		22%		20%		11%		0%		38%		78%		28%

		Neither		20%		33%		10%		44%		30%		44%		43%		25%		11%		29%

		Disagree		60%		22%		70%		33%		50%		44%		57%		38%		11%		43%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		33%		67%		67%		67%		44%		25%		38%		48%

		Neither		40%		44%		22%		11%		22%		11%		38%		13%		25%

		Disagree		20%		22%		11%		22%		11%		44%		38%		50%		27%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		50%		50%		25%		40%		50%		43%		18%

		Neither		50%		50%		50%		20%		50%		44%		36%

		Disagree		0%		0%		25%		40%		0%		13%		45%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



SURVEY_RESPONSES

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		9		13		9		8		7		5		6		5		5		6		6		7		6		11		4		4		3		5		10		4		5		6		4		3		2		6		5		5		16		Daily

		Agree		11		12		10		13		5		3		14		0		4		9		7		6		10		12		6		6		11		11		11		13		10		10		8		7		9		6		5		13		12		Weekly

		Neither A nor D		8		5		9		7		10		9		2		14		15		4		7		8		6		3		5		6		8		6		5		5		6		4		5		6		6		7		5		5		5		Monthly

		Disagree		7		7		7		5		7		9		8		7		4		8		3		2		4		3		10		9		3		3		1		5		5		3		2		1		3		1		2		11		5		Annually

		Strongly Disagree		3		1		3		5		9		7		3		7		4		7		6		4		2		2		5		5		4		4		2		3		4		2		3		6		1		3		2		4				0		Staff

		NA ("0")		0		0		0		0		0		5		5		5		6		4		9		11		10		7		8		8		9		9		9		8		8		13		16		15		17		15		19		0				0		Supervisor

																																																														38		Manager

		Survey #		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38				0		Executive

		Responses		38		38		38		38		38		33		33		33		32		34		29		27		28		31		30		30		29		29		29		30		30		25		22		23		21		23		19		38

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		53%		66%		50%		55%		32%		24%		61%		15%		28%		44%		45%		48%		57%		74%		33%		33%		48%		55%		72%		57%		50%		64%		55%		43%		52%		52%		53%		47%

		Neither		21%		13%		24%		18%		26%		27%		6%		42%		47%		12%		24%		30%		21%		10%		17%		20%		28%		21%		17%		17%		20%		16%		23%		26%		29%		30%		26%		13%

		Disagree		26%		21%		26%		26%		42%		48%		33%		42%		25%		44%		31%		22%		21%		16%		50%		47%		24%		24%		10%		27%		30%		20%		23%		30%		19%		17%		21%		39%

		OVERALL SATISFACTION    Managers   RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		53%		66%		50%		55%		32%		51%						38

		Neither		21%		13%		24%		18%		26%		21%

		Disagree		26%		21%		26%		26%		42%		28%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		24%		61%		15%		28%		44%		45%		48%		57%		74%		44%

		Neither		27%		6%		42%		47%		12%		24%		30%		21%		10%		24%

		Disagree		48%		33%		42%		25%		44%		31%		22%		21%		16%		32%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		33%		48%		55%		72%		57%		50%		64%		52%

		Neither		17%		20%		28%		21%		17%		17%		20%		16%		19%

		Disagree		50%		47%		24%		24%		10%		27%		30%		20%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		55%		43%		52%		52%		53%		51%		47%

		Neither		23%		26%		29%		30%		26%		27%		13%

		Disagree		23%		30%		19%		17%		21%		22%		39%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE



CONTACT_ME

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		2		2		0		1		1		0		0		0		0		1		0		0		0		2		0		1		0		1		2		1		0		0		0		0		0		1		1		0		4		Daily

		Agree		2		3		2		0		2		1		5		0		1		0		0		0		1		4		4		0		0		4		4		1		2		2		1		1		1		0		0		2		6		Weekly

		Neither A nor D		2		3		6		5		2		1		2		2		3		4		3		3		4		2		0		2		6		1		2		5		4		4		2		2		2		2		2		6		3		Monthly

		Disagree		3		2		0		3		4		4		1		2		2		0		2		0		1		0		2		3		1		0		0		1		1		0		0		0		0		0		0		1		2		Annually

		Strongly Disagree		5		4		6		5		5		4		3		6		4		5		4		5		3		3		4		5		3		4		3		3		4		4		0		0		0		0		0		6				0		Staff

		NA ("0")		1		1		1		1		1		5		4		5		5		5		6		7		6		4		5		4		5		5		4		4		4		5		12		12		12		12		12		0				15		Supervisor

																																																														0		Manager

		Survey #		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15				0		Executive

		Responses		14		14		14		14		14		10		11		10		10		10		9		8		9		11		10		11		10		10		11		11		11		10		3		3		3		3		3		15

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		29%		36%		14%		7%		21%		10%		45%		0%		10%		10%		0%		0%		11%		55%		40%		9%		0%		50%		55%		18%		18%		20%		33%		33%		33%		33%		33%		13%

		Neither		14%		21%		43%		36%		14%		10%		18%		20%		30%		40%		33%		38%		44%		18%		0%		18%		60%		10%		18%		45%		36%		40%		67%		67%		67%		67%		67%		40%

		Disagree		57%		43%		43%		57%		64%		80%		36%		80%		60%		50%		67%		63%		44%		27%		60%		73%		40%		40%		27%		36%		45%		40%		0%		0%		0%		0%		0%		47%

		OVERALL SATISFACTION   Supervisors     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		29%		36%		14%		7%		21%		21%						15

		Neither		14%		21%		43%		36%		14%		26%

		Disagree		57%		43%		43%		57%		64%		53%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		10%		45%		0%		10%		10%		0%		0%		11%		55%		16%

		Neither		10%		18%		20%		30%		40%		33%		38%		44%		18%		28%

		Disagree		80%		36%		80%		60%		50%		67%		63%		44%		27%		56%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		9%		0%		50%		55%		18%		18%		20%		26%

		Neither		0%		18%		60%		10%		18%		45%		36%		40%		29%

		Disagree		60%		73%		40%		40%		27%		36%		45%		40%		45%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		33%		33%		33%		33%		33%		33%		13%

		Neither		67%		67%		67%		67%		67%		67%		40%

		Disagree		0%		0%		0%		0%		0%		0%		47%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		5		10		7		7		6		2		7		1		4		4		5		5		3		6		3		2		3		7		8		8		8		6		2		1		2		4		1		6		25		Daily

		Agree		16		17		18		15		8		6		20		7		8		14		13		13		16		20		8		6		9		21		18		14		11		13		7		5		6		6		4		12		17		Weekly

		Neither A nor D		11		10		7		7		10		13		9		13		15		10		12		11		11		12		11		10		15		6		7		9		7		11		5		6		5		8		12		9		3		Monthly

		Disagree		8		8		8		13		14		14		7		14		10		8		6		7		7		4		13		18		8		2		2		6		8		2		7		9		9		5		3		19		5		Annually

		Strongly Disagree		9		4		9		7		10		10		2		10		8		9		6		4		3		3		5		4		4		3		4		3		6		5		2		3		1		1		1		4				50		Staff

		NA ("0")		1		1		1		1		2		5		5		5		5		5		8		10		10		5		10		10		11		11		11		10		10		13		27		26		27		26		29		0				0		Supervisor

																																																														0		Manager

		Survey #		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50				0		Executive

		Responses		49		49		49		49		48		45		45		45		45		45		42		40		40		45		40		40		39		39		39		40		40		37		23		24		23		24		21		50

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		51%		45%		29%		18%		60%		18%		27%		40%		43%		45%		48%		58%		28%		20%		31%		72%		67%		55%		48%		51%		39%		25%		35%		42%		24%		36%

		Neither		22%		20%		14%		14%		21%		29%		20%		29%		33%		22%		29%		28%		28%		27%		28%		25%		38%		15%		18%		23%		18%		30%		22%		25%		22%		33%		57%		18%

		Disagree		35%		24%		35%		41%		50%		53%		20%		53%		40%		38%		29%		28%		25%		16%		45%		55%		31%		13%		15%		23%		35%		19%		39%		50%		43%		25%		19%		46%

		OVERALL SATISFACTION  Staff    RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		51%		45%		29%		45%						50

		Neither		22%		20%		14%		14%		21%		18%

		Disagree		35%		24%		35%		41%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		18%		60%		18%		27%		40%		43%		45%		48%		58%		39%

		Neither		29%		20%		29%		33%		22%		29%		28%		28%		27%		27%

		Disagree		53%		20%		53%		40%		38%		29%		28%		25%		16%		33%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		28%		20%		31%		72%		67%		55%		48%		51%		46%

		Neither		28%		25%		38%		15%		18%		23%		18%		30%		24%

		Disagree		45%		55%		31%		13%		15%		23%		35%		19%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		39%		25%		35%		42%		24%		33%		36%

		Neither		22%		25%		22%		33%		57%		32%		18%

		Disagree		39%		50%		43%		25%		19%		35%		46%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		41%		54%		43%		42%		29%		19%		57%		15%		25%		36%		36%		38%		46%		65%		32%		24%		37%		63%		67%		50%		43%		50%		46%		35%		41%		45%		38%		35%

		Neither		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		Disagree		36%		26%		33%		39%		50%		55%		27%		54%		36%		42%		35%		32%		27%		17%		46%		51%		28%		21%		15%		28%		35%		25%		27%		35%		29%		22%		17%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * * * * * * * * TOTALS * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		41%		54%		43%		42%		29%		42%						114

		Neither		23%		20%		24%		19%		21%		21%

		Disagree		36%		26%		33%		39%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		19%		57%		15%		25%		36%		36%		38%		46%		65%		37%

		Neither		26%		16%		31%		39%		21%		29%		30%		27%		19%		26%

		Disagree		55%		27%		54%		36%		42%		35%		32%		27%		17%		36%

				15) Our projects start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans & specs met our intended purpose.		19) I was involved in the decision-making process.		20) Project issues arisen were resolved effectively.		21) I received all the project status info I required.		22) RESD dealt w/ contractual disputes arising from project.		Average Prop Acq Lease

		Agree		32%		24%		37%		63%		67%		50%		43%		50%		46%

		Neither		22%		24%		36%		16%		18%		22%		22%		25%		23%

		Disagree		46%		51%		28%		21%		15%		28%		35%		25%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services.

		Agree		46%		35%		41%		45%		38%		41%		35%

		Neither		27%		30%		29%		33%		45%		33%		21%

		Disagree		27%		35%		29%		22%		17%		26%		44%

																								USE "AVERAGES NO DGS"

																								NOT THIS TABLE!!!!!

																								(unless you don't care….)

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *
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		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		14%		22%		14%		14%		13%		7%		14%		6%		9%		12%		13%		15%		12%		23%		8%		8%		7%		16%		26%		16%		15%		16%		12%		9%		10%		22%		17%		10%

		27%		32%		29%		28%		16%		12%		43%		9%		16%		24%		22%		23%		34%		42%		24%		17%		30%		47%		41%		34%		28%		34%		35%		26%		31%		24%		21%		25%

		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		21%		18%		16%		21%		27%		30%		18%		27%		18%		20%		15%		16%		16%		8%		29%		36%		15%		8%		5%		17%		18%		11%		17%		19%		25%		15%		11%		32%

		15%		8%		17%		18%		23%		26%		8%		28%		19%		22%		20%		16%		11%		8%		17%		16%		13%		13%		10%		11%		17%		14%		10%		17%		4%		7%		6%		12%

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 114 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		14%		27%		23%		21%		15%				111

		2) I find RESD staff are responsive, courteous and helpful.		22%		32%		20%		18%		8%				112

		3) RESD staff understand my business needs and programs.		14%		29%		24%		16%		17%				112

		4) RESD staff effectively represent my interests.		14%		28%		19%		21%		18%				112

		5) My requests to RESD are dealt with in a timely manner.		13%		16%		21%		27%		23%				111

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		7%		12%		26%		30%		26%				98

		7) Project plans and specifications meet our intended purpose.		14%		43%		16%		18%		8%				98

		8) Projects are delivered by RESD within schedule.		6%		9%		31%		27%		28%				98

		9) Projects are delivered within budget.		9%		16%		39%		18%		19%				96

		10) I received all the project status information I required.		12%		24%		21%		20%		22%				99

		11) RESD managed our construction process effectively.		13%		22%		29%		15%		20%				89

		12) Dealt effectively with disputes from project services.		15%		23%		30%		16%		16%				82

		13) Managed Project Change Orders in a timely & effective manner.		12%		34%		27%		16%		11%				85

		14) I was involved in the decision-making process.		23%		42%		19%		8%		8%				96

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		24%		22%		29%		17%				90

		16) Projects are delivered by RESD within schedule.		8%		17%		24%		36%		16%				90

		17) Projects are delivered within budget.		7%		30%		36%		15%		13%				87

		18) Project plans and specifications met our intended purpose.		16%		47%		16%		8%		13%				87

		19) I was involved in the decision-making process.		26%		41%		18%		5%		10%				88

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		17%		11%				90

		21) I received all the project status information I required.		15%		28%		22%		18%		17%				89

		22) Dealt effectively w/contractual disputes arising from project srvs.		16%		34%		25%		11%		14%				80

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		35%		27%		17%		10%				52

		24) Maintains heating, ventilation, and A/C at comfortable levels.		9%		26%		30%		19%		17%				54

		25) RESD maintenance projects meet my expectations.		10%		31%		29%		25%		4%				51

		26) RESD handles my service requests in a timely manner.		22%		24%		33%		15%		7%				55

		27) RESD meets our expectation for grounds maintenance.		17%		21%		45%		11%		6%				47

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		25%		21%		32%		12%				114
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2001- RESD OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50

				1) RESD maintains communication w/ me throughout process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv

		Agree		46		61		48		47		32		197.2

		Neither		25		22		27		21		23		98

		Disagree		40		29		37		44		56		174

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.

		Agree		19		56		15		24		36		32		31		39		62

		Neither		25		16		30		37		21		26		25		23		18

		Disagree		54		26		53		35		42		31		26		23		16

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.

		Agree		29		22		32		55		59		45		38		40

		Neither		20		22		31		14		16		20		20		20

		Disagree		41		46		24		18		13		25		31		20

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.				28) Overall, I am very satisfied with RESD services. *

		Agree		24		19		21		25		18				40

		Neither		14		16		15		18		21				24

		Disagree		14		19		15		12		8				50



&A

Page &P



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		

																		1)		1) RESD maintains regular communication with me throughout the service delivery process.

																		2)		2) I find RESD staff are responsive, courteous and helpful.

																		3)		3) RESD staff understand my business needs and programs.

																		4)		4) RESD staff effectively represent my interests.

																		5)		5) My requests to RESD are dealt with in a timely manner.

																		6)		6) Our projects always start in a reasonable amount of time.

																		7)		7) Project plans and specifications meet our intended purpose.

																		8)		8) Projects are delivered by RESD within schedule.

																		9)		9) Projects are delivered within budget.

																		10)		10) I received all the project status information I required.

																		11)		11) RESD managed our construction process effectively.

																		12)		12) RESD dealt effectively with any contractual disputes arising from project services.

																		13)		13) Project Change Orders were managed by RESD in a timely and effective manner.

																		14)		14) I was involved in the decision-making process.

																		15)		15) Our projects always start in a reasonable amount of time.

																		16)		16) Projects are delivered by RESD within schedule.

																		17)		17) Projects are delivered within budget.

																		18)		18) Project plans and specifications met our intended purpose.

																		19)		19) I was involved in the decision-making process.

																		20)		20) Any project issues that might have arisen were resolved effectively.

																		21)		21) I received all the project status information I required.

																		22)		22) RESD effectively dealt with any contractual disputes arising from project services.

																		23)		23) RESD keeps my building clean and sanitary.

																		24)		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

																		25)		25) RESD maintenance projects meet my expectations.

																		26)		26) RESD handles my service requests in a timely manner.

																		27)		27) RESD meets our expectation for grounds maintenance.

																		28)

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.





		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		Count		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50
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		USER_ID		USER_NAME		USER_EMAIL		USER_PHONE		WHEN_ENTERED		CONTACT

		17		David W. Brown		brownd@slc.ca.gov		916-574-1870		8/28/01		NO

		19		Genevie Agustinez		gagustin@chhs.ca.gov		916-654-3241		8/28/01		NO

		7		Robert Pugh		rpugh@edd.ca.gov		916 653-4791		8/28/01		NO

		11		bruce newman		bruce.newman@jud.ca.gov		415-865-7982		8/28/01		NO

		13		Kathryn Frost		kfrost@caartscouncil.com		916/322-6348		8/28/01		NO

		20		E. J. Kelley		ekelley@dss.ca.gov		916-657-1902		8/29/01		NO

		21		mary carlos		mcarlos@hcrc.ca.gov		415 348 3802		8/29/01		NO

		23		Beverlie Bandera		Beverlie_Bandera@dca.ca.gov		916.327.7100		8/29/01		NO

		24		Charlotte Farley		farlc@das.swrcb.ca.gov		341-5058		8/30/01		NO

		26		Laura Valdes		LValdes@cde.ca.gov		323-5569		8/30/01		NO

		27		Jon Pike				263-2935		8/30/01		NO

		31		Carol Van Alstine		cvanalst@dtsc.ca.gov		(916) 322-3823		9/4/01		NO

		33		Scott Vice		svice@csd.ca.gov		916-341-4352		9/4/01		NO

		36		Richard Flores				(916) 492-3352		9/7/01		NO

		39		Richard Eisner		rich_eisner@oes.ca.gov		510-286-0895		9/12/01		NO

		41		Linda L. Lawrence		LLawrence@SPB.CA.GOV		916-653-0460		9/12/01		NO

		43		chuck donley		cdonley@dbw.ca.gov		263-8132		9/14/01		NO

		45		Jim Shook		james_shook@ftb.ca.gov		916 845-5668		9/14/01		NO

		16		C. Allen Young		Ayoung@cde.ca.gov		916 445.4557		8/28/01		NO

		6		Robert Hidley		rhidley@oshpd.state.ca.us		(916) 654-2081		8/28/01		NO

		8		Les Mark		les_mark@ftb.ca.gov		(916) 845-4846		8/28/01		NO

		12		Mike Evans		mevans@consrv.ca.gov		916.323-2950		8/28/01		NO

		14		Roger Chapman		rchapman@dor.ca.gov		(916) 263-8703		8/28/01		NO

		18		Nicole Doble		nicole_doble@ ftb.ca.gov		(916) 845-6069		8/28/01		NO

		25		Arthur jimenez		amj@cpuc.ca.gov		415 703 2023		8/30/01		NO

		28		Pat Reich		preich@cdpr.ca.gov		445-4177		8/30/01		NO

		32		Gary Withrow		gwithrow@dds.ca.gov		916-653-0791		9/4/01		NO

		38		Rita Bessone		rbessone@cpuc.ca.gov		415-703-2821		9/12/01		NO

		40		Daniel X. Patterson		dpatters@edd.ca.gov		916-653-0408		9/12/01		NO

		42		Christine Krause		chris@resources.ca.gov		916-653-5656		9/13/01		NO

		44		Dave Paulson		dave_paulson@dot.ca.gov		510-286-5011		9/14/01		NO

		48		Fred Cordano		fred_cordano		(916) 845-6730		9/14/01		NO

		15		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		8/28/01		YES

		5		Anatoole Moore		amoore@commerce.ca.gov		91632303010		8/28/01		YES

		9		Mary Jo Chafin		maryjo.chafin@ftb.ca.gov		916.845.4625		8/28/01		YES

		29		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		35		Howard Iwata		howardi@bcdc.ca.gov		(415) 352-3600		9/5/01		YES

		37		Frank Maskovich		frank_maskovich@dot.ca.gov		530-741-7121		9/12/01		YES

		47		Robert Nishimoto		robert.nishimoto@doj.ca.gov		(916) 322- 9341		9/14/01		YES

		10		Janice Patton		janice.patton@opr.ca.gov		324-6668		8/28/01		YES

		22		Jerry Haff				(909) 680-6714		8/29/01		YES

		30		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		34		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		9/5/01		YES

		46		Ron Sanchez		rsanchez@treasurer.ca.gov		(916) 653-3382		9/14/01		YES



&A

Page &P




_1073298041.xls
Chart14

		





OVERALL No DGS (RESD)

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		21		7		7		6		14		22		14		13		13		5		4		4		10		7		11		45		Daily

		Agree		29		33		31		30		17		12		38		9		14		23		18		18		27		38		21		14		25		38		34		28		24		26		16		14		15		13		9		28		35		Weekly

		Neither A nor D		23		21		24		18		22		24		14		28		35		19		24		23		21		16		18		20		28		13		16		19		17		19		14		15		15		18		20		21		12		Monthly

		Disagree		21		18		16		23		29		26		18		25		17		20		12		12		13		8		25		31		13		7		3		15		16		8		9		9		12		7		5		34		15		Annually

		Strongly Disagree		15		8		18		18		22		22		7		23		14		19		17		11		8		7		14		13		10		10		8		9		14		10		5		9		2		4		3		13				49		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		14		24		31		28		17		22		22		25		25		24		22		23		31		58		56		59		55		63		0				12		Supervisor

																																																														37		Manager

		Survey #		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107				9		Executive

		Responses		104		105		105		105		104		91		91		91		89		93		83		76		79		90		85		85		82		82		83		85		84		76		49		51		48		52		44		107

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		55%		45%		44%		30%		21%		57%		16%		26%		38%		36%		39%		47%		66%		33%		25%		38%		63%		67%		49%		44%		51%		43%		35%		40%		44%		36%		36%

		Neither		22%		20%		23%		17%		21%		26%		15%		31%		39%		20%		29%		30%		27%		18%		21%		24%		34%		16%		19%		22%		20%		25%		29%		29%		31%		35%		45%		20%

		Disagree		35%		25%		32%		39%		49%		53%		27%		53%		35%		42%		35%		30%		27%		17%		46%		52%		28%		21%		13%		28%		36%		24%		29%		35%		29%		21%		18%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * *   No DGS Responses   * * * * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		45%		44%		30%		43%						107

		Neither		22%		20%		23%		17%		21%		21%

		Disagree		35%		25%		32%		39%		49%		36%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		21%		57%		16%		26%		38%		36%		39%		47%		66%		38%

		Neither		26%		15%		31%		39%		20%		29%		30%		27%		18%		26%

		Disagree		53%		27%		53%		35%		42%		35%		30%		27%		17%		35%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		25%		38%		63%		67%		49%		44%		51%		46%

		Neither		21%		24%		34%		16%		19%		22%		20%		25%		23%

		Disagree		46%		52%		28%		21%		13%		28%		36%		24%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		35%		40%		44%		36%		40%		36%

		Neither		29%		29%		31%		35%		45%		34%		20%

		Disagree		29%		35%		29%		21%		18%		26%		44%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





OVERALL No DGS (RESD)

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



Executive

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



Manager

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



Supervisor

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT



Staff

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		0		0		0		0		0		0		1		0		0		1		1		0		1		3		0		0		0		1		3		1		0		1		0		1		1		1		1		0		2		Daily

		Agree		1		4		2		3		3		2		3		2		2		1		0		0		2		4		4		3		6		5		3		3		2		2		2		1		0		1		1		2		3		Weekly

		Neither A nor D		4		4		5		2		1		2		3		1		4		3		4		3		2		1		4		4		2		1		2		1		3		1		2		2		2		1		2		4		3		Monthly

		Disagree		5		3		3		3		5		2		2		3		1		4		2		4		2		1		1		2		1		2		1		3		2		4		0		0		1		2		0		5		3		Annually

		Strongly Disagree		0		0		1		3		2		4		0		4		2		1		2		0		1		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0				0		Staff

		NA ("0")		1		0		0		0		0		1		2		1		2		1		2		4		3		2		1		2		2		2		2		2		3		3		7		7		7		6		7		0				0		Supervisor

																																																														0		Manager

		Survey #		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11				11		Executive

		Responses		10		11		11		11		11		10		9		10		9		10		9		7		8		9		10		9		9		9		9		9		8		8		4		4		4		5		4		11

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		10%		36%		18%		27%		27%		20%		44%		20%		22%		20%		11%		0%		38%		78%		40%		33%		67%		67%		67%		44%		25%		38%		50%		50%		25%		40%		50%		18%

		Neither		40%		36%		45%		18%		9%		20%		33%		10%		44%		30%		44%		43%		25%		11%		40%		44%		22%		11%		22%		11%		38%		13%		50%		50%		50%		20%		50%		36%

		Disagree		50%		27%		36%		55%		64%		60%		22%		70%		33%		50%		44%		57%		38%		11%		20%		22%		11%		22%		11%		44%		38%		50%		0%		0%		25%		40%		0%		45%

		OVERALL SATISFACTION   Executives     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		10%		36%		18%		27%		27%		24%						11

		Neither		40%		36%		45%		18%		9%		30%

		Disagree		50%		27%		36%		55%		64%		46%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		20%		44%		20%		22%		20%		11%		0%		38%		78%		28%

		Neither		20%		33%		10%		44%		30%		44%		43%		25%		11%		29%

		Disagree		60%		22%		70%		33%		50%		44%		57%		38%		11%		43%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		33%		67%		67%		67%		44%		25%		38%		48%

		Neither		40%		44%		22%		11%		22%		11%		38%		13%		25%

		Disagree		20%		22%		11%		22%		11%		44%		38%		50%		27%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		50%		50%		25%		40%		50%		43%		18%

		Neither		50%		50%		50%		20%		50%		44%		36%

		Disagree		0%		0%		25%		40%		0%		13%		45%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



SURVEY_RESPONSES

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		9		13		9		8		7		5		6		5		5		6		6		7		6		11		4		4		3		5		10		4		5		6		4		3		2		6		5		5		16		Daily

		Agree		11		12		10		13		5		3		14		0		4		9		7		6		10		12		6		6		11		11		11		13		10		10		8		7		9		6		5		13		12		Weekly

		Neither A nor D		8		5		9		7		10		9		2		14		15		4		7		8		6		3		5		6		8		6		5		5		6		4		5		6		6		7		5		5		5		Monthly

		Disagree		7		7		7		5		7		9		8		7		4		8		3		2		4		3		10		9		3		3		1		5		5		3		2		1		3		1		2		11		5		Annually

		Strongly Disagree		3		1		3		5		9		7		3		7		4		7		6		4		2		2		5		5		4		4		2		3		4		2		3		6		1		3		2		4				0		Staff

		NA ("0")		0		0		0		0		0		5		5		5		6		4		9		11		10		7		8		8		9		9		9		8		8		13		16		15		17		15		19		0				0		Supervisor

																																																														38		Manager

		Survey #		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38				0		Executive

		Responses		38		38		38		38		38		33		33		33		32		34		29		27		28		31		30		30		29		29		29		30		30		25		22		23		21		23		19		38

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		53%		66%		50%		55%		32%		24%		61%		15%		28%		44%		45%		48%		57%		74%		33%		33%		48%		55%		72%		57%		50%		64%		55%		43%		52%		52%		53%		47%

		Neither		21%		13%		24%		18%		26%		27%		6%		42%		47%		12%		24%		30%		21%		10%		17%		20%		28%		21%		17%		17%		20%		16%		23%		26%		29%		30%		26%		13%

		Disagree		26%		21%		26%		26%		42%		48%		33%		42%		25%		44%		31%		22%		21%		16%		50%		47%		24%		24%		10%		27%		30%		20%		23%		30%		19%		17%		21%		39%

		OVERALL SATISFACTION    Managers   RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		53%		66%		50%		55%		32%		51%						38

		Neither		21%		13%		24%		18%		26%		21%

		Disagree		26%		21%		26%		26%		42%		28%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		24%		61%		15%		28%		44%		45%		48%		57%		74%		44%

		Neither		27%		6%		42%		47%		12%		24%		30%		21%		10%		24%

		Disagree		48%		33%		42%		25%		44%		31%		22%		21%		16%		32%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		33%		48%		55%		72%		57%		50%		64%		52%

		Neither		17%		20%		28%		21%		17%		17%		20%		16%		19%

		Disagree		50%		47%		24%		24%		10%		27%		30%		20%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		55%		43%		52%		52%		53%		51%		47%

		Neither		23%		26%		29%		30%		26%		27%		13%

		Disagree		23%		30%		19%		17%		21%		22%		39%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34
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		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114
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		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		2		2		0		1		1		0		0		0		0		1		0		0		0		2		0		1		0		1		2		1		0		0		0		0		0		1		1		0		4		Daily

		Agree		2		3		2		0		2		1		5		0		1		0		0		0		1		4		4		0		0		4		4		1		2		2		1		1		1		0		0		2		6		Weekly

		Neither A nor D		2		3		6		5		2		1		2		2		3		4		3		3		4		2		0		2		6		1		2		5		4		4		2		2		2		2		2		6		3		Monthly

		Disagree		3		2		0		3		4		4		1		2		2		0		2		0		1		0		2		3		1		0		0		1		1		0		0		0		0		0		0		1		2		Annually

		Strongly Disagree		5		4		6		5		5		4		3		6		4		5		4		5		3		3		4		5		3		4		3		3		4		4		0		0		0		0		0		6				0		Staff

		NA ("0")		1		1		1		1		1		5		4		5		5		5		6		7		6		4		5		4		5		5		4		4		4		5		12		12		12		12		12		0				15		Supervisor

																																																														0		Manager

		Survey #		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15				0		Executive

		Responses		14		14		14		14		14		10		11		10		10		10		9		8		9		11		10		11		10		10		11		11		11		10		3		3		3		3		3		15

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		29%		36%		14%		7%		21%		10%		45%		0%		10%		10%		0%		0%		11%		55%		40%		9%		0%		50%		55%		18%		18%		20%		33%		33%		33%		33%		33%		13%

		Neither		14%		21%		43%		36%		14%		10%		18%		20%		30%		40%		33%		38%		44%		18%		0%		18%		60%		10%		18%		45%		36%		40%		67%		67%		67%		67%		67%		40%

		Disagree		57%		43%		43%		57%		64%		80%		36%		80%		60%		50%		67%		63%		44%		27%		60%		73%		40%		40%		27%		36%		45%		40%		0%		0%		0%		0%		0%		47%

		OVERALL SATISFACTION   Supervisors     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		29%		36%		14%		7%		21%		21%						15

		Neither		14%		21%		43%		36%		14%		26%

		Disagree		57%		43%		43%		57%		64%		53%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		10%		45%		0%		10%		10%		0%		0%		11%		55%		16%

		Neither		10%		18%		20%		30%		40%		33%		38%		44%		18%		28%

		Disagree		80%		36%		80%		60%		50%		67%		63%		44%		27%		56%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		9%		0%		50%		55%		18%		18%		20%		26%

		Neither		0%		18%		60%		10%		18%		45%		36%		40%		29%

		Disagree		60%		73%		40%		40%		27%		36%		45%		40%		45%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		33%		33%		33%		33%		33%		33%		13%

		Neither		67%		67%		67%		67%		67%		67%		40%

		Disagree		0%		0%		0%		0%		0%		0%		47%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		5		10		7		7		6		2		7		1		4		4		5		5		3		6		3		2		3		7		8		8		8		6		2		1		2		4		1		6		25		Daily

		Agree		16		17		18		15		8		6		20		7		8		14		13		13		16		20		8		6		9		21		18		14		11		13		7		5		6		6		4		12		17		Weekly

		Neither A nor D		11		10		7		7		10		13		9		13		15		10		12		11		11		12		11		10		15		6		7		9		7		11		5		6		5		8		12		9		3		Monthly

		Disagree		8		8		8		13		14		14		7		14		10		8		6		7		7		4		13		18		8		2		2		6		8		2		7		9		9		5		3		19		5		Annually

		Strongly Disagree		9		4		9		7		10		10		2		10		8		9		6		4		3		3		5		4		4		3		4		3		6		5		2		3		1		1		1		4				50		Staff

		NA ("0")		1		1		1		1		2		5		5		5		5		5		8		10		10		5		10		10		11		11		11		10		10		13		27		26		27		26		29		0				0		Supervisor

																																																														0		Manager

		Survey #		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50				0		Executive

		Responses		49		49		49		49		48		45		45		45		45		45		42		40		40		45		40		40		39		39		39		40		40		37		23		24		23		24		21		50

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		55%		51%		45%		29%		18%		60%		18%		27%		40%		43%		45%		48%		58%		28%		20%		31%		72%		67%		55%		48%		51%		39%		25%		35%		42%		24%		36%

		Neither		22%		20%		14%		14%		21%		29%		20%		29%		33%		22%		29%		28%		28%		27%		28%		25%		38%		15%		18%		23%		18%		30%		22%		25%		22%		33%		57%		18%

		Disagree		35%		24%		35%		41%		50%		53%		20%		53%		40%		38%		29%		28%		25%		16%		45%		55%		31%		13%		15%		23%		35%		19%		39%		50%		43%		25%		19%		46%

		OVERALL SATISFACTION  Staff    RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		51%		45%		29%		45%						50

		Neither		22%		20%		14%		14%		21%		18%

		Disagree		35%		24%		35%		41%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		18%		60%		18%		27%		40%		43%		45%		48%		58%		39%

		Neither		29%		20%		29%		33%		22%		29%		28%		28%		27%		27%

		Disagree		53%		20%		53%		40%		38%		29%		28%		25%		16%		33%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		28%		20%		31%		72%		67%		55%		48%		51%		46%

		Neither		28%		25%		38%		15%		18%		23%		18%		30%		24%

		Disagree		45%		55%		31%		13%		15%		23%		35%		19%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		39%		25%		35%		42%		24%		33%		36%

		Neither		22%		25%		22%		33%		57%		32%		18%

		Disagree		39%		50%		43%		25%		19%		35%		46%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *
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		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		41%		54%		43%		42%		29%		19%		57%		15%		25%		36%		36%		38%		46%		65%		32%		24%		37%		63%		67%		50%		43%		50%		46%		35%		41%		45%		38%		35%

		Neither		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		Disagree		36%		26%		33%		39%		50%		55%		27%		54%		36%		42%		35%		32%		27%		17%		46%		51%		28%		21%		15%		28%		35%		25%		27%		35%		29%		22%		17%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * * * * * * * * TOTALS * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		41%		54%		43%		42%		29%		42%						114

		Neither		23%		20%		24%		19%		21%		21%

		Disagree		36%		26%		33%		39%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		19%		57%		15%		25%		36%		36%		38%		46%		65%		37%

		Neither		26%		16%		31%		39%		21%		29%		30%		27%		19%		26%

		Disagree		55%		27%		54%		36%		42%		35%		32%		27%		17%		36%

				15) Our projects start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans & specs met our intended purpose.		19) I was involved in the decision-making process.		20) Project issues arisen were resolved effectively.		21) I received all the project status info I required.		22) RESD dealt w/ contractual disputes arising from project.		Average Prop Acq Lease

		Agree		32%		24%		37%		63%		67%		50%		43%		50%		46%

		Neither		22%		24%		36%		16%		18%		22%		22%		25%		23%

		Disagree		46%		51%		28%		21%		15%		28%		35%		25%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services.

		Agree		46%		35%		41%		45%		38%		41%		35%

		Neither		27%		30%		29%		33%		45%		33%		21%

		Disagree		27%		35%		29%		22%		17%		26%		44%

																								USE "AVERAGES NO DGS"

																								NOT THIS TABLE!!!!!

																								(unless you don't care….)

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *
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		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *
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		15%		8%		17%		18%		23%		26%		8%		28%		19%		22%		20%		16%		11%		8%		17%		16%		13%		13%		10%		11%		17%		14%		10%		17%		4%		7%		6%		12%

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 114 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		14%		27%		23%		21%		15%				111

		2) I find RESD staff are responsive, courteous and helpful.		22%		32%		20%		18%		8%				112

		3) RESD staff understand my business needs and programs.		14%		29%		24%		16%		17%				112

		4) RESD staff effectively represent my interests.		14%		28%		19%		21%		18%				112

		5) My requests to RESD are dealt with in a timely manner.		13%		16%		21%		27%		23%				111

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		7%		12%		26%		30%		26%				98

		7) Project plans and specifications meet our intended purpose.		14%		43%		16%		18%		8%				98

		8) Projects are delivered by RESD within schedule.		6%		9%		31%		27%		28%				98

		9) Projects are delivered within budget.		9%		16%		39%		18%		19%				96

		10) I received all the project status information I required.		12%		24%		21%		20%		22%				99

		11) RESD managed our construction process effectively.		13%		22%		29%		15%		20%				89

		12) Dealt effectively with disputes from project services.		15%		23%		30%		16%		16%				82

		13) Managed Project Change Orders in a timely & effective manner.		12%		34%		27%		16%		11%				85

		14) I was involved in the decision-making process.		23%		42%		19%		8%		8%				96

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		24%		22%		29%		17%				90

		16) Projects are delivered by RESD within schedule.		8%		17%		24%		36%		16%				90

		17) Projects are delivered within budget.		7%		30%		36%		15%		13%				87

		18) Project plans and specifications met our intended purpose.		16%		47%		16%		8%		13%				87

		19) I was involved in the decision-making process.		26%		41%		18%		5%		10%				88

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		17%		11%				90

		21) I received all the project status information I required.		15%		28%		22%		18%		17%				89

		22) Dealt effectively w/contractual disputes arising from project srvs.		16%		34%		25%		11%		14%				80

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		35%		27%		17%		10%				52

		24) Maintains heating, ventilation, and A/C at comfortable levels.		9%		26%		30%		19%		17%				54

		25) RESD maintenance projects meet my expectations.		10%		31%		29%		25%		4%				51

		26) RESD handles my service requests in a timely manner.		22%		24%		33%		15%		7%				55

		27) RESD meets our expectation for grounds maintenance.		17%		21%		45%		11%		6%				47

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		25%		21%		32%		12%				114
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2001- RESD OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50

				1) RESD maintains communication w/ me throughout process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv

		Agree		46		61		48		47		32		197.2

		Neither		25		22		27		21		23		98

		Disagree		40		29		37		44		56		174

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.

		Agree		19		56		15		24		36		32		31		39		62

		Neither		25		16		30		37		21		26		25		23		18

		Disagree		54		26		53		35		42		31		26		23		16

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.

		Agree		29		22		32		55		59		45		38		40

		Neither		20		22		31		14		16		20		20		20

		Disagree		41		46		24		18		13		25		31		20

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.				28) Overall, I am very satisfied with RESD services. *

		Agree		24		19		21		25		18				40

		Neither		14		16		15		18		21				24

		Disagree		14		19		15		12		8				50
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		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.

		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.

		17) Projects are delivered within budget.		17) Projects are delivered within budget.		17) Projects are delivered within budget.

		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.

		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.

		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.

		21) I received all the project status information I required.		21) I received all the project status information I required.		21) I received all the project status information I required.

		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing
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41
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22

46
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31
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20
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20
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		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		

																		1)		1) RESD maintains regular communication with me throughout the service delivery process.

																		2)		2) I find RESD staff are responsive, courteous and helpful.

																		3)		3) RESD staff understand my business needs and programs.

																		4)		4) RESD staff effectively represent my interests.

																		5)		5) My requests to RESD are dealt with in a timely manner.

																		6)		6) Our projects always start in a reasonable amount of time.

																		7)		7) Project plans and specifications meet our intended purpose.

																		8)		8) Projects are delivered by RESD within schedule.

																		9)		9) Projects are delivered within budget.

																		10)		10) I received all the project status information I required.

																		11)		11) RESD managed our construction process effectively.

																		12)		12) RESD dealt effectively with any contractual disputes arising from project services.

																		13)		13) Project Change Orders were managed by RESD in a timely and effective manner.

																		14)		14) I was involved in the decision-making process.

																		15)		15) Our projects always start in a reasonable amount of time.

																		16)		16) Projects are delivered by RESD within schedule.

																		17)		17) Projects are delivered within budget.

																		18)		18) Project plans and specifications met our intended purpose.

																		19)		19) I was involved in the decision-making process.

																		20)		20) Any project issues that might have arisen were resolved effectively.

																		21)		21) I received all the project status information I required.

																		22)		22) RESD effectively dealt with any contractual disputes arising from project services.

																		23)		23) RESD keeps my building clean and sanitary.

																		24)		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

																		25)		25) RESD maintenance projects meet my expectations.

																		26)		26) RESD handles my service requests in a timely manner.

																		27)		27) RESD meets our expectation for grounds maintenance.

																		28)		28) Overall, I am very satisfied with RESD services. *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *





		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		Count		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50
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		USER_ID		USER_NAME		USER_EMAIL		USER_PHONE		WHEN_ENTERED		CONTACT

		17		David W. Brown		brownd@slc.ca.gov		916-574-1870		8/28/01		NO

		19		Genevie Agustinez		gagustin@chhs.ca.gov		916-654-3241		8/28/01		NO

		7		Robert Pugh		rpugh@edd.ca.gov		916 653-4791		8/28/01		NO

		11		bruce newman		bruce.newman@jud.ca.gov		415-865-7982		8/28/01		NO

		13		Kathryn Frost		kfrost@caartscouncil.com		916/322-6348		8/28/01		NO

		20		E. J. Kelley		ekelley@dss.ca.gov		916-657-1902		8/29/01		NO

		21		mary carlos		mcarlos@hcrc.ca.gov		415 348 3802		8/29/01		NO

		23		Beverlie Bandera		Beverlie_Bandera@dca.ca.gov		916.327.7100		8/29/01		NO

		24		Charlotte Farley		farlc@das.swrcb.ca.gov		341-5058		8/30/01		NO

		26		Laura Valdes		LValdes@cde.ca.gov		323-5569		8/30/01		NO

		27		Jon Pike				263-2935		8/30/01		NO

		31		Carol Van Alstine		cvanalst@dtsc.ca.gov		(916) 322-3823		9/4/01		NO

		33		Scott Vice		svice@csd.ca.gov		916-341-4352		9/4/01		NO

		36		Richard Flores				(916) 492-3352		9/7/01		NO

		39		Richard Eisner		rich_eisner@oes.ca.gov		510-286-0895		9/12/01		NO

		41		Linda L. Lawrence		LLawrence@SPB.CA.GOV		916-653-0460		9/12/01		NO

		43		chuck donley		cdonley@dbw.ca.gov		263-8132		9/14/01		NO

		45		Jim Shook		james_shook@ftb.ca.gov		916 845-5668		9/14/01		NO

		16		C. Allen Young		Ayoung@cde.ca.gov		916 445.4557		8/28/01		NO

		6		Robert Hidley		rhidley@oshpd.state.ca.us		(916) 654-2081		8/28/01		NO

		8		Les Mark		les_mark@ftb.ca.gov		(916) 845-4846		8/28/01		NO

		12		Mike Evans		mevans@consrv.ca.gov		916.323-2950		8/28/01		NO

		14		Roger Chapman		rchapman@dor.ca.gov		(916) 263-8703		8/28/01		NO

		18		Nicole Doble		nicole_doble@ ftb.ca.gov		(916) 845-6069		8/28/01		NO

		25		Arthur jimenez		amj@cpuc.ca.gov		415 703 2023		8/30/01		NO

		28		Pat Reich		preich@cdpr.ca.gov		445-4177		8/30/01		NO

		32		Gary Withrow		gwithrow@dds.ca.gov		916-653-0791		9/4/01		NO

		38		Rita Bessone		rbessone@cpuc.ca.gov		415-703-2821		9/12/01		NO

		40		Daniel X. Patterson		dpatters@edd.ca.gov		916-653-0408		9/12/01		NO

		42		Christine Krause		chris@resources.ca.gov		916-653-5656		9/13/01		NO

		44		Dave Paulson		dave_paulson@dot.ca.gov		510-286-5011		9/14/01		NO

		48		Fred Cordano		fred_cordano		(916) 845-6730		9/14/01		NO

		15		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		8/28/01		YES

		5		Anatoole Moore		amoore@commerce.ca.gov		91632303010		8/28/01		YES

		9		Mary Jo Chafin		maryjo.chafin@ftb.ca.gov		916.845.4625		8/28/01		YES

		29		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		35		Howard Iwata		howardi@bcdc.ca.gov		(415) 352-3600		9/5/01		YES

		37		Frank Maskovich		frank_maskovich@dot.ca.gov		530-741-7121		9/12/01		YES

		47		Robert Nishimoto		robert.nishimoto@doj.ca.gov		(916) 322- 9341		9/14/01		YES

		10		Janice Patton		janice.patton@opr.ca.gov		324-6668		8/28/01		YES

		22		Jerry Haff				(909) 680-6714		8/29/01		YES

		30		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		34		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		9/5/01		YES

		46		Ron Sanchez		rsanchez@treasurer.ca.gov		(916) 653-3382		9/14/01		YES
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		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.

		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.

		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.

		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.
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OVERALL No DGS (RESD)

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		21		7		7		6		14		22		14		13		13		5		4		4		10		7		11		45		Daily

		Agree		29		33		31		30		17		12		38		9		14		23		18		18		27		38		21		14		25		38		34		28		24		26		16		14		15		13		9		28		35		Weekly

		Neither A nor D		23		21		24		18		22		24		14		28		35		19		24		23		21		16		18		20		28		13		16		19		17		19		14		15		15		18		20		21		12		Monthly

		Disagree		21		18		16		23		29		26		18		25		17		20		12		12		13		8		25		31		13		7		3		15		16		8		9		9		12		7		5		34		15		Annually

		Strongly Disagree		15		8		18		18		22		22		7		23		14		19		17		11		8		7		14		13		10		10		8		9		14		10		5		9		2		4		3		13				49		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		14		24		31		28		17		22		22		25		25		24		22		23		31		58		56		59		55		63		0				12		Supervisor

																																																														37		Manager

		Survey #		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107				9		Executive

		Responses		104		105		105		105		104		91		91		91		89		93		83		76		79		90		85		85		82		82		83		85		84		76		49		51		48		52		44		107

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		45%		44%		30%		21%		57%		16%		26%		38%		36%		39%		47%		66%		33%		25%		38%		63%		67%		49%		44%		51%		43%		35%		40%		44%		36%		36%

		Neither		22%		20%		23%		17%		21%		26%		15%		31%		39%		20%		29%		30%		27%		18%		21%		24%		34%		16%		19%		22%		20%		25%		29%		29%		31%		35%		45%		20%

		Disagree		35%		25%		32%		39%		49%		53%		27%		53%		35%		42%		35%		30%		27%		17%		46%		52%		28%		21%		13%		28%		36%		24%		29%		35%		29%		21%		18%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * *   No DGS Responses   * * * * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		45%		44%		30%		43%						107

		Neither		22%		20%		23%		17%		21%		21%

		Disagree		35%		25%		32%		39%		49%		36%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		21%		57%		16%		26%		38%		36%		39%		47%		66%		38%

		Neither		26%		15%		31%		39%		20%		29%		30%		27%		18%		26%

		Disagree		53%		27%		53%		35%		42%		35%		30%		27%		17%		35%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		25%		38%		63%		67%		49%		44%		51%		46%

		Neither		21%		24%		34%		16%		19%		22%		20%		25%		23%

		Disagree		46%		52%		28%		21%		13%		28%		36%		24%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		35%		40%		44%		36%		40%		36%

		Neither		29%		29%		31%		35%		45%		34%		20%

		Disagree		29%		35%		29%		21%		18%		26%		44%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





OVERALL No DGS (RESD)

		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.

		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.

		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.

		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.

		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE

0.4326923077

0.2211538462

0.3461538462

0.5523809524

0.2

0.2476190476

0.4476190476

0.2285714286

0.3238095238

0.4380952381

0.1714285714

0.3904761905

0.2980769231

0.2115384615

0.4903846154



Executive

		6) Our projects always start in a reasonable amount of time.		6) Our projects always start in a reasonable amount of time.		6) Our projects always start in a reasonable amount of time.

		7) Project plans and specifications meet our intended purpose.		7) Project plans and specifications meet our intended purpose.		7) Project plans and specifications meet our intended purpose.

		8) Projects are delivered by RESD within schedule.		8) Projects are delivered by RESD within schedule.		8) Projects are delivered by RESD within schedule.

		9) Projects are delivered within budget.		9) Projects are delivered within budget.		9) Projects are delivered within budget.

		10) I received all the project status information I required.		10) I received all the project status information I required.		10) I received all the project status information I required.

		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.

		12) RESD dealt effectively with any contractual disputes arising from project services.		12) RESD dealt effectively with any contractual disputes arising from project services.		12) RESD dealt effectively with any contractual disputes arising from project services.

		13) Project Change Orders were managed by RESD in a timely and effective manner.		13) Project Change Orders were managed by RESD in a timely and effective manner.		13) Project Change Orders were managed by RESD in a timely and effective manner.

		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction

0.2087912088

0.2637362637

0.5274725275

0.5714285714

0.1538461538

0.2747252747

0.1648351648

0.3076923077

0.5274725275

0.2584269663

0.393258427

0.3483146067

0.376344086

0.2043010753

0.4193548387

0.3614457831

0.2891566265

0.3493975904

0.3947368421

0.3026315789

0.3026315789

0.4683544304

0.2658227848

0.2658227848

0.6555555556

0.1777777778

0.1666666667



Manager

		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.

		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.

		17) Projects are delivered within budget.		17) Projects are delivered within budget.		17) Projects are delivered within budget.

		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.

		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.

		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.

		21) I received all the project status information I required.		21) I received all the project status information I required.		21) I received all the project status information I required.

		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing

0.3294117647

0.2117647059

0.4588235294

0.2470588235

0.2352941176

0.5176470588

0.3780487805

0.3414634146

0.2804878049

0.6341463415

0.1585365854

0.2073170732

0.6746987952

0.1927710843

0.1325301205

0.4941176471

0.2235294118

0.2823529412

0.4404761905

0.2023809524

0.3571428571

0.5131578947

0.25

0.2368421053



Supervisor

		



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT



Staff

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		0		0		0		0		0		0		1		0		0		1		1		0		1		3		0		0		0		1		3		1		0		1		0		1		1		1		1		0		2		Daily

		Agree		1		4		2		3		3		2		3		2		2		1		0		0		2		4		4		3		6		5		3		3		2		2		2		1		0		1		1		2		3		Weekly

		Neither A nor D		4		4		5		2		1		2		3		1		4		3		4		3		2		1		4		4		2		1		2		1		3		1		2		2		2		1		2		4		3		Monthly

		Disagree		5		3		3		3		5		2		2		3		1		4		2		4		2		1		1		2		1		2		1		3		2		4		0		0		1		2		0		5		3		Annually

		Strongly Disagree		0		0		1		3		2		4		0		4		2		1		2		0		1		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0				0		Staff

		NA ("0")		1		0		0		0		0		1		2		1		2		1		2		4		3		2		1		2		2		2		2		2		3		3		7		7		7		6		7		0				0		Supervisor

																																																														0		Manager

		Survey #		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11				11		Executive

		Responses		10		11		11		11		11		10		9		10		9		10		9		7		8		9		10		9		9		9		9		9		8		8		4		4		4		5		4		11

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		10%		36%		18%		27%		27%		20%		44%		20%		22%		20%		11%		0%		38%		78%		40%		33%		67%		67%		67%		44%		25%		38%		50%		50%		25%		40%		50%		18%

		Neither		40%		36%		45%		18%		9%		20%		33%		10%		44%		30%		44%		43%		25%		11%		40%		44%		22%		11%		22%		11%		38%		13%		50%		50%		50%		20%		50%		36%

		Disagree		50%		27%		36%		55%		64%		60%		22%		70%		33%		50%		44%		57%		38%		11%		20%		22%		11%		22%		11%		44%		38%		50%		0%		0%		25%		40%		0%		45%

		OVERALL SATISFACTION   Executives     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		10%		36%		18%		27%		27%		24%						11

		Neither		40%		36%		45%		18%		9%		30%

		Disagree		50%		27%		36%		55%		64%		46%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		20%		44%		20%		22%		20%		11%		0%		38%		78%		28%

		Neither		20%		33%		10%		44%		30%		44%		43%		25%		11%		29%

		Disagree		60%		22%		70%		33%		50%		44%		57%		38%		11%		43%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		33%		67%		67%		67%		44%		25%		38%		48%

		Neither		40%		44%		22%		11%		22%		11%		38%		13%		25%

		Disagree		20%		22%		11%		22%		11%		44%		38%		50%		27%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		50%		50%		25%		40%		50%		43%		18%

		Neither		50%		50%		50%		20%		50%		44%		36%

		Disagree		0%		0%		25%		40%		0%		13%		45%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



SURVEY_RESPONSES

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		9		13		9		8		7		5		6		5		5		6		6		7		6		11		4		4		3		5		10		4		5		6		4		3		2		6		5		5		16		Daily

		Agree		11		12		10		13		5		3		14		0		4		9		7		6		10		12		6		6		11		11		11		13		10		10		8		7		9		6		5		13		12		Weekly

		Neither A nor D		8		5		9		7		10		9		2		14		15		4		7		8		6		3		5		6		8		6		5		5		6		4		5		6		6		7		5		5		5		Monthly

		Disagree		7		7		7		5		7		9		8		7		4		8		3		2		4		3		10		9		3		3		1		5		5		3		2		1		3		1		2		11		5		Annually

		Strongly Disagree		3		1		3		5		9		7		3		7		4		7		6		4		2		2		5		5		4		4		2		3		4		2		3		6		1		3		2		4				0		Staff

		NA ("0")		0		0		0		0		0		5		5		5		6		4		9		11		10		7		8		8		9		9		9		8		8		13		16		15		17		15		19		0				0		Supervisor

																																																														38		Manager

		Survey #		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38				0		Executive

		Responses		38		38		38		38		38		33		33		33		32		34		29		27		28		31		30		30		29		29		29		30		30		25		22		23		21		23		19		38

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		53%		66%		50%		55%		32%		24%		61%		15%		28%		44%		45%		48%		57%		74%		33%		33%		48%		55%		72%		57%		50%		64%		55%		43%		52%		52%		53%		47%

		Neither		21%		13%		24%		18%		26%		27%		6%		42%		47%		12%		24%		30%		21%		10%		17%		20%		28%		21%		17%		17%		20%		16%		23%		26%		29%		30%		26%		13%

		Disagree		26%		21%		26%		26%		42%		48%		33%		42%		25%		44%		31%		22%		21%		16%		50%		47%		24%		24%		10%		27%		30%		20%		23%		30%		19%		17%		21%		39%

		OVERALL SATISFACTION    Managers   RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		53%		66%		50%		55%		32%		51%						38

		Neither		21%		13%		24%		18%		26%		21%

		Disagree		26%		21%		26%		26%		42%		28%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		24%		61%		15%		28%		44%		45%		48%		57%		74%		44%

		Neither		27%		6%		42%		47%		12%		24%		30%		21%		10%		24%

		Disagree		48%		33%		42%		25%		44%		31%		22%		21%		16%		32%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		33%		48%		55%		72%		57%		50%		64%		52%

		Neither		17%		20%		28%		21%		17%		17%		20%		16%		19%

		Disagree		50%		47%		24%		24%		10%		27%		30%		20%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		55%		43%		52%		52%		53%		51%		47%

		Neither		23%		26%		29%		30%		26%		27%		13%

		Disagree		23%		30%		19%		17%		21%		22%		39%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11
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		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		2		2		0		1		1		0		0		0		0		1		0		0		0		2		0		1		0		1		2		1		0		0		0		0		0		1		1		0		4		Daily

		Agree		2		3		2		0		2		1		5		0		1		0		0		0		1		4		4		0		0		4		4		1		2		2		1		1		1		0		0		2		6		Weekly

		Neither A nor D		2		3		6		5		2		1		2		2		3		4		3		3		4		2		0		2		6		1		2		5		4		4		2		2		2		2		2		6		3		Monthly

		Disagree		3		2		0		3		4		4		1		2		2		0		2		0		1		0		2		3		1		0		0		1		1		0		0		0		0		0		0		1		2		Annually

		Strongly Disagree		5		4		6		5		5		4		3		6		4		5		4		5		3		3		4		5		3		4		3		3		4		4		0		0		0		0		0		6				0		Staff

		NA ("0")		1		1		1		1		1		5		4		5		5		5		6		7		6		4		5		4		5		5		4		4		4		5		12		12		12		12		12		0				15		Supervisor

																																																														0		Manager

		Survey #		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15				0		Executive

		Responses		14		14		14		14		14		10		11		10		10		10		9		8		9		11		10		11		10		10		11		11		11		10		3		3		3		3		3		15

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		29%		36%		14%		7%		21%		10%		45%		0%		10%		10%		0%		0%		11%		55%		40%		9%		0%		50%		55%		18%		18%		20%		33%		33%		33%		33%		33%		13%

		Neither		14%		21%		43%		36%		14%		10%		18%		20%		30%		40%		33%		38%		44%		18%		0%		18%		60%		10%		18%		45%		36%		40%		67%		67%		67%		67%		67%		40%

		Disagree		57%		43%		43%		57%		64%		80%		36%		80%		60%		50%		67%		63%		44%		27%		60%		73%		40%		40%		27%		36%		45%		40%		0%		0%		0%		0%		0%		47%

		OVERALL SATISFACTION   Supervisors     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		29%		36%		14%		7%		21%		21%						15

		Neither		14%		21%		43%		36%		14%		26%

		Disagree		57%		43%		43%		57%		64%		53%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		10%		45%		0%		10%		10%		0%		0%		11%		55%		16%

		Neither		10%		18%		20%		30%		40%		33%		38%		44%		18%		28%

		Disagree		80%		36%		80%		60%		50%		67%		63%		44%		27%		56%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		9%		0%		50%		55%		18%		18%		20%		26%

		Neither		0%		18%		60%		10%		18%		45%		36%		40%		29%

		Disagree		60%		73%		40%		40%		27%		36%		45%		40%		45%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		33%		33%		33%		33%		33%		33%		13%

		Neither		67%		67%		67%		67%		67%		67%		40%

		Disagree		0%		0%		0%		0%		0%		0%		47%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		5		10		7		7		6		2		7		1		4		4		5		5		3		6		3		2		3		7		8		8		8		6		2		1		2		4		1		6		25		Daily

		Agree		16		17		18		15		8		6		20		7		8		14		13		13		16		20		8		6		9		21		18		14		11		13		7		5		6		6		4		12		17		Weekly

		Neither A nor D		11		10		7		7		10		13		9		13		15		10		12		11		11		12		11		10		15		6		7		9		7		11		5		6		5		8		12		9		3		Monthly

		Disagree		8		8		8		13		14		14		7		14		10		8		6		7		7		4		13		18		8		2		2		6		8		2		7		9		9		5		3		19		5		Annually

		Strongly Disagree		9		4		9		7		10		10		2		10		8		9		6		4		3		3		5		4		4		3		4		3		6		5		2		3		1		1		1		4				50		Staff

		NA ("0")		1		1		1		1		2		5		5		5		5		5		8		10		10		5		10		10		11		11		11		10		10		13		27		26		27		26		29		0				0		Supervisor

																																																														0		Manager

		Survey #		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50				0		Executive

		Responses		49		49		49		49		48		45		45		45		45		45		42		40		40		45		40		40		39		39		39		40		40		37		23		24		23		24		21		50

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		51%		45%		29%		18%		60%		18%		27%		40%		43%		45%		48%		58%		28%		20%		31%		72%		67%		55%		48%		51%		39%		25%		35%		42%		24%		36%

		Neither		22%		20%		14%		14%		21%		29%		20%		29%		33%		22%		29%		28%		28%		27%		28%		25%		38%		15%		18%		23%		18%		30%		22%		25%		22%		33%		57%		18%

		Disagree		35%		24%		35%		41%		50%		53%		20%		53%		40%		38%		29%		28%		25%		16%		45%		55%		31%		13%		15%		23%		35%		19%		39%		50%		43%		25%		19%		46%

		OVERALL SATISFACTION  Staff    RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		51%		45%		29%		45%						50

		Neither		22%		20%		14%		14%		21%		18%

		Disagree		35%		24%		35%		41%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		18%		60%		18%		27%		40%		43%		45%		48%		58%		39%

		Neither		29%		20%		29%		33%		22%		29%		28%		28%		27%		27%

		Disagree		53%		20%		53%		40%		38%		29%		28%		25%		16%		33%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		28%		20%		31%		72%		67%		55%		48%		51%		46%

		Neither		28%		25%		38%		15%		18%		23%		18%		30%		24%

		Disagree		45%		55%		31%		13%		15%		23%		35%		19%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		39%		25%		35%		42%		24%		33%		36%

		Neither		22%		25%		22%		33%		57%		32%		18%

		Disagree		39%		50%		43%		25%		19%		35%		46%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34
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		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		41%		54%		43%		42%		29%		19%		57%		15%		25%		36%		36%		38%		46%		65%		32%		24%		37%		63%		67%		50%		43%		50%		46%		35%		41%		45%		38%		35%

		Neither		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		Disagree		36%		26%		33%		39%		50%		55%		27%		54%		36%		42%		35%		32%		27%		17%		46%		51%		28%		21%		15%		28%		35%		25%		27%		35%		29%		22%		17%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * * * * * * * * TOTALS * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		41%		54%		43%		42%		29%		42%						114

		Neither		23%		20%		24%		19%		21%		21%

		Disagree		36%		26%		33%		39%		50%		37%

				6) Our projects start in a reasonable amount of time.		7) Project plans and specs meet our intended purpose.		8) Projects are delivered by RESD w/in schedule.		9) Projects are delivered within budget.		10) I received all the project status info I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively w/ proj. servs. disputes.		13) PCOs were managed in a timely & effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		19%		57%		15%		25%		36%		36%		38%		46%		65%		37%

		Neither		26%		16%		31%		39%		21%		29%		30%		27%		19%		26%

		Disagree		55%		27%		54%		36%		42%		35%		32%		27%		17%		36%

				15) Our projects start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans & specs met our intended purpose.		19) I was involved in the decision-making process.		20) Project issues arisen were resolved effectively.		21) I received all the project status info I required.		22) RESD dealt w/ contractual disputes arising from project.		Average Prop Acq Lease

		Agree		32%		24%		37%		63%		67%		50%		43%		50%		46%

		Neither		22%		24%		36%		16%		18%		22%		22%		25%		23%

		Disagree		46%		51%		28%		21%		15%		28%		35%		25%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services.

		Agree		46%		35%		41%		45%		38%		41%		35%

		Neither		27%		30%		29%		33%		45%		33%		21%

		Disagree		27%		35%		29%		22%		17%		26%		44%

																								USE "AVERAGES NO DGS"

																								NOT THIS TABLE!!!!!

																								(unless you don't care….)

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		14%		22%		14%		14%		13%		7%		14%		6%		9%		12%		13%		15%		12%		23%		8%		8%		7%		16%		26%		16%		15%		16%		12%		9%		10%		22%		17%		10%

		27%		32%		29%		28%		16%		12%		43%		9%		16%		24%		22%		23%		34%		42%		24%		17%		30%		47%		41%		34%		28%		34%		35%		26%		31%		24%		21%		25%

		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		21%		18%		16%		21%		27%		30%		18%		27%		18%		20%		15%		16%		16%		8%		29%		36%		15%		8%		5%		17%		18%		11%		17%		19%		25%		15%		11%		32%

		15%		8%		17%		18%		23%		26%		8%		28%		19%		22%		20%		16%		11%		8%		17%		16%		13%		13%		10%		11%		17%		14%		10%		17%		4%		7%		6%		12%

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 114 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		14%		27%		23%		21%		15%				111

		2) I find RESD staff are responsive, courteous and helpful.		22%		32%		20%		18%		8%				112

		3) RESD staff understand my business needs and programs.		14%		29%		24%		16%		17%				112

		4) RESD staff effectively represent my interests.		14%		28%		19%		21%		18%				112

		5) My requests to RESD are dealt with in a timely manner.		13%		16%		21%		27%		23%				111

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		7%		12%		26%		30%		26%				98

		7) Project plans and specifications meet our intended purpose.		14%		43%		16%		18%		8%				98

		8) Projects are delivered by RESD within schedule.		6%		9%		31%		27%		28%				98

		9) Projects are delivered within budget.		9%		16%		39%		18%		19%				96

		10) I received all the project status information I required.		12%		24%		21%		20%		22%				99

		11) RESD managed our construction process effectively.		13%		22%		29%		15%		20%				89

		12) Dealt effectively with disputes from project services.		15%		23%		30%		16%		16%				82

		13) Managed Project Change Orders in a timely & effective manner.		12%		34%		27%		16%		11%				85

		14) I was involved in the decision-making process.		23%		42%		19%		8%		8%				96

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		24%		22%		29%		17%				90

		16) Projects are delivered by RESD within schedule.		8%		17%		24%		36%		16%				90

		17) Projects are delivered within budget.		7%		30%		36%		15%		13%				87

		18) Project plans and specifications met our intended purpose.		16%		47%		16%		8%		13%				87

		19) I was involved in the decision-making process.		26%		41%		18%		5%		10%				88

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		17%		11%				90

		21) I received all the project status information I required.		15%		28%		22%		18%		17%				89

		22) Dealt effectively w/contractual disputes arising from project srvs.		16%		34%		25%		11%		14%				80

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		35%		27%		17%		10%				52

		24) Maintains heating, ventilation, and A/C at comfortable levels.		9%		26%		30%		19%		17%				54

		25) RESD maintenance projects meet my expectations.		10%		31%		29%		25%		4%				51

		26) RESD handles my service requests in a timely manner.		22%		24%		33%		15%		7%				55

		27) RESD meets our expectation for grounds maintenance.		17%		21%		45%		11%		6%				47

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		25%		21%		32%		12%				114
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Disagree

2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
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		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.

		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.

		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.

		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT

0.4615384615

0.2692307692

0.2692307692

0.3518518519

0.2962962963

0.3518518519

0.4117647059

0.2941176471

0.2941176471

0.4545454545

0.3272727273

0.2181818182

0.3829787234

0.4468085106

0.170212766



		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.



Agree

Neither

Disagree

2001- RESD OVERALL SATISFACTION

0.350877193

0.2105263158

0.4385964912



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50

				1) RESD maintains communication w/ me throughout process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv

		Agree		46		61		48		47		32		197.2

		Neither		25		22		27		21		23		98

		Disagree		40		29		37		44		56		174

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.

		Agree		19		56		15		24		36		32		31		39		62

		Neither		25		16		30		37		21		26		25		23		18

		Disagree		54		26		53		35		42		31		26		23		16

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.

		Agree		29		22		32		55		59		45		38		40

		Neither		20		22		31		14		16		20		20		20

		Disagree		41		46		24		18		13		25		31		20

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.				28) Overall, I am very satisfied with RESD services. *

		Agree		24		19		21		25		18				40

		Neither		14		16		15		18		21				24

		Disagree		14		19		15		12		8				50
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		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
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2001- RESD PROJECT DELIVERY
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		

																		1)		1) RESD maintains regular communication with me throughout the service delivery process.

																		2)		2) I find RESD staff are responsive, courteous and helpful.

																		3)		3) RESD staff understand my business needs and programs.

																		4)		4) RESD staff effectively represent my interests.

																		5)		5) My requests to RESD are dealt with in a timely manner.

																		6)		6) Our projects always start in a reasonable amount of time.

																		7)		7) Project plans and specifications meet our intended purpose.

																		8)		8) Projects are delivered by RESD within schedule.

																		9)		9) Projects are delivered within budget.

																		10)		10) I received all the project status information I required.

																		11)		11) RESD managed our construction process effectively.

																		12)		12) RESD dealt effectively with any contractual disputes arising from project services.

																		13)		13) Project Change Orders were managed by RESD in a timely and effective manner.

																		14)		14) I was involved in the decision-making process.

																		15)		15) Our projects always start in a reasonable amount of time.

																		16)		16) Projects are delivered by RESD within schedule.

																		17)		17) Projects are delivered within budget.

																		18)		18) Project plans and specifications met our intended purpose.

																		19)		19) I was involved in the decision-making process.

																		20)		20) Any project issues that might have arisen were resolved effectively.

																		21)		21) I received all the project status information I required.

																		22)		22) RESD effectively dealt with any contractual disputes arising from project services.

																		23)		23) RESD keeps my building clean and sanitary.

																		24)		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

																		25)		25) RESD maintenance projects meet my expectations.

																		26)		26) RESD handles my service requests in a timely manner.

																		27)		27) RESD meets our expectation for grounds maintenance.

																		28)

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.





		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11
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		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		Count		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50
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		USER_ID		USER_NAME		USER_EMAIL		USER_PHONE		WHEN_ENTERED		CONTACT

		17		David W. Brown		brownd@slc.ca.gov		916-574-1870		8/28/01		NO

		19		Genevie Agustinez		gagustin@chhs.ca.gov		916-654-3241		8/28/01		NO

		7		Robert Pugh		rpugh@edd.ca.gov		916 653-4791		8/28/01		NO

		11		bruce newman		bruce.newman@jud.ca.gov		415-865-7982		8/28/01		NO

		13		Kathryn Frost		kfrost@caartscouncil.com		916/322-6348		8/28/01		NO

		20		E. J. Kelley		ekelley@dss.ca.gov		916-657-1902		8/29/01		NO

		21		mary carlos		mcarlos@hcrc.ca.gov		415 348 3802		8/29/01		NO

		23		Beverlie Bandera		Beverlie_Bandera@dca.ca.gov		916.327.7100		8/29/01		NO

		24		Charlotte Farley		farlc@das.swrcb.ca.gov		341-5058		8/30/01		NO

		26		Laura Valdes		LValdes@cde.ca.gov		323-5569		8/30/01		NO

		27		Jon Pike				263-2935		8/30/01		NO

		31		Carol Van Alstine		cvanalst@dtsc.ca.gov		(916) 322-3823		9/4/01		NO

		33		Scott Vice		svice@csd.ca.gov		916-341-4352		9/4/01		NO

		36		Richard Flores				(916) 492-3352		9/7/01		NO

		39		Richard Eisner		rich_eisner@oes.ca.gov		510-286-0895		9/12/01		NO

		41		Linda L. Lawrence		LLawrence@SPB.CA.GOV		916-653-0460		9/12/01		NO

		43		chuck donley		cdonley@dbw.ca.gov		263-8132		9/14/01		NO

		45		Jim Shook		james_shook@ftb.ca.gov		916 845-5668		9/14/01		NO

		16		C. Allen Young		Ayoung@cde.ca.gov		916 445.4557		8/28/01		NO

		6		Robert Hidley		rhidley@oshpd.state.ca.us		(916) 654-2081		8/28/01		NO

		8		Les Mark		les_mark@ftb.ca.gov		(916) 845-4846		8/28/01		NO

		12		Mike Evans		mevans@consrv.ca.gov		916.323-2950		8/28/01		NO

		14		Roger Chapman		rchapman@dor.ca.gov		(916) 263-8703		8/28/01		NO

		18		Nicole Doble		nicole_doble@ ftb.ca.gov		(916) 845-6069		8/28/01		NO

		25		Arthur jimenez		amj@cpuc.ca.gov		415 703 2023		8/30/01		NO

		28		Pat Reich		preich@cdpr.ca.gov		445-4177		8/30/01		NO

		32		Gary Withrow		gwithrow@dds.ca.gov		916-653-0791		9/4/01		NO

		38		Rita Bessone		rbessone@cpuc.ca.gov		415-703-2821		9/12/01		NO

		40		Daniel X. Patterson		dpatters@edd.ca.gov		916-653-0408		9/12/01		NO

		42		Christine Krause		chris@resources.ca.gov		916-653-5656		9/13/01		NO

		44		Dave Paulson		dave_paulson@dot.ca.gov		510-286-5011		9/14/01		NO

		48		Fred Cordano		fred_cordano		(916) 845-6730		9/14/01		NO

		15		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		8/28/01		YES

		5		Anatoole Moore		amoore@commerce.ca.gov		91632303010		8/28/01		YES

		9		Mary Jo Chafin		maryjo.chafin@ftb.ca.gov		916.845.4625		8/28/01		YES

		29		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		35		Howard Iwata		howardi@bcdc.ca.gov		(415) 352-3600		9/5/01		YES

		37		Frank Maskovich		frank_maskovich@dot.ca.gov		530-741-7121		9/12/01		YES

		47		Robert Nishimoto		robert.nishimoto@doj.ca.gov		(916) 322- 9341		9/14/01		YES

		10		Janice Patton		janice.patton@opr.ca.gov		324-6668		8/28/01		YES

		22		Jerry Haff				(909) 680-6714		8/29/01		YES

		30		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		34		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		9/5/01		YES

		46		Ron Sanchez		rsanchez@treasurer.ca.gov		(916) 653-3382		9/14/01		YES
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		6) Our projects start in a reasonable amount of time.		6) Our projects start in a reasonable amount of time.		6) Our projects start in a reasonable amount of time.

		7) Project plans and specs meet our intended purpose.		7) Project plans and specs meet our intended purpose.		7) Project plans and specs meet our intended purpose.

		8) Projects are delivered by RESD w/in schedule.		8) Projects are delivered by RESD w/in schedule.		8) Projects are delivered by RESD w/in schedule.

		9) Projects are delivered within budget.		9) Projects are delivered within budget.		9) Projects are delivered within budget.

		10) I received all the project status info I required.		10) I received all the project status info I required.		10) I received all the project status info I required.

		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.

		12) RESD dealt effectively w/ proj. servs. disputes.		12) RESD dealt effectively w/ proj. servs. disputes.		12) RESD dealt effectively w/ proj. servs. disputes.

		13) PCOs were managed in a timely & effective manner.		13) PCOs were managed in a timely & effective manner.		13) PCOs were managed in a timely & effective manner.

		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction

0.193877551

0.2551020408

0.5510204082

0.5714285714

0.1632653061

0.2653061224

0.1530612245

0.306122449

0.5408163265

0.25

0.3854166667

0.3645833333

0.3636363636

0.2121212121

0.4242424242

0.3595505618

0.2921348315

0.3483146067

0.3780487805

0.3048780488

0.3170731707

0.4588235294

0.2705882353

0.2705882353

0.6458333333

0.1875

0.1666666667



OVERALL No DGS (RESD)

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		21		7		7		6		14		22		14		13		13		5		4		4		10		7		11		45		Daily

		Agree		29		33		31		30		17		12		38		9		14		23		18		18		27		38		21		14		25		38		34		28		24		26		16		14		15		13		9		28		35		Weekly

		Neither A nor D		23		21		24		18		22		24		14		28		35		19		24		23		21		16		18		20		28		13		16		19		17		19		14		15		15		18		20		21		12		Monthly

		Disagree		21		18		16		23		29		26		18		25		17		20		12		12		13		8		25		31		13		7		3		15		16		8		9		9		12		7		5		34		15		Annually

		Strongly Disagree		15		8		18		18		22		22		7		23		14		19		17		11		8		7		14		13		10		10		8		9		14		10		5		9		2		4		3		13				49		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		14		24		31		28		17		22		22		25		25		24		22		23		31		58		56		59		55		63		0				12		Supervisor

																																																														37		Manager

		Survey #		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107				9		Executive

		Responses		104		105		105		105		104		91		91		91		89		93		83		76		79		90		85		85		82		82		83		85		84		76		49		51		48		52		44		107

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		45%		44%		30%		21%		57%		16%		26%		38%		36%		39%		47%		66%		33%		25%		38%		63%		67%		49%		44%		51%		43%		35%		40%		44%		36%		36%

		Neither		22%		20%		23%		17%		21%		26%		15%		31%		39%		20%		29%		30%		27%		18%		21%		24%		34%		16%		19%		22%		20%		25%		29%		29%		31%		35%		45%		20%

		Disagree		35%		25%		32%		39%		49%		53%		27%		53%		35%		42%		35%		30%		27%		17%		46%		52%		28%		21%		13%		28%		36%		24%		29%		35%		29%		21%		18%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * *   No DGS Responses   * * * * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		45%		44%		30%		43%						107

		Neither		22%		20%		23%		17%		21%		21%

		Disagree		35%		25%		32%		39%		49%		36%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		21%		57%		16%		26%		38%		36%		39%		47%		66%		38%

		Neither		26%		15%		31%		39%		20%		29%		30%		27%		18%		26%

		Disagree		53%		27%		53%		35%		42%		35%		30%		27%		17%		35%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		25%		38%		63%		67%		49%		44%		51%		46%

		Neither		21%		24%		34%		16%		19%		22%		20%		25%		23%

		Disagree		46%		52%		28%		21%		13%		28%		36%		24%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		35%		40%		44%		36%		40%		36%

		Neither		29%		29%		31%		35%		45%		34%		20%

		Disagree		29%		35%		29%		21%		18%		26%		44%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *
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		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





OVERALL No DGS (RESD)

		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.		1) RESD maintains regular communication with me throughout the service delivery process.

		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.		2) I find RESD staff are responsive, courteous and helpful.

		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.		3) RESD staff understand my business needs and programs.

		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.		4) RESD staff effectively represent my interests.

		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.		5) My requests to RESD are dealt with in a timely manner.



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE

0.4326923077

0.2211538462

0.3461538462

0.5523809524

0.2

0.2476190476

0.4476190476

0.2285714286

0.3238095238

0.4380952381

0.1714285714

0.3904761905

0.2980769231

0.2115384615

0.4903846154



Executive

		6) Our projects always start in a reasonable amount of time.		6) Our projects always start in a reasonable amount of time.		6) Our projects always start in a reasonable amount of time.

		7) Project plans and specifications meet our intended purpose.		7) Project plans and specifications meet our intended purpose.		7) Project plans and specifications meet our intended purpose.

		8) Projects are delivered by RESD within schedule.		8) Projects are delivered by RESD within schedule.		8) Projects are delivered by RESD within schedule.

		9) Projects are delivered within budget.		9) Projects are delivered within budget.		9) Projects are delivered within budget.

		10) I received all the project status information I required.		10) I received all the project status information I required.		10) I received all the project status information I required.

		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.		11) RESD managed our construction process effectively.

		12) RESD dealt effectively with any contractual disputes arising from project services.		12) RESD dealt effectively with any contractual disputes arising from project services.		12) RESD dealt effectively with any contractual disputes arising from project services.

		13) Project Change Orders were managed by RESD in a timely and effective manner.		13) Project Change Orders were managed by RESD in a timely and effective manner.		13) Project Change Orders were managed by RESD in a timely and effective manner.

		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.		14) I was involved in the decision-making process.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction

0.2087912088

0.2637362637

0.5274725275

0.5714285714

0.1538461538

0.2747252747

0.1648351648

0.3076923077

0.5274725275

0.2584269663

0.393258427

0.3483146067

0.376344086

0.2043010753

0.4193548387

0.3614457831

0.2891566265

0.3493975904

0.3947368421

0.3026315789

0.3026315789

0.4683544304

0.2658227848

0.2658227848

0.6555555556

0.1777777778

0.1666666667



Manager

		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.		15) Our projects always start in a reasonable amount of time.

		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.		16) Projects are delivered by RESD within schedule.

		17) Projects are delivered within budget.		17) Projects are delivered within budget.		17) Projects are delivered within budget.

		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.		18) Project plans and specifications met our intended purpose.

		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.		19) I was involved in the decision-making process.

		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.		20) Any project issues that might have arisen were resolved effectively.

		21) I received all the project status information I required.		21) I received all the project status information I required.		21) I received all the project status information I required.

		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.		22) RESD effectively dealt with any contractual disputes arising from project services.



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing

0.3294117647

0.2117647059

0.4588235294

0.2470588235

0.2352941176

0.5176470588

0.3780487805

0.3414634146

0.2804878049

0.6341463415

0.1585365854

0.2073170732

0.6746987952

0.1927710843

0.1325301205

0.4941176471

0.2235294118

0.2823529412

0.4404761905

0.2023809524

0.3571428571

0.5131578947

0.25

0.2368421053



Supervisor

		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.

		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.

		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.

		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT

0.4285714286

0.2857142857

0.2857142857

0.3529411765

0.2941176471

0.3529411765

0.3958333333

0.3125

0.2916666667

0.4423076923

0.3461538462

0.2115384615

0.3636363636

0.4545454545

0.1818181818



Staff

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		0		0		0		0		0		0		1		0		0		1		1		0		1		3		0		0		0		1		3		1		0		1		0		1		1		1		1		0		2		Daily

		Agree		1		4		2		3		3		2		3		2		2		1		0		0		2		4		4		3		6		5		3		3		2		2		2		1		0		1		1		2		3		Weekly

		Neither A nor D		4		4		5		2		1		2		3		1		4		3		4		3		2		1		4		4		2		1		2		1		3		1		2		2		2		1		2		4		3		Monthly

		Disagree		5		3		3		3		5		2		2		3		1		4		2		4		2		1		1		2		1		2		1		3		2		4		0		0		1		2		0		5		3		Annually

		Strongly Disagree		0		0		1		3		2		4		0		4		2		1		2		0		1		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0				0		Staff

		NA ("0")		1		0		0		0		0		1		2		1		2		1		2		4		3		2		1		2		2		2		2		2		3		3		7		7		7		6		7		0				0		Supervisor

																																																														0		Manager

		Survey #		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11				11		Executive

		Responses		10		11		11		11		11		10		9		10		9		10		9		7		8		9		10		9		9		9		9		9		8		8		4		4		4		5		4		11

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		10%		36%		18%		27%		27%		20%		44%		20%		22%		20%		11%		0%		38%		78%		40%		33%		67%		67%		67%		44%		25%		38%		50%		50%		25%		40%		50%		18%

		Neither		40%		36%		45%		18%		9%		20%		33%		10%		44%		30%		44%		43%		25%		11%		40%		44%		22%		11%		22%		11%		38%		13%		50%		50%		50%		20%		50%		36%

		Disagree		50%		27%		36%		55%		64%		60%		22%		70%		33%		50%		44%		57%		38%		11%		20%		22%		11%		22%		11%		44%		38%		50%		0%		0%		25%		40%		0%		45%

		OVERALL SATISFACTION   Executives     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		10%		36%		18%		27%		27%		24%						11

		Neither		40%		36%		45%		18%		9%		30%

		Disagree		50%		27%		36%		55%		64%		46%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		20%		44%		20%		22%		20%		11%		0%		38%		78%		28%

		Neither		20%		33%		10%		44%		30%		44%		43%		25%		11%		29%

		Disagree		60%		22%		70%		33%		50%		44%		57%		38%		11%		43%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		33%		67%		67%		67%		44%		25%		38%		48%

		Neither		40%		44%		22%		11%		22%		11%		38%		13%		25%

		Disagree		20%		22%		11%		22%		11%		44%		38%		50%		27%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		50%		50%		25%		40%		50%		43%		18%

		Neither		50%		50%		50%		20%		50%		44%		36%

		Disagree		0%		0%		25%		40%		0%		13%		45%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





Staff

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



OVERALL  AVERAGES

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



OVERALL Data charts

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



Sheet1

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



SURVEY_RESPONSES

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		9		13		9		8		7		5		6		5		5		6		6		7		6		11		4		4		3		5		10		4		5		6		4		3		2		6		5		5		16		Daily

		Agree		11		12		10		13		5		3		14		0		4		9		7		6		10		12		6		6		11		11		11		13		10		10		8		7		9		6		5		13		12		Weekly

		Neither A nor D		8		5		9		7		10		9		2		14		15		4		7		8		6		3		5		6		8		6		5		5		6		4		5		6		6		7		5		5		5		Monthly

		Disagree		7		7		7		5		7		9		8		7		4		8		3		2		4		3		10		9		3		3		1		5		5		3		2		1		3		1		2		11		5		Annually

		Strongly Disagree		3		1		3		5		9		7		3		7		4		7		6		4		2		2		5		5		4		4		2		3		4		2		3		6		1		3		2		4				0		Staff

		NA ("0")		0		0		0		0		0		5		5		5		6		4		9		11		10		7		8		8		9		9		9		8		8		13		16		15		17		15		19		0				0		Supervisor

																																																														38		Manager

		Survey #		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38				0		Executive

		Responses		38		38		38		38		38		33		33		33		32		34		29		27		28		31		30		30		29		29		29		30		30		25		22		23		21		23		19		38

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		53%		66%		50%		55%		32%		24%		61%		15%		28%		44%		45%		48%		57%		74%		33%		33%		48%		55%		72%		57%		50%		64%		55%		43%		52%		52%		53%		47%

		Neither		21%		13%		24%		18%		26%		27%		6%		42%		47%		12%		24%		30%		21%		10%		17%		20%		28%		21%		17%		17%		20%		16%		23%		26%		29%		30%		26%		13%

		Disagree		26%		21%		26%		26%		42%		48%		33%		42%		25%		44%		31%		22%		21%		16%		50%		47%		24%		24%		10%		27%		30%		20%		23%		30%		19%		17%		21%		39%

		OVERALL SATISFACTION    Managers   RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		53%		66%		50%		55%		32%		51%						38

		Neither		21%		13%		24%		18%		26%		21%

		Disagree		26%		21%		26%		26%		42%		28%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		24%		61%		15%		28%		44%		45%		48%		57%		74%		44%

		Neither		27%		6%		42%		47%		12%		24%		30%		21%		10%		24%

		Disagree		48%		33%		42%		25%		44%		31%		22%		21%		16%		32%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		33%		48%		55%		72%		57%		50%		64%		52%

		Neither		17%		20%		28%		21%		17%		17%		20%		16%		19%

		Disagree		50%		47%		24%		24%		10%		27%		30%		20%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		55%		43%		52%		52%		53%		51%		47%

		Neither		23%		26%		29%		30%		26%		27%		13%

		Disagree		23%		30%		19%		17%		21%		22%		39%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		2		2		0		1		1		0		0		0		0		1		0		0		0		2		0		1		0		1		2		1		0		0		0		0		0		1		1		0		4		Daily

		Agree		2		3		2		0		2		1		5		0		1		0		0		0		1		4		4		0		0		4		4		1		2		2		1		1		1		0		0		2		6		Weekly

		Neither A nor D		2		3		6		5		2		1		2		2		3		4		3		3		4		2		0		2		6		1		2		5		4		4		2		2		2		2		2		6		3		Monthly

		Disagree		3		2		0		3		4		4		1		2		2		0		2		0		1		0		2		3		1		0		0		1		1		0		0		0		0		0		0		1		2		Annually

		Strongly Disagree		5		4		6		5		5		4		3		6		4		5		4		5		3		3		4		5		3		4		3		3		4		4		0		0		0		0		0		6				0		Staff

		NA ("0")		1		1		1		1		1		5		4		5		5		5		6		7		6		4		5		4		5		5		4		4		4		5		12		12		12		12		12		0				15		Supervisor

																																																														0		Manager

		Survey #		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15				0		Executive

		Responses		14		14		14		14		14		10		11		10		10		10		9		8		9		11		10		11		10		10		11		11		11		10		3		3		3		3		3		15

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		29%		36%		14%		7%		21%		10%		45%		0%		10%		10%		0%		0%		11%		55%		40%		9%		0%		50%		55%		18%		18%		20%		33%		33%		33%		33%		33%		13%

		Neither		14%		21%		43%		36%		14%		10%		18%		20%		30%		40%		33%		38%		44%		18%		0%		18%		60%		10%		18%		45%		36%		40%		67%		67%		67%		67%		67%		40%

		Disagree		57%		43%		43%		57%		64%		80%		36%		80%		60%		50%		67%		63%		44%		27%		60%		73%		40%		40%		27%		36%		45%		40%		0%		0%		0%		0%		0%		47%

		OVERALL SATISFACTION   Supervisors     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		29%		36%		14%		7%		21%		21%						15

		Neither		14%		21%		43%		36%		14%		26%

		Disagree		57%		43%		43%		57%		64%		53%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		10%		45%		0%		10%		10%		0%		0%		11%		55%		16%

		Neither		10%		18%		20%		30%		40%		33%		38%		44%		18%		28%

		Disagree		80%		36%		80%		60%		50%		67%		63%		44%		27%		56%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		9%		0%		50%		55%		18%		18%		20%		26%

		Neither		0%		18%		60%		10%		18%		45%		36%		40%		29%

		Disagree		60%		73%		40%		40%		27%		36%		45%		40%		45%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		33%		33%		33%		33%		33%		33%		13%

		Neither		67%		67%		67%		67%		67%		67%		40%

		Disagree		0%		0%		0%		0%		0%		0%		47%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		5		10		7		7		6		2		7		1		4		4		5		5		3		6		3		2		3		7		8		8		8		6		2		1		2		4		1		6		25		Daily

		Agree		16		17		18		15		8		6		20		7		8		14		13		13		16		20		8		6		9		21		18		14		11		13		7		5		6		6		4		12		17		Weekly

		Neither A nor D		11		10		7		7		10		13		9		13		15		10		12		11		11		12		11		10		15		6		7		9		7		11		5		6		5		8		12		9		3		Monthly

		Disagree		8		8		8		13		14		14		7		14		10		8		6		7		7		4		13		18		8		2		2		6		8		2		7		9		9		5		3		19		5		Annually

		Strongly Disagree		9		4		9		7		10		10		2		10		8		9		6		4		3		3		5		4		4		3		4		3		6		5		2		3		1		1		1		4				50		Staff

		NA ("0")		1		1		1		1		2		5		5		5		5		5		8		10		10		5		10		10		11		11		11		10		10		13		27		26		27		26		29		0				0		Supervisor

																																																														0		Manager

		Survey #		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50				0		Executive

		Responses		49		49		49		49		48		45		45		45		45		45		42		40		40		45		40		40		39		39		39		40		40		37		23		24		23		24		21		50

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		43%		55%		51%		45%		29%		18%		60%		18%		27%		40%		43%		45%		48%		58%		28%		20%		31%		72%		67%		55%		48%		51%		39%		25%		35%		42%		24%		36%

		Neither		22%		20%		14%		14%		21%		29%		20%		29%		33%		22%		29%		28%		28%		27%		28%		25%		38%		15%		18%		23%		18%		30%		22%		25%		22%		33%		57%		18%

		Disagree		35%		24%		35%		41%		50%		53%		20%		53%		40%		38%		29%		28%		25%		16%		45%		55%		31%		13%		15%		23%		35%		19%		39%		50%		43%		25%		19%		46%

		OVERALL SATISFACTION  Staff    RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		51%		45%		29%		45%						50

		Neither		22%		20%		14%		14%		21%		18%

		Disagree		35%		24%		35%		41%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		18%		60%		18%		27%		40%		43%		45%		48%		58%		39%

		Neither		29%		20%		29%		33%		22%		29%		28%		28%		27%		27%

		Disagree		53%		20%		53%		40%		38%		29%		28%		25%		16%		33%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		28%		20%		31%		72%		67%		55%		48%		51%		46%

		Neither		28%		25%		38%		15%		18%		23%		18%		30%		24%

		Disagree		45%		55%		31%		13%		15%		23%		35%		19%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		39%		25%		35%		42%		24%		33%		36%

		Neither		22%		25%		22%		33%		57%		32%		18%

		Disagree		39%		50%		43%		25%		19%		35%		46%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *
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		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		41%		54%		43%		42%		29%		19%		57%		15%		25%		36%		36%		38%		46%		65%		32%		24%		37%		63%		67%		50%		43%		50%		46%		35%		41%		45%		38%		35%

		Neither		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		Disagree		36%		26%		33%		39%		50%		55%		27%		54%		36%		42%		35%		32%		27%		17%		46%		51%		28%		21%		15%		28%		35%		25%		27%		35%		29%		22%		17%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * * * * * * * * TOTALS * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		41%		54%		43%		42%		29%		42%						114

		Neither		23%		20%		24%		19%		21%		21%

		Disagree		36%		26%		33%		39%		50%		37%

				6) Our projects start in a reasonable amount of time.		7) Project plans and specs meet our intended purpose.		8) Projects are delivered by RESD w/in schedule.		9) Projects are delivered within budget.		10) I received all the project status info I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively w/ proj. servs. disputes.		13) PCOs were managed in a timely & effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		19%		57%		15%		25%		36%		36%		38%		46%		65%		37%

		Neither		26%		16%		31%		39%		21%		29%		30%		27%		19%		26%

		Disagree		55%		27%		54%		36%		42%		35%		32%		27%		17%		36%

				15) Our projects start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans & specs met our intended purpose.		19) I was involved in the decision-making process.		20) Project issues arisen were resolved effectively.		21) I received all the project status info I required.		22) RESD dealt w/ contractual disputes arising from project.		Average Prop Acq Lease

		Agree		32%		24%		37%		63%		67%		50%		43%		50%		46%

		Neither		22%		24%		36%		16%		18%		22%		22%		25%		23%

		Disagree		46%		51%		28%		21%		15%		28%		35%		25%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services.

		Agree		46%		35%		41%		45%		38%		41%		35%

		Neither		27%		30%		29%		33%		45%		33%		21%

		Disagree		27%		35%		29%		22%		17%		26%		44%

																								USE "AVERAGES NO DGS"

																								NOT THIS TABLE!!!!!

																								(unless you don't care….)

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		14%		22%		14%		14%		13%		7%		14%		6%		9%		12%		13%		15%		12%		23%		8%		8%		7%		16%		26%		16%		15%		16%		12%		9%		10%		22%		17%		10%

		27%		32%		29%		28%		16%		12%		43%		9%		16%		24%		22%		23%		34%		42%		24%		17%		30%		47%		41%		34%		28%		34%		35%		26%		31%		24%		21%		25%

		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		21%		18%		16%		21%		27%		30%		18%		27%		18%		20%		15%		16%		16%		8%		29%		36%		15%		8%		5%		17%		18%		11%		17%		19%		25%		15%		11%		32%

		15%		8%		17%		18%		23%		26%		8%		28%		19%		22%		20%		16%		11%		8%		17%		16%		13%		13%		10%		11%		17%		14%		10%		17%		4%		7%		6%		12%

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 114 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		14%		27%		23%		21%		15%				111

		2) I find RESD staff are responsive, courteous and helpful.		22%		32%		20%		18%		8%				112

		3) RESD staff understand my business needs and programs.		14%		29%		24%		16%		17%				112

		4) RESD staff effectively represent my interests.		14%		28%		19%		21%		18%				112

		5) My requests to RESD are dealt with in a timely manner.		13%		16%		21%		27%		23%				111

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		7%		12%		26%		30%		26%				98

		7) Project plans and specifications meet our intended purpose.		14%		43%		16%		18%		8%				98

		8) Projects are delivered by RESD within schedule.		6%		9%		31%		27%		28%				98

		9) Projects are delivered within budget.		9%		16%		39%		18%		19%				96

		10) I received all the project status information I required.		12%		24%		21%		20%		22%				99

		11) RESD managed our construction process effectively.		13%		22%		29%		15%		20%				89

		12) Dealt effectively with disputes from project services.		15%		23%		30%		16%		16%				82

		13) Managed Project Change Orders in a timely & effective manner.		12%		34%		27%		16%		11%				85

		14) I was involved in the decision-making process.		23%		42%		19%		8%		8%				96

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		24%		22%		29%		17%				90

		16) Projects are delivered by RESD within schedule.		8%		17%		24%		36%		16%				90

		17) Projects are delivered within budget.		7%		30%		36%		15%		13%				87

		18) Project plans and specifications met our intended purpose.		16%		47%		16%		8%		13%				87

		19) I was involved in the decision-making process.		26%		41%		18%		5%		10%				88

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		17%		11%				90

		21) I received all the project status information I required.		15%		28%		22%		18%		17%				89

		22) Dealt effectively w/contractual disputes arising from project srvs.		16%		34%		25%		11%		14%				80

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		35%		27%		17%		10%				52

		24) Maintains heating, ventilation, and A/C at comfortable levels.		9%		26%		30%		19%		17%				54

		25) RESD maintenance projects meet my expectations.		10%		31%		29%		25%		4%				51

		26) RESD handles my service requests in a timely manner.		22%		24%		33%		15%		7%				55

		27) RESD meets our expectation for grounds maintenance.		17%		21%		45%		11%		6%				47

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		25%		21%		32%		12%				114
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2001- RESD CUSTOMER SERVICE



		



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
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2001- RESD PROJECT DELIVERY
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		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.		23) RESD keeps my building clean and sanitary.

		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.		25) RESD maintenance projects meet my expectations.

		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.		26) RESD handles my service requests in a timely manner.

		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.		27) RESD meets our expectation for grounds maintenance.



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT

0.4615384615

0.2692307692

0.2692307692

0.3518518519

0.2962962963

0.3518518519

0.4117647059

0.2941176471

0.2941176471

0.4545454545

0.3272727273

0.2181818182

0.3829787234

0.4468085106

0.170212766



		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.		28) Overall, I am very satisfied with RESD services.



Agree

Neither

Disagree

2001- RESD OVERALL SATISFACTION

0.350877193

0.2105263158

0.4385964912



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50

				1) RESD maintains communication w/ me throughout process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv

		Agree		46		61		48		47		32		197.2

		Neither		25		22		27		21		23		98

		Disagree		40		29		37		44		56		174

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.

		Agree		19		56		15		24		36		32		31		39		62

		Neither		25		16		30		37		21		26		25		23		18

		Disagree		54		26		53		35		42		31		26		23		16

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.

		Agree		29		22		32		55		59		45		38		40

		Neither		20		22		31		14		16		20		20		20

		Disagree		41		46		24		18		13		25		31		20

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.				28) Overall, I am very satisfied with RESD services. *

		Agree		24		19		21		25		18				40

		Neither		14		16		15		18		21				24

		Disagree		14		19		15		12		8				50
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		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		

																		1)		1) RESD maintains regular communication with me throughout the service delivery process.

																		2)		2) I find RESD staff are responsive, courteous and helpful.

																		3)		3) RESD staff understand my business needs and programs.

																		4)		4) RESD staff effectively represent my interests.

																		5)		5) My requests to RESD are dealt with in a timely manner.

																		6)		6) Our projects always start in a reasonable amount of time.

																		7)		7) Project plans and specifications meet our intended purpose.

																		8)		8) Projects are delivered by RESD within schedule.

																		9)		9) Projects are delivered within budget.

																		10)		10) I received all the project status information I required.

																		11)		11) RESD managed our construction process effectively.

																		12)		12) RESD dealt effectively with any contractual disputes arising from project services.

																		13)		13) Project Change Orders were managed by RESD in a timely and effective manner.

																		14)		14) I was involved in the decision-making process.

																		15)		15) Our projects always start in a reasonable amount of time.

																		16)		16) Projects are delivered by RESD within schedule.

																		17)		17) Projects are delivered within budget.

																		18)		18) Project plans and specifications met our intended purpose.

																		19)		19) I was involved in the decision-making process.

																		20)		20) Any project issues that might have arisen were resolved effectively.

																		21)		21) I received all the project status information I required.

																		22)		22) RESD effectively dealt with any contractual disputes arising from project services.

																		23)		23) RESD keeps my building clean and sanitary.

																		24)		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

																		25)		25) RESD maintenance projects meet my expectations.

																		26)		26) RESD handles my service requests in a timely manner.

																		27)		27) RESD meets our expectation for grounds maintenance.

																		28)

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.





		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC
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		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		Count		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50
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		USER_ID		USER_NAME		USER_EMAIL		USER_PHONE		WHEN_ENTERED		CONTACT

		17		David W. Brown		brownd@slc.ca.gov		916-574-1870		8/28/01		NO

		19		Genevie Agustinez		gagustin@chhs.ca.gov		916-654-3241		8/28/01		NO

		7		Robert Pugh		rpugh@edd.ca.gov		916 653-4791		8/28/01		NO

		11		bruce newman		bruce.newman@jud.ca.gov		415-865-7982		8/28/01		NO

		13		Kathryn Frost		kfrost@caartscouncil.com		916/322-6348		8/28/01		NO

		20		E. J. Kelley		ekelley@dss.ca.gov		916-657-1902		8/29/01		NO

		21		mary carlos		mcarlos@hcrc.ca.gov		415 348 3802		8/29/01		NO

		23		Beverlie Bandera		Beverlie_Bandera@dca.ca.gov		916.327.7100		8/29/01		NO

		24		Charlotte Farley		farlc@das.swrcb.ca.gov		341-5058		8/30/01		NO

		26		Laura Valdes		LValdes@cde.ca.gov		323-5569		8/30/01		NO

		27		Jon Pike				263-2935		8/30/01		NO

		31		Carol Van Alstine		cvanalst@dtsc.ca.gov		(916) 322-3823		9/4/01		NO

		33		Scott Vice		svice@csd.ca.gov		916-341-4352		9/4/01		NO

		36		Richard Flores				(916) 492-3352		9/7/01		NO

		39		Richard Eisner		rich_eisner@oes.ca.gov		510-286-0895		9/12/01		NO

		41		Linda L. Lawrence		LLawrence@SPB.CA.GOV		916-653-0460		9/12/01		NO

		43		chuck donley		cdonley@dbw.ca.gov		263-8132		9/14/01		NO

		45		Jim Shook		james_shook@ftb.ca.gov		916 845-5668		9/14/01		NO

		16		C. Allen Young		Ayoung@cde.ca.gov		916 445.4557		8/28/01		NO

		6		Robert Hidley		rhidley@oshpd.state.ca.us		(916) 654-2081		8/28/01		NO

		8		Les Mark		les_mark@ftb.ca.gov		(916) 845-4846		8/28/01		NO

		12		Mike Evans		mevans@consrv.ca.gov		916.323-2950		8/28/01		NO

		14		Roger Chapman		rchapman@dor.ca.gov		(916) 263-8703		8/28/01		NO

		18		Nicole Doble		nicole_doble@ ftb.ca.gov		(916) 845-6069		8/28/01		NO

		25		Arthur jimenez		amj@cpuc.ca.gov		415 703 2023		8/30/01		NO

		28		Pat Reich		preich@cdpr.ca.gov		445-4177		8/30/01		NO

		32		Gary Withrow		gwithrow@dds.ca.gov		916-653-0791		9/4/01		NO

		38		Rita Bessone		rbessone@cpuc.ca.gov		415-703-2821		9/12/01		NO

		40		Daniel X. Patterson		dpatters@edd.ca.gov		916-653-0408		9/12/01		NO

		42		Christine Krause		chris@resources.ca.gov		916-653-5656		9/13/01		NO

		44		Dave Paulson		dave_paulson@dot.ca.gov		510-286-5011		9/14/01		NO

		48		Fred Cordano		fred_cordano		(916) 845-6730		9/14/01		NO

		15		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		8/28/01		YES

		5		Anatoole Moore		amoore@commerce.ca.gov		91632303010		8/28/01		YES

		9		Mary Jo Chafin		maryjo.chafin@ftb.ca.gov		916.845.4625		8/28/01		YES

		29		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		35		Howard Iwata		howardi@bcdc.ca.gov		(415) 352-3600		9/5/01		YES

		37		Frank Maskovich		frank_maskovich@dot.ca.gov		530-741-7121		9/12/01		YES

		47		Robert Nishimoto		robert.nishimoto@doj.ca.gov		(916) 322- 9341		9/14/01		YES

		10		Janice Patton		janice.patton@opr.ca.gov		324-6668		8/28/01		YES

		22		Jerry Haff				(909) 680-6714		8/29/01		YES

		30		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		34		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		9/5/01		YES

		46		Ron Sanchez		rsanchez@treasurer.ca.gov		(916) 653-3382		9/14/01		YES
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OVERALL No DGS (RESD)

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		21		7		7		6		14		22		14		13		13		5		4		4		10		7		11		45		Daily

		Agree		29		33		31		30		17		12		38		9		14		23		18		18		27		38		21		14		25		38		34		28		24		26		16		14		15		13		9		28		35		Weekly

		Neither A nor D		23		21		24		18		22		24		14		28		35		19		24		23		21		16		18		20		28		13		16		19		17		19		14		15		15		18		20		21		12		Monthly

		Disagree		21		18		16		23		29		26		18		25		17		20		12		12		13		8		25		31		13		7		3		15		16		8		9		9		12		7		5		34		15		Annually

		Strongly Disagree		15		8		18		18		22		22		7		23		14		19		17		11		8		7		14		13		10		10		8		9		14		10		5		9		2		4		3		13				49		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		14		24		31		28		17		22		22		25		25		24		22		23		31		58		56		59		55		63		0				12		Supervisor

																																																														37		Manager

		Survey #		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107		107				9		Executive

		Responses		104		105		105		105		104		91		91		91		89		93		83		76		79		90		85		85		82		82		83		85		84		76		49		51		48		52		44		107

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		55%		45%		44%		30%		21%		57%		16%		26%		38%		36%		39%		47%		66%		33%		25%		38%		63%		67%		49%		44%		51%		43%		35%		40%		44%		36%		36%

		Neither		22%		20%		23%		17%		21%		26%		15%		31%		39%		20%		29%		30%		27%		18%		21%		24%		34%		16%		19%		22%		20%		25%		29%		29%		31%		35%		45%		20%

		Disagree		35%		25%		32%		39%		49%		53%		27%		53%		35%		42%		35%		30%		27%		17%		46%		52%		28%		21%		13%		28%		36%		24%		29%		35%		29%		21%		18%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * *   No DGS Responses   * * * * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		45%		44%		30%		43%						107

		Neither		22%		20%		23%		17%		21%		21%

		Disagree		35%		25%		32%		39%		49%		36%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		21%		57%		16%		26%		38%		36%		39%		47%		66%		38%

		Neither		26%		15%		31%		39%		20%		29%		30%		27%		18%		26%

		Disagree		53%		27%		53%		35%		42%		35%		30%		27%		17%		35%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		25%		38%		63%		67%		49%		44%		51%		46%

		Neither		21%		24%		34%		16%		19%		22%		20%		25%		23%

		Disagree		46%		52%		28%		21%		13%		28%		36%		24%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		35%		40%		44%		36%		40%		36%

		Neither		29%		29%		31%		35%		45%		34%		20%

		Disagree		29%		35%		29%		21%		18%		26%		44%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *
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		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114
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		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





OVERALL No DGS (RESD)

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE



Executive
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2001- RESD PROJECT DELIVERY
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2001- RESD PROJECT DELIVERY
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Supervisor

		0		0		0
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2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



Staff

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		0		0		0		0		0		0		1		0		0		1		1		0		1		3		0		0		0		1		3		1		0		1		0		1		1		1		1		0		2		Daily

		Agree		1		4		2		3		3		2		3		2		2		1		0		0		2		4		4		3		6		5		3		3		2		2		2		1		0		1		1		2		3		Weekly

		Neither A nor D		4		4		5		2		1		2		3		1		4		3		4		3		2		1		4		4		2		1		2		1		3		1		2		2		2		1		2		4		3		Monthly

		Disagree		5		3		3		3		5		2		2		3		1		4		2		4		2		1		1		2		1		2		1		3		2		4		0		0		1		2		0		5		3		Annually

		Strongly Disagree		0		0		1		3		2		4		0		4		2		1		2		0		1		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0				0		Staff

		NA ("0")		1		0		0		0		0		1		2		1		2		1		2		4		3		2		1		2		2		2		2		2		3		3		7		7		7		6		7		0				0		Supervisor

																																																														0		Manager

		Survey #		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11		11				11		Executive

		Responses		10		11		11		11		11		10		9		10		9		10		9		7		8		9		10		9		9		9		9		9		8		8		4		4		4		5		4		11

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		10%		36%		18%		27%		27%		20%		44%		20%		22%		20%		11%		0%		38%		78%		40%		33%		67%		67%		67%		44%		25%		38%		50%		50%		25%		40%		50%		18%

		Neither		40%		36%		45%		18%		9%		20%		33%		10%		44%		30%		44%		43%		25%		11%		40%		44%		22%		11%		22%		11%		38%		13%		50%		50%		50%		20%		50%		36%

		Disagree		50%		27%		36%		55%		64%		60%		22%		70%		33%		50%		44%		57%		38%		11%		20%		22%		11%		22%		11%		44%		38%		50%		0%		0%		25%		40%		0%		45%

		OVERALL SATISFACTION   Executives     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		10%		36%		18%		27%		27%		24%						11

		Neither		40%		36%		45%		18%		9%		30%

		Disagree		50%		27%		36%		55%		64%		46%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		20%		44%		20%		22%		20%		11%		0%		38%		78%		28%

		Neither		20%		33%		10%		44%		30%		44%		43%		25%		11%		29%

		Disagree		60%		22%		70%		33%		50%		44%		57%		38%		11%		43%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		33%		67%		67%		67%		44%		25%		38%		48%

		Neither		40%		44%		22%		11%		22%		11%		38%		13%		25%

		Disagree		20%		22%		11%		22%		11%		44%		38%		50%		27%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		50%		50%		25%		40%		50%		43%		18%

		Neither		50%		50%		50%		20%		50%		44%		36%

		Disagree		0%		0%		25%		40%		0%		13%		45%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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SURVEY_RESPONSES

		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		9		13		9		8		7		5		6		5		5		6		6		7		6		11		4		4		3		5		10		4		5		6		4		3		2		6		5		5		16		Daily

		Agree		11		12		10		13		5		3		14		0		4		9		7		6		10		12		6		6		11		11		11		13		10		10		8		7		9		6		5		13		12		Weekly

		Neither A nor D		8		5		9		7		10		9		2		14		15		4		7		8		6		3		5		6		8		6		5		5		6		4		5		6		6		7		5		5		5		Monthly

		Disagree		7		7		7		5		7		9		8		7		4		8		3		2		4		3		10		9		3		3		1		5		5		3		2		1		3		1		2		11		5		Annually

		Strongly Disagree		3		1		3		5		9		7		3		7		4		7		6		4		2		2		5		5		4		4		2		3		4		2		3		6		1		3		2		4				0		Staff

		NA ("0")		0		0		0		0		0		5		5		5		6		4		9		11		10		7		8		8		9		9		9		8		8		13		16		15		17		15		19		0				0		Supervisor

																																																														38		Manager

		Survey #		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38		38				0		Executive

		Responses		38		38		38		38		38		33		33		33		32		34		29		27		28		31		30		30		29		29		29		30		30		25		22		23		21		23		19		38

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		53%		66%		50%		55%		32%		24%		61%		15%		28%		44%		45%		48%		57%		74%		33%		33%		48%		55%		72%		57%		50%		64%		55%		43%		52%		52%		53%		47%

		Neither		21%		13%		24%		18%		26%		27%		6%		42%		47%		12%		24%		30%		21%		10%		17%		20%		28%		21%		17%		17%		20%		16%		23%		26%		29%		30%		26%		13%

		Disagree		26%		21%		26%		26%		42%		48%		33%		42%		25%		44%		31%		22%		21%		16%		50%		47%		24%		24%		10%		27%		30%		20%		23%		30%		19%		17%		21%		39%

		OVERALL SATISFACTION    Managers   RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		53%		66%		50%		55%		32%		51%						38

		Neither		21%		13%		24%		18%		26%		21%

		Disagree		26%		21%		26%		26%		42%		28%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		24%		61%		15%		28%		44%		45%		48%		57%		74%		44%

		Neither		27%		6%		42%		47%		12%		24%		30%		21%		10%		24%

		Disagree		48%		33%		42%		25%		44%		31%		22%		21%		16%		32%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		33%		33%		48%		55%		72%		57%		50%		64%		52%

		Neither		17%		20%		28%		21%		17%		17%		20%		16%		19%

		Disagree		50%		47%		24%		24%		10%		27%		30%		20%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		55%		43%		52%		52%		53%		51%		47%

		Neither		23%		26%		29%		30%		26%		27%		13%

		Disagree		23%		30%		19%		17%		21%		22%		39%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109





SURVEY_RESPONSES
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Agree

Neither

Disagree

2001- RESD CUSTOMER SERVICE
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Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Design and Construction
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		0		0		0
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Agree

Neither

Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0
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		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		2		2		0		1		1		0		0		0		0		1		0		0		0		2		0		1		0		1		2		1		0		0		0		0		0		1		1		0		4		Daily

		Agree		2		3		2		0		2		1		5		0		1		0		0		0		1		4		4		0		0		4		4		1		2		2		1		1		1		0		0		2		6		Weekly

		Neither A nor D		2		3		6		5		2		1		2		2		3		4		3		3		4		2		0		2		6		1		2		5		4		4		2		2		2		2		2		6		3		Monthly

		Disagree		3		2		0		3		4		4		1		2		2		0		2		0		1		0		2		3		1		0		0		1		1		0		0		0		0		0		0		1		2		Annually

		Strongly Disagree		5		4		6		5		5		4		3		6		4		5		4		5		3		3		4		5		3		4		3		3		4		4		0		0		0		0		0		6				0		Staff

		NA ("0")		1		1		1		1		1		5		4		5		5		5		6		7		6		4		5		4		5		5		4		4		4		5		12		12		12		12		12		0				15		Supervisor

																																																														0		Manager

		Survey #		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15		15				0		Executive

		Responses		14		14		14		14		14		10		11		10		10		10		9		8		9		11		10		11		10		10		11		11		11		10		3		3		3		3		3		15

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		29%		36%		14%		7%		21%		10%		45%		0%		10%		10%		0%		0%		11%		55%		40%		9%		0%		50%		55%		18%		18%		20%		33%		33%		33%		33%		33%		13%

		Neither		14%		21%		43%		36%		14%		10%		18%		20%		30%		40%		33%		38%		44%		18%		0%		18%		60%		10%		18%		45%		36%		40%		67%		67%		67%		67%		67%		40%

		Disagree		57%		43%		43%		57%		64%		80%		36%		80%		60%		50%		67%		63%		44%		27%		60%		73%		40%		40%		27%		36%		45%		40%		0%		0%		0%		0%		0%		47%

		OVERALL SATISFACTION   Supervisors     RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		29%		36%		14%		7%		21%		21%						15

		Neither		14%		21%		43%		36%		14%		26%

		Disagree		57%		43%		43%		57%		64%		53%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		10%		45%		0%		10%		10%		0%		0%		11%		55%		16%

		Neither		10%		18%		20%		30%		40%		33%		38%		44%		18%		28%

		Disagree		80%		36%		80%		60%		50%		67%		63%		44%		27%		56%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		40%		9%		0%		50%		55%		18%		18%		20%		26%

		Neither		0%		18%		60%		10%		18%		45%		36%		40%		29%

		Disagree		60%		73%		40%		40%		27%		36%		45%		40%		45%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		33%		33%		33%		33%		33%		33%		13%

		Neither		67%		67%		67%		67%		67%		67%		40%

		Disagree		0%		0%		0%		0%		0%		0%		47%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0
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2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0
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Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		5		10		7		7		6		2		7		1		4		4		5		5		3		6		3		2		3		7		8		8		8		6		2		1		2		4		1		6		25		Daily

		Agree		16		17		18		15		8		6		20		7		8		14		13		13		16		20		8		6		9		21		18		14		11		13		7		5		6		6		4		12		17		Weekly

		Neither A nor D		11		10		7		7		10		13		9		13		15		10		12		11		11		12		11		10		15		6		7		9		7		11		5		6		5		8		12		9		3		Monthly

		Disagree		8		8		8		13		14		14		7		14		10		8		6		7		7		4		13		18		8		2		2		6		8		2		7		9		9		5		3		19		5		Annually

		Strongly Disagree		9		4		9		7		10		10		2		10		8		9		6		4		3		3		5		4		4		3		4		3		6		5		2		3		1		1		1		4				50		Staff

		NA ("0")		1		1		1		1		2		5		5		5		5		5		8		10		10		5		10		10		11		11		11		10		10		13		27		26		27		26		29		0				0		Supervisor

																																																														0		Manager

		Survey #		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50		50				0		Executive

		Responses		49		49		49		49		48		45		45		45		45		45		42		40		40		45		40		40		39		39		39		40		40		37		23		24		23		24		21		50

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		43%		55%		51%		45%		29%		18%		60%		18%		27%		40%		43%		45%		48%		58%		28%		20%		31%		72%		67%		55%		48%		51%		39%		25%		35%		42%		24%		36%

		Neither		22%		20%		14%		14%		21%		29%		20%		29%		33%		22%		29%		28%		28%		27%		28%		25%		38%		15%		18%		23%		18%		30%		22%		25%		22%		33%		57%		18%

		Disagree		35%		24%		35%		41%		50%		53%		20%		53%		40%		38%		29%		28%		25%		16%		45%		55%		31%		13%		15%		23%		35%		19%		39%		50%		43%		25%		19%		46%

		OVERALL SATISFACTION  Staff    RESD  2001

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		43%		55%		51%		45%		29%		45%						50

		Neither		22%		20%		14%		14%		21%		18%

		Disagree		35%		24%		35%		41%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		18%		60%		18%		27%		40%		43%		45%		48%		58%		39%

		Neither		29%		20%		29%		33%		22%		29%		28%		28%		27%		27%

		Disagree		53%		20%		53%		40%		38%		29%		28%		25%		16%		33%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		Average Prop Acq Lease

		Agree		28%		20%		31%		72%		67%		55%		48%		51%		46%

		Neither		28%		25%		38%		15%		18%		23%		18%		30%		24%

		Disagree		45%		55%		31%		13%		15%		23%		35%		19%		29%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services. *

		Agree		39%		25%		35%		42%		24%		33%		36%

		Neither		22%		25%		22%		33%		57%		32%		18%

		Disagree		39%		50%		43%		25%		19%		35%		46%

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		29		34		31		30		18		12		40		9		15		24		18		18		27		37		22		15		24		37		32		29		24		26		18		14		16		12		10		29

		23		20		26		20		23		25		15		28		35		19		25		23		22		17		20		22		29		14		16		19		18		19		14		16		15		18		21		22

		21		19		16		21		27		25		17		24		15		19		12		13		14		7		22		28		13		6		3		14		15		9		9		10		12		8		4		34

		17		9		18		20		24		24		7		26		17		20		17		13		8		8		14		13		10		11		9		9		14		10		3		7		1		2		2		13

		3		2		2		2		3		16		16		16		18		15		25		30		28		18		24		24		27		27		26		24		25		32		59		57		60		57		64		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		15%		23%		15%		15%		13%		8%		15%		6%		10%		13%		14%		15%		12%		24%		8%		8%		7%		17%		28%		16%		15%		17%		12%		10%		10%		23%		18%		10%

		27%		32%		29%		28%		17%		13%		43%		10%		16%		26%		21%		23%		33%		41%		26%		18%		29%		45%		39%		34%		29%		34%		36%		27%		33%		23%		22%		27%

		22%		19%		24%		19%		22%		27%		16%		30%		38%		20%		30%		29%		27%		19%		24%		26%		35%		17%		19%		22%		21%		25%		28%		31%		31%		35%		47%		20%

		20%		18%		15%		20%		25%		27%		18%		26%		16%		20%		14%		16%		17%		8%		26%		33%		16%		7%		4%		16%		18%		12%		18%		19%		24%		15%		9%		31%

		16%		8%		17%		19%		23%		26%		8%		28%		19%		21%		20%		16%		10%		9%		16%		15%		12%		13%		11%		11%		17%		13%		6%		13%		2%		4%		4%		12%

		106		107		107		107		106		93		93		93		91		94		84		79		81		91		85		85		82		82		83		85		84		77		50		52		49		52		45		109

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 109 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		15%		27%		22%		20%		16%				106

		2) I find RESD staff are responsive, courteous and helpful.		23%		32%		19%		18%		8%				107

		3) RESD staff understand my business needs and programs.		15%		29%		24%		15%		17%				107

		4) RESD staff effectively represent my interests.		15%		28%		19%		20%		19%				107

		5) My requests to RESD are dealt with in a timely manner.		13%		17%		22%		25%		23%				106

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		8%		13%		27%		27%		26%				93

		7) Project plans and specifications meet our intended purpose.		15%		43%		16%		18%		8%				93

		8) Projects are delivered by RESD within schedule.		6%		10%		30%		26%		28%				93

		9) Projects are delivered within budget.		10%		16%		38%		16%		19%				91

		10) I received all the project status information I required.		13%		26%		20%		20%		21%				94

		11) RESD managed our construction process effectively.		14%		21%		30%		14%		20%				84

		12) Dealt effectively with disputes from project services.		15%		23%		29%		16%		16%				79

		13) Managed Project Change Orders in a timely & effective manner.		12%		33%		27%		17%		10%				81

		14) I was involved in the decision-making process.		24%		41%		19%		8%		9%				91

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		26%		24%		26%		16%				85

		16) Projects are delivered by RESD within schedule.		8%		18%		26%		33%		15%				85

		17) Projects are delivered within budget.		7%		29%		35%		16%		12%				82

		18) Project plans and specifications met our intended purpose.		17%		45%		17%		7%		13%				82

		19) I was involved in the decision-making process.		28%		39%		19%		4%		11%				83

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		16%		11%				85

		21) I received all the project status information I required.		15%		29%		21%		18%		17%				84

		22) Dealt effectively w/contractual disputes arising from project srvs.		17%		34%		25%		12%		13%				77

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		36%		28%		18%		6%				50

		24) Maintains heating, ventilation, and A/C at comfortable levels.		10%		27%		31%		19%		13%				52

		25) RESD maintenance projects meet my expectations.		10%		33%		31%		24%		2%				49

		26) RESD handles my service requests in a timely manner.		23%		23%		35%		15%		4%				52

		27) RESD meets our expectation for grounds maintenance.		18%		22%		47%		9%		4%				45

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		27%		20%		31%		12%				109
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0
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		0		0		0

		0		0		0

		0		0		0

		0		0		0
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Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		41%		54%		43%		42%		29%		19%		57%		15%		25%		36%		36%		38%		46%		65%		32%		24%		37%		63%		67%		50%		43%		50%		46%		35%		41%		45%		38%		35%

		Neither		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		Disagree		36%		26%		33%		39%		50%		55%		27%		54%		36%		42%		35%		32%		27%		17%		46%		51%		28%		21%		15%		28%		35%		25%		27%		35%		29%		22%		17%		44%

		OVERALL SATISFACTION AVERAGES RESD  2001										* * * * * * * * * * * * * TOTALS * * * * * * * * * * * * * * * * * * * * * * * *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv						Total Number Responding

		Agree		41%		54%		43%		42%		29%		42%						114

		Neither		23%		20%		24%		19%		21%		21%

		Disagree		36%		26%		33%		39%		50%		37%

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		Average Design Const

		Agree		19%		57%		15%		25%		36%		36%		38%		46%		65%		37%

		Neither		26%		16%		31%		39%		21%		29%		30%		27%		19%		26%

		Disagree		55%		27%		54%		36%		42%		35%		32%		27%		17%		36%

				15) Our projects start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans & specs met our intended purpose.		19) I was involved in the decision-making process.		20) Project issues arisen were resolved effectively.		21) I received all the project status info I required.		22) RESD dealt w/ contractual disputes arising from project.		Average Prop Acq Lease

		Agree		32%		24%		37%		63%		67%		50%		43%		50%		46%

		Neither		22%		24%		36%		16%		18%		22%		22%		25%		23%

		Disagree		46%		51%		28%		21%		15%		28%		35%		25%		31%

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		Averag PM		28) Overall, I am very satisfied with RESD services.

		Agree		46%		35%		41%		45%		38%		41%		35%

		Neither		27%		30%		29%		33%		45%		33%		21%

		Disagree		27%		35%		29%		22%		17%		26%		44%

																								USE "AVERAGES NO DGS"

																								NOT THIS TABLE!!!!!

																								(unless you don't care….)

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		Average Prop Acq Lease

				34%		26%		37%		62%		66%		51%		46%

				24%		26%		35%		17%		19%		22%		24%

				42%		48%		28%		21%		14%		27%		30%

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		14%		22%		14%		14%		13%		7%		14%		6%		9%		12%		13%		15%		12%		23%		8%		8%		7%		16%		26%		16%		15%		16%		12%		9%		10%		22%		17%		10%

		27%		32%		29%		28%		16%		12%		43%		9%		16%		24%		22%		23%		34%		42%		24%		17%		30%		47%		41%		34%		28%		34%		35%		26%		31%		24%		21%		25%

		23%		20%		24%		19%		21%		26%		16%		31%		39%		21%		29%		30%		27%		19%		22%		24%		36%		16%		18%		22%		22%		25%		27%		30%		29%		33%		45%		21%

		21%		18%		16%		21%		27%		30%		18%		27%		18%		20%		15%		16%		16%		8%		29%		36%		15%		8%		5%		17%		18%		11%		17%		19%		25%		15%		11%		32%

		15%		8%		17%		18%		23%		26%		8%		28%		19%		22%		20%		16%		11%		8%		17%		16%		13%		13%		10%		11%		17%		14%		10%		17%		4%		7%		6%		12%

		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		RESD Customer Satisfaction Survey 2001 - Percentage Results         For 114 Returns

		Some questions modified for presentation

		Percentage rounding- not all number total

		N = Number of responses for each question

		Customer Service		Strongly Agree		Agree		Neither A nor D		Disagree		Strongly Disagree				N=

		1) RESD maintains regular communication with me throughout process.		14%		27%		23%		21%		15%				111

		2) I find RESD staff are responsive, courteous and helpful.		22%		32%		20%		18%		8%				112

		3) RESD staff understand my business needs and programs.		14%		29%		24%		16%		17%				112

		4) RESD staff effectively represent my interests.		14%		28%		19%		21%		18%				112

		5) My requests to RESD are dealt with in a timely manner.		13%		16%		21%		27%		23%				111

		Construction Project Delivery

		6) Our projects always start in a reasonable amount of time.		7%		12%		26%		30%		26%				98

		7) Project plans and specifications meet our intended purpose.		14%		43%		16%		18%		8%				98

		8) Projects are delivered by RESD within schedule.		6%		9%		31%		27%		28%				98

		9) Projects are delivered within budget.		9%		16%		39%		18%		19%				96

		10) I received all the project status information I required.		12%		24%		21%		20%		22%				99

		11) RESD managed our construction process effectively.		13%		22%		29%		15%		20%				89

		12) Dealt effectively with disputes from project services.		15%		23%		30%		16%		16%				82

		13) Managed Project Change Orders in a timely & effective manner.		12%		34%		27%		16%		11%				85

		14) I was involved in the decision-making process.		23%		42%		19%		8%		8%				96

		Property Acquisition and Leasing

		15) Our projects always start in a reasonable amount of time.		8%		24%		22%		29%		17%				90

		16) Projects are delivered by RESD within schedule.		8%		17%		24%		36%		16%				90

		17) Projects are delivered within budget.		7%		30%		36%		15%		13%				87

		18) Project plans and specifications met our intended purpose.		16%		47%		16%		8%		13%				87

		19) I was involved in the decision-making process.		26%		41%		18%		5%		10%				88

		20) Project issues that might have arisen were resolved effectively.		16%		34%		22%		17%		11%				90

		21) I received all the project status information I required.		15%		28%		22%		18%		17%				89

		22) Dealt effectively w/contractual disputes arising from project srvs.		16%		34%		25%		11%		14%				80

		Property Management

		23) RESD keeps my building clean and sanitary.		12%		35%		27%		17%		10%				52

		24) Maintains heating, ventilation, and A/C at comfortable levels.		9%		26%		30%		19%		17%				54

		25) RESD maintenance projects meet my expectations.		10%		31%		29%		25%		4%				51

		26) RESD handles my service requests in a timely manner.		22%		24%		33%		15%		7%				55

		27) RESD meets our expectation for grounds maintenance.		17%		21%		45%		11%		6%				47

		Satisfaction

		28) Overall, I am very satisfied with RESD services.		10%		25%		21%		32%		12%				114
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2001- RESD CUSTOMER SERVICE
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2001- RESD PROJECT DELIVERY
Design and Construction
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2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing
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Disagree

2001- RESD PROPERTY MANAGEMENT



		0		0		0



Agree

Neither

Disagree

2001- RESD OVERALL SATISFACTION



		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11		47		Daily

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29		38		Weekly

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24		14		Monthly

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36		15		Annually

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14				50		Staff

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0				15		Supervisor

																																																														38		Manager

		Survey #		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114				11		Executive

		Responses		111		112		112		112		111		98		98		98		96		99		89		82		85		96		90		90		87		87		88		90		89		80		52		54		51		55		47		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50

				1) RESD maintains communication w/ me throughout process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		Average Cust Serv

		Agree		46		61		48		47		32		197.2

		Neither		25		22		27		21		23		98

		Disagree		40		29		37		44		56		174

				6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.

		Agree		19		56		15		24		36		32		31		39		62

		Neither		25		16		30		37		21		26		25		23		18

		Disagree		54		26		53		35		42		31		26		23		16

				15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.

		Agree		29		22		32		55		59		45		38		40

		Neither		20		22		31		14		16		20		20		20

		Disagree		41		46		24		18		13		25		31		20

				23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.				28) Overall, I am very satisfied with RESD services. *

		Agree		24		19		21		25		18				40

		Neither		14		16		15		18		21				24

		Disagree		14		19		15		12		8				50
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2001- RESD CUSTOMER SERVICE



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0
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2001- RESD PROJECT DELIVERY
Design and Construction



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree
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Disagree

2001- RESD PROJECT DELIVERY
Property Acquisition and Leasing



		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Agree

Neither

Disagree

2001- RESD PROPERTY MANAGEMENT & OVERALL SATISFACTION



		

																		1)		1) RESD maintains regular communication with me throughout the service delivery process.

																		2)		2) I find RESD staff are responsive, courteous and helpful.

																		3)		3) RESD staff understand my business needs and programs.

																		4)		4) RESD staff effectively represent my interests.

																		5)		5) My requests to RESD are dealt with in a timely manner.

																		6)		6) Our projects always start in a reasonable amount of time.

																		7)		7) Project plans and specifications meet our intended purpose.

																		8)		8) Projects are delivered by RESD within schedule.

																		9)		9) Projects are delivered within budget.

																		10)		10) I received all the project status information I required.

																		11)		11) RESD managed our construction process effectively.

																		12)		12) RESD dealt effectively with any contractual disputes arising from project services.

																		13)		13) Project Change Orders were managed by RESD in a timely and effective manner.

																		14)		14) I was involved in the decision-making process.

																		15)		15) Our projects always start in a reasonable amount of time.

																		16)		16) Projects are delivered by RESD within schedule.

																		17)		17) Projects are delivered within budget.

																		18)		18) Project plans and specifications met our intended purpose.

																		19)		19) I was involved in the decision-making process.

																		20)		20) Any project issues that might have arisen were resolved effectively.

																		21)		21) I received all the project status information I required.

																		22)		22) RESD effectively dealt with any contractual disputes arising from project services.

																		23)		23) RESD keeps my building clean and sanitary.

																		24)		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.

																		25)		25) RESD maintenance projects meet my expectations.

																		26)		26) RESD handles my service requests in a timely manner.

																		27)		27) RESD meets our expectation for grounds maintenance.

																		28)		28) Overall, I am very satisfied with RESD services. *

				1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *





		RESPONSE_ID		Q1		Q2		Q3		Q4		Q5		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15		Q16		Q17		Q18		Q19		Q20		Q21		Q22		Q23		Q24		Q25		Q26		Q27		Q28		Q29		Q30		Q31		COMMENT		DATE		SECTION_1_COMMENT		SECTION_2_COMMENT		SECTION_3_COMMENT		SECTION_4_COMMENT

		33		4		4		4		3		4		2		4		3		4		1		0		0		4		5		4		2		3		4		5		3		1		4		0		0		0		0		0		4		weekly		supervisor		Technology,Trade and Commerce Agency				8/28/01

		34		2		3		1		1		1		1		3		1		4		2		2		0		0		4		2		2		4		2		1		2		1		1		0		0		0		0		0		2		weekly		staff		Health Services, Department of				8/28/01

		35		3		4		4		3		3		3		4		2		3		4		4		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		4		monthly		manager		Health Services, Department of				8/28/01

		36		5		5		5		2		3		4		4		3		4		4		4		5		5		5		4		3		4		4		4		4		4		5		3		4		4		4		4		4		daily		manager		Statewide Health Planning and Development, Office of  (OSHPD)				8/28/01

		37		3		3		4		4		3		2		4		2		2		4		3		3		4		3		2		2		3		3		3		4		4		3		2		2		2		1		1		3		daily		staff		Employment Development Department				8/28/01

		38		3		3		1		1		2		2		1		1		1		2		2		2		2		4		3		2		2		1		3		3		3		3		4		4		4		3		4		2		anual		staff		Franchise Tax Board				8/28/01

		39		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		staff		Franchise Tax Board				8/28/01

		40		0		3		2		1		2		0		0		0		0		0		0		0		0		0		3		3		4		4		0		4		0		0		0		0		0		2		0		3		anual		executive		Personnel Administration, Department of				8/28/01						I was not previously directly involved but was aware.		Occupy leased building space.

		41		4		4		5		4		4		3		5		3		5		5		0		0		0		5		3		3		5		5		5		5		5		0		3		2		2		4		3		4		daily		staff		Food and Agriculture, Department of				8/28/01

		42		5		5		5		5		5		2		5		3		4		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		5		5		daily		manager		Governor Gray Davis, Office of		I am very satisfied with RESD, especially with Cher Brewster, Mike Moore, Linda McMullen, and David Nisenbaum, and their staff. They are very courteous and respond to requests in a timely manner. All RESD staff have been great to work with. (I work regula		8/28/01		Great Service!! Cher Brewster, Mike Moore and David Nissenbaum are great to work with.

		43		2		5		4		2		2		2		5		4		5		2		4		4		2		5		2		2		4		4		4		4		2		4		2		3		4		2		2		4		daily		staff		Employment Development Department		Need shorter time between Form 9 receipt and project assignment.

At onset of project, meeting should take place with field customers, discribing roles, tasks, and timeframes.



Need to shorten site search time.

Need to shorten design time.		8/28/01

		44		1		2		2		3		1		1		2		1		2		1		1		2		3		3		1		1		2		4		4		4		1		1		4		4		4		4		4		1		daily		staff		Judicial Council of California (Courts)		I have expressed my concern for the irresponsiveness of RESD and have been told numerous times that they are under-staffed for thier current project load.		8/28/01		My current customer account manager does not return my calls even after multiple requests.		Extreme delays in delivery of design work.  Serious code violations on RESD space plan.		RESD leasing project delivery not as competent as private brokers.

		45		3		2		2		1		2		1		2		1		1		2		1		1		2		2		1		1		1		3		3		1		2		1		0		0		0		0		0		1		weekly		manager		Forestry and Fire Protection, Department of				8/28/01

		46		3		4		4		4		3		0		4		3		3		2		3		4		4		4		3		3		3		4		4		4		3		4		3		3		3		3		3		4		daily		manager		Conservation, Department of				8/28/01								limited staff in State bldgs-only hear when problems not resolved locally

		47		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		weekly		staff		Arts Council, California		DGS/RESD provides excellent service in a timely manner. Projects submitted for review (under provisions of Interagency Agreement IA-01-98, Project 103862) for the Cultural Institutions Program are carefully reviewed by John Kaschak. He continues to manage		8/28/01		John Kaschak continues the tradition of excellent, timely and thorough resonses to the CAC				For input on this section, you may wish to contact Tom Chin @ tchin@caartscouncil.com		Contact Tom Chin @ tchin@caartscouncil.com for input from CAC on this section

		48		4		4		4		4		2		2		4		2		4		4		4		4		4		5		2		2		4		4		5		4		4		4		0		0		0		0		0		4		anual		manager		Rehabilitation, Department of		We have a good relationship with RESD staff and share their frustrations with timliness due to workload constraints.  We place a heavy load on RESD planning staff and are working internally to make some changes to reduce the frequency of our office reloca		8/28/01		RESD appears understaffed in planning function

		49		1		4		3		2		1		1		4		1		4		1		1		0		0		3		3		3		3		4		4		4		3		3		0		0		0		0		0		2		daily		staff		Employment Development Department				8/28/01		Communication and timely completion of projects is extremely poor.		Timeliness is nil; all schedules slip; managing the schedule falls on the agency.		The Agency ends up coodinating resolution of disputes.		no experience in this arena

		50		3		3		2		2		2		1		4		1		1		2		1		2		1		2		1		2		2		4		3		2		3		2		4		4		2		4		5		2		weekly		executive		Justice, Department of		Know your trying - Try harder. We are dying. Support leg to reform rules that make job hard.  Train staff on budget impact of decisions. Know bdgt process & ACT accordingly.  More staff to handle the workload. Use surveys for recruitment tools. 

Relax pr		8/28/01		RESD staff are overloaded, often untrained, & don&rsquo;t understand basic budget process.		Schedule and budget estimates are rarely even close; usually late notice of problems.		RESD doesn&rsquo;t talk to itself; bidding misses critical points.  Delay, delay, delay.		Main is mixed: helpful & generally prompt but long-trm work unfunded & no input

		51		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		General Services, Department of		To sum it up RESD can not succesfully negotitate real estate leases that meet my needs, budget, of schedule and can not constuct telecommunications towers and vaults that meet my needs, budget or schedule.		8/28/01

		52		2		3		3		3		2		2		4		3		2		2		3		4		4		2		2		2		3		4		3		4		2		4		0		0		0		0		0		3		daily		staff		Food and Agriculture, Department of		RESD does provide a valued service.  However, I feel that their loyalty is to DGS and sometimes don&rsquo;t understand our departments needs.   Lack of periodic communications between us and them could stand some improvement.  Even if it means there is no		8/28/01		Answers to above cannot really be expressed by using the # 3 answer.				9&rsquo;s 2 yrs in advance, when work doesn&rsquo;t start until just before expiration?		not involved

		53		4		5		4		5		3		3		4		4		4		5		5		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		5		daily		staff		State Special Schools		There have been a few instances where projects have been delayed 

beyond a reasonable time.  When the issue was brought to RESD&rsquo;s

attention action was taken to correct the problem.



Overall RESD has done a very good job responding to the needs		8/28/01		Most all the issues are timely, some things have taken quite a bit of time.		Most of the major projects have started on time. Some smaller projects have been delayed.

		54		4		3		4		4		2		1		4		1		2		2		3		0		2		4		4		3		4		5		5		5		4		5		0		0		0		0		0		4		anual		executive		Lands Commission, California State		We have had mixed results.  Transactions for the Sacramento were handled promptly and effectively.  A Long Beach transaction suffered due to RESD staff turnover. Space was lost; nearly a year of planning wasted.  RESD did see that we were placed elsewhere		8/28/01

		55		4		4		5		4		4		4		4		4		4		4		3		3		4		4		4		4		4		4		4		4		4		3		0		0		0		0		0		4		weekly		staff		Health and Human Services Agency				8/28/01

		56		4		4		3		4		4		3		4		3		3		4		4		4		4		5		4		4		4		5		5		4		4		4		4		4		0		0		0		3		daily		manager		Franchise Tax Board				8/28/01

		57		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		5		5		5		5		5		5		daily		manager		Health and Human Services Agency		Gabe Andrade, Building Manager should highly commended d for his high level of customer service and his display of attention to the needs of this Agency in the course of facilitating the building needs of  the Bateson Building.		8/28/01

		58		3		4		4		4		4		3		3		3		3		3		3		3		3		5		3		4		4		4		5		4		3		4		4		5		5		5		4		4		daily		executive		General Services, Department of				8/29/01

		59		3		4		4		4		4		3		4		3		3		3		3		3		3		4		4		3		3		4		4		3		4		4		1		3		3		3		3		4		monthly		staff		Equalization, Board of				8/29/01

		60		3		4		3		4		3		0		0		0		0		0		0		0		0		0		2		2		3		3		4		4		3		4		2		3		2		2		2		3		weekly		manager		Water Resources, Department of		Our CAM is excellent, the leasing process takes too long, some of the design reviews take too long, buiding maintenance is fair and appears to need more review by supervisors to ensure quality.  Commitments have been made by the building manager and then		8/29/01		CAM representative is very helpful and timely						Things are improving.  I meet weekly with building manager

		61		2		4		3		3		3		1		4		1		1		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		monthly		supervisor		General Services, Department of				8/29/01				We are in planning stages.  No construction projects have been conducted in the past 3 yrs		We have talked to CAM but not started acquisition of new property.		I am located in a leased facility.

		62		4		5		5		4		4		3		4		3		3		3		2		2		2		4		5		5		4		5		5		4		5		5		3		3		3		3		4		4		daily		manager		Social Services, Department of				8/29/01		Projects with state owned facilities have not been handled as well as they should be.		See comments above related to state owned projects		Staff at RESD have been very effective in handling our projects

		63		4		4		4		4		4		3		4		4		3		4		3		0		0		4		4		4		4		4		5		5		5		5		0		0		0		0		0		4		monthly		staff		Emergency Medical Services Authority				8/29/01

		64		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		staff		Acupuncture Board				8/29/01

		65		1		2		2		2		1		2		2		2		3		2		2		3		3		3		2		2		3		3		3		2		2		3		4		3		3		3		4		2		anual		manager		Social Services, Department of		Our Relationship Manager is excellent - whenever he gets involved, we get results. Withour him, we&rsquo;d be totally dissatisfied with RESD performance.		8/29/01

		66		2		3		3		2		3		3		2		2		3		3		1		3		3		3		3		2		3		2		3		2		2		3		3		3		3		3		3		2		weekly		executive		Governor Gray Davis, Office of				8/29/01

		67		5		5		4		5		5		0		0		0		0		0		0		0		0		0		5		5		2		4		5		5		5		5		0		0		0		0		0		5		anual		staff		Habeas Resource Agency, California		I can&rsquo;t seem to get our project costs billed separately from Judicial Council (although our pro rata charges and GSA charges are billed directly to us).  I suspect most projects run over budget, but can&rsquo;t tell for sure.



Some people at RESD		8/29/01				Our most recent transaction was a lease - construction was a long time ago		Project billings are late and hard to track against budget		in leased quarters

		68		3		4		1		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		3		3		3		2		daily		manager		Equalization, Board of		The 78 degree temperatures along with the reduction  of air flow increases the effects of heat.  Staff thermoneters indicate the heat to be 88 degrees.  Complaints from the public, CPA&rsquo;s hearing offices, attorneys and staff about little to no air, h		8/29/01		The Agency serves the public and I have had several issues to deal with this past year.						The bldg. is not being vaccumed daily.  And the ventilation is poor compared to other bldg

		69		5		5		5		5		5		5		5		5		5		5		5		5		5		5		4		4		4		4		4		4		4		4		4		4		4		4		4		4		daily		manager		Water Resources Control Board, State				8/29/01

		70		2		4		2		2		2		2		4		2		2		4		4		4		4		4		2		2		2		4		4		4		4		4		2		2		2		4		2		2		daily		staff		Consumer Affairs, Department of		There are too many layers to get through to get our projects

started.  It takes too much time to get the projects assigned

and assignment letters back to us.  Send them straight to the

managers after APE to assign.  I had no problems talking to 

the m		8/29/01		When you can get them to respond they are courteous and helpful.		It takes too long to get to a planner and REO.		It takes too long to start and has too many hands to go through.		RESD does not do this for our agency.  If I refer something to them they handle it well.

		71		4		5		5		5		4		4		5		4		5		4		4		4		4		5		4		4		5		5		5		4		4		4		0		0		0		0		0		4		weekly		staff		Administrative Law, Office of				8/30/01

		72		4		5		4		5		3		4		3		3		3		4		3		2		3		3		4		4		3		4		5		4		4		0		4		4		4		5		3		4		weekly		manager		Military, Department of the				8/30/01

		73		2		3		2		3		3		2		2		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0		3		1		2		4		0		2		monthly		manager		Transportation, Department of				8/30/01

		74		5		5		3		3		4		2		1		1		1		5		1		1		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		supervisor		Motor Vehicles, Department of				8/30/01

		75		5		5		3		3		1		3		3		2		2		4		4		3		3		5		2		2		2		3		5		5		5		5		0		0		0		0		0		4		weekly		manager		Water Resources Control Board, State		I believe overall, (the past eight years) I have seen a dramatic improvement in both the professional quality of project work and customer service attitude from RESD.  You folks have done a great job improving your interface with customers.



You do have		8/30/01		90% of project experiences are great-you just have a few poor Planners		Some of our smaller projects just don&rsquo;t seem to move		Our CAM is great in keeping us informed/Planners sometimes get off track

		76		4		4		4		3		4		3		3		3		3		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		staff		Judicial Council of California (Courts)				8/30/01

		77		3		4		3		2		3		2		3		1		2		1		1		1		1		4		4		3		3		4		4		3		3		3		4		4		4		5		5		3		weekly		supervisor		Public Utilities Commission				8/30/01

		78		4		5		4		4		4		3		4		3		4		4		4		4		4		4		3		3		4		4		4		5		4		4		5		4		4		5		4		4		daily		staff		Education, Department of		I am answering for both the Department of Education and the State Board of Education		8/30/01

		79		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		3		2		3		3		3		1		monthly		staff		Environmental Protection Agency, California				8/30/01

		80		1		2		1		1		2		0		2		0		0		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		1		daily		supervisor		Job Training Coordinating Council				8/30/01

		81		2		2		1		1		1		3		1		3		3		1		1		1		1		1		3		3		3		1		1		1		1		2		3		1		3		3		1		2		weekly		manager		Integrated Waste Management Board, California		RESD needs to pull its head out of the sand and endorse sustainable building and landscaping concepts. It is no longer acceptable for RESD to conduct business as it always has by constructing and operating buildings to poor standards of energy efficiency,		8/30/01				Design and construct buildings for enhanced indoor air quality, energy efficiency, RCP !!!				Implement xeriscaping, grasscycling, composting and use of urban derived compost and mulch

		82		4		4		4		4		1		1		0		1		0		2		0		0		0		0		2		2		0		0		0		2		4		0		0		0		0		0		0		2		monthly		manager		Fairs and Expositions, Division of		Lisa Drury has been outstanding. Cheryl Allen has been as well. The issue is the amount of time it akes to get simple items (i.e. easements, etc.) through the process. The cost to the fairs is excessive as well. Too much money and too much time for most t		8/30/01		These apply to lisa drury, except for #5. Things take way too long.

		83		4		5		3		4		4		4		4		3		3		4		3		3		2		0		4		4		4		4		5		4		4		4		0		0		0		0		0		4		weekly		manager		Pesticide Regulation, Department of				8/30/01		being very new to this department I am not sure of the answer to #3.

		84		4		4		4		4		4		4		4		4		4		4		4		4		4		4		3		4		4		4		5		4		4		4		0		0		0		5		0		4		weekly		staff		Fair Employment and Housing				8/30/01								service for complaints of locations-they do not manage.

		85		2		2		3		3		2		3		2		2		3		2		1		1		2		3		2		2		2		2		3		3		2		2		0		0		0		0		0		2		weekly		manager		Finance, Department of				8/30/01

		86		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		87		4		4		4		4		3		2		4		2		1		4		4		4		2		4		3		2		2		5		4		3		5		4		2		2		2		2		3		2		daily		staff		Highway Patrol, California		RESD is either unable or unwilling to provide necessary planning resources for various backlogged projects.  Examples include modular system furniture installations and kitchen remodeling projects.

Thank you for the opportunity to provide you with this i		8/31/01		Direct Construction Unit Services are not timely.		Estimates have been too low, and studies and projects frequently exceed budget.		Client Account Manager and planning staff have been outstanding.		Response time for HVAC problems are not timely, and expertise is lacking.

		88		1		1		1		1		1		3		3		1		1		1		0		1		2		1		1		1		1		2		1		1		1		1		1		1		1		3		0		2		daily		staff		Justice, Department of		The comment fields are not long enough on this survey to 

address concerns we have with DGS.  There are some excellent

planners and leasing officers at the agency.  But,

by in large, there seems to be an on-going lack of account-

ability.  Decisions a		8/31/01		DGS needs to recognize and be accountable to the client agency on the project.		Many times DGS RESD will make agreements with lessors that agency is aware of.

		89		2		3		3		2		2		3		3		3		2		2		2		3		3		3		2		2		1		1		3		2		2		2		0		0		0		0		0		2		weekly		staff		Forestry and Fire Protection, Department of				8/31/01

		90		4		2		3		2		2		4		4		2		2		3		2		1		3		5		4		2		2		1		5		3		4		1		0		0		0		0		0		2		daily		supervisor		Forestry and Fire Protection, Department of		It is apparent that the staffing levels in the Special Projects and Acquisition branches are not sufficient to provide timely services requested.		8/31/01		RESD appears to be understaffed to meet changing criteria for project delivery.		RESD relys to heavily on the client in the decision making process.		RESD relys to heavily on the client in the decision making process.

		91		2		3		3		3		2		2		4		2		3		3		3		3		3		3		2		2		3		4		4		4		3		3		0		0		0		0		0		3		weekly		supervisor		General Services, Department of				8/31/01

		92		2		2		3		3		2		1		3		1		0		3		3		0		0		5		0		0		0		0		0		0		0		0		0		0		0		0		0		2		monthly		executive		Environmental Health Hazard Assessment, Office of		Our minor project has been in the works since April 2000.  I was told the project could be completed within8-10 months.  It&rsquo;s now been 16 months and the project is only out to bid.  I know RESD has been understaffed and we&rsquo;ve been sympathetic		8/31/01		Some RESD staff do a very poor job in responding to e-mails and voice mail messges.		Project is still ongoing (taking much longer than originally planned).				Property Management handled by private vendor.

		93		1		2		2		2		1		2		4		3		1		4		4		1		4		3		4		3		3		4		4		4		4		0		4		3		2		2		3		3		weekly		staff		General Services, Department of		We have trouble getting jobs priced with BPM.  They don&rsquo;t seem to know what their costs will be and want us to give them a blanket agreement.

It seems to us like it takes a long time to get projects through RESD.  Maybe our expectations are unreaso		8/31/01		what is timely?  I have a feeling what I consider timely is not what RESD considers timely		Again, I don&rsquo;t think our time lines agree

		94		3		2		1		1		4		4		2		4		4		4		2		2		4		4		4		4		4		2		4		1		1		2		3		3		3		2		3		3		daily		executive		Environmental Protection Agency, California		It might be helpful for your staff on all sides to proactively go out and tour agencies, meet with program, budget, and project staff, and thoroughly familiarize themselves with the operations, practices, and mission of the departments before being called		8/31/01		Some staff are responsive and courteous, others are not.

		95		5		5		5		5		5		0		0		0		0		0		0		0		0		0		5		3		3		5		5		5		5		5		3		3		0		0		0		5		daily		staff		Toxic Substance Control, Department of				9/4/01						Project delays or budget over-runs are typically caused by my department - not RESD.		Known problem lessors are not easily reformed by RESD or department efforts.

		96		5		5		4		5		5		0		0		0		0		0		0		0		0		0		4		5		3		5		4		5		4		4		0		0		0		0		0		4		anual		supervisor		Developmental Services, Department of				9/4/01

		97		1		2		1		1		1		0		0		0		0		0		0		0		0		0		2		2		4		3		0		3		4		0		0		0		0		0		0		2		anual		staff		Community Services and Development, Department of		I do not deal extensively with RESD.  We&rsquo;ve only renewed our leases once or twice in the past 10 years I&rsquo;ve been here, but when we have had to renew our lease with the California State Lottery, it has taken months from the time I submitted a S		9/4/01		In my experience w/RESD nothing has ever been done swiftly, courteously, or well thought.

		98		2		3		3		3		2		2		4		3		2		4		3		3		4		4		0		0		0		0		0		0		0		0		0		0		0		0		0		3		daily		manager		Developmental Services, Department of		Projects requiring CEQA related documents are almost always a problem.  More staffing is needed in this area.		9/4/01		Projects requiring CEQA are almost always delayed.  CEQA related reports are always late.

		99		3		5		5		4		3		4		5		4		3		5		5		5		4		5		3		3		0		5		5		5		5		5		0		0		0		0		0		4		daily		staff		Employment Development Department				9/4/01

		100		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		1		monthly		supervisor		Governor Gray Davis, Office of		To improve your services I would suggest letting the Telecommunicaitons Division do all construction of telecommunications structures and do all property leases and purchases for telecommunications. The current DGS staff in RESD do not understand to our n		9/5/01

		101		2		4		3		2		2		4		5		4		4		5		5		2		5		5		4		3		4		4		5		2		2		2		0		0		0		0		0		2		anual		executive		San Francisco Bay Conservation and Development Commission		DGS has changed BCDC&rsquo;s contact person for office issues. Before, our service was outstanding. Recently, it is very poor. I am very disappointed at the service currently being provided.		9/5/01				Have a pending lease problem and have not had update in over a month.		Poor service in property acquisition and follow up.

		102		3		3		2		2		2		0		0		0		0		0		0		0		0		0		2		2		3		2		4		2		3		3		0		0		0		0		0		2		monthly		manager		Real Estate, Department of		We really felt like our department and project was small and insignificant in RESD&rsquo;s world and were treated as such. There were many delays due to vacations and other		9/6/01		These answers relate specifically to our recent lease renewal.		Don&rsquo;t have any		#21 not necessarily timely, tho		Can not answer for our district offices.

		103		4		5		4		4		4		2		4		3		3		4		5		5		4		5		0		0		0		0		0		0		0		0		5		5		4		4		5		4		daily		manager		Courts of Appeal		This survey is much too vague for detailed responses.  We receive excellent service from the building manager, project managers, etc. but in numerous situations it is the process itself that causes delays.		9/7/01						Our agency does not acquire/lease space		Linda McMullen is an outstanding Bldg. Manager!

		104		3		3		4		4		3		3		4		3		3		2		3		3		3		4		3		3		2		3		4		3		2		3		2		3		3		3		0		4		monthly		manager		Insurance, Department of		I don&rsquo;t quite understand the role of our CAM representative.  I do not feel I get the customer service I need. For example when I am struggling with a Leasing Officer and I seek advocacy in RESD I my CAM, but she does not want to address my concerns		9/7/01		Generally, our requests for space action are responded to in a timely manner.		We need time schedules from planners that list our projects from beginning to end.		We do not always receive lease negotiation information in a timely manner.		LA - Ronald Reagan Building janitorial is poor.  SD - Front St. maintenance is slow.

		105		3		2		2		1		1		2		3		1		1		1		2		2		2		0		3		3		3		3		2		3		3		2		0		0		0		0		0		2		monthly		executive		General Services, Department of				9/12/01

		106		2		3		1		2		1		1		3		1		3		3		3		3		3		3		1		1		3		3		3		3		3		3		3		3		3		3		3		1		weekly		supervisor		Transportation, Department of				9/12/01		Responses related to leasing activities

		107		5		5		5		5		5		5		5		5		5		5		0		0		0		5		5		5		5		5		5		5		5		5		0		0		0		0		0		5		weekly		manager		Public Utilities Commission		RESD staff has always been very helpful, knowledgeable and patient.  My calls are returned promptly, and have always felt they are doing their best to suit our needs.		9/12/01		All of our contacts from RESD have been very patient, helpful and knowledgeable.

		108		2		4		3		3		1		1		0		2		3		2		0		0		0		4		2		0		0		0		4		0		0		0		0		0		0		0		0		3		weekly		executive		Employment Development Department		I am new working with RESD, therefore I could not fully answer all the questions.  From what I have seen so far, I don&rsquo;t believe you have enough staff to accomodate all your projects, therefore effecting your abilitiy to give		9/12/01

		109		4		4		4		4		3		3		4		3		4		4		4		3		3		4		3		4		4		4		4		5		4		5		3		3		3		5		3		4		daily		staff		Rehabilitation, Department of		Considering the work load on RESD staff, it is understandable that projects cannot always move as quickly we would like.  Most of RESD staff do a very good job.  Some like Karen Murray and Debbi Gable do exceptional work.  Most other staff are good, and t		9/12/01		Answers balanced by staff who do exceptional work, & ones who do barely acceptable work.		Some are exceptional, others are not.		My 2 REO&rsquo;s are exceptional, issues sometimes beyond their control.		I have 24 buildings to cover.  REO&rsquo;s respond promptly to my requests for assistance.

		110		1		2		3		4		3		1		2		1		3		3		3		4		4		4		1		1		4		1		5		4		3		4		0		0		0		0		0		2		anual		manager		Emergency Services, Office of		We have not had contact with RESD for several months (if not years)



As noted above, the responses are based on our experiences with you agency in 1995 and prior years as we were seeking and leasing space in Oakland		9/12/01		Response based on experience in 1995						We are in a leased building

		111		3		4		4		4		3		3		4		3		3		3		4		4		4		4		3		4		3		4		4		3		3		4		0		0		0		0		0		4		weekly		staff		Employment Development Department				9/12/01

		112		4		4		4		4		2		1		4		2		4		4		4		4		4		4		2		2		3		4		4		4		2		4		0		0		0		0		0		3		weekly		staff		Water Resources Control Board, State				9/12/01		Voice mail should indicate if employees are traveling.

		113		4		4		4		4		5		3		4		3		3		3		3		4		4		4		0		0		0		0		0		0		0		0		4		4		3		3		3		4		weekly		staff		Rehabilitation, Department of				9/12/01

		114		1		1		1		1		1		1		1		1		1		1		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		0		1		anual		manager		Bay Delta Program				9/12/01

		115		1		2		1		2		2		1		4		2		2		1		1		1		1		2		1		1		2		4		4		3		2		3		2		1		2		4		3		2		daily		staff		Justice, Department of				9/12/01						There is a lack of communication.  It is a effort to follow the progress of a project.

		116		4		4		3		3		1		1		4		1		4		1		4		4		4		4		0		0		0		0		0		0		0		0		5		2		4		5		5		2		daily		manager		General Services, Department of		Change the law to allow outsourcing of A & E services.		9/12/01

		117		2		4		2		1		1		2		2		3		3		1		0		0		0		0		1		1		1		1		3		3		2		1		0		0		0		0		0		1		weekly		manager		Employment Development Department		There is a culture of ineffectiveness.  Staff that are new to RESD seem to find ways to solve problems and move projects along.  When RESD identifies issues, rarely are they accompanied by options or a recommended solution.		9/12/01

		118		3		3		3		3		2		4		3		2		2		2		2		3		3		3		4		3		3		3		4		3		3		3		2		2		2		2		2		2		weekly		staff		Employment Development Department				9/12/01

		119		1		1		1		1		1		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0		0		0		0		1		weekly		supervisor		Santa Monica Mountains Conservancy		hire competent people who are willing to work with the agency instead of working against our interests, and who think that it is their job to assume the role of making the policy decisions of the agency.		9/12/01						I have worked with only one competent and responsible employee at DGS that being Dwight W

		120		4		4		4		3		3		4		5		2		2		3		5		5		5		2		4		2		2		4		2		2		3		4		3		3		3		3		3		2		daily		staff		Employment Development Department				9/12/01

		121		2		2		1		2		2		1		2		1		3		2		0		0		0		2		1		2		3		0		2		3		2		3		4		2		4		4		4		2		weekly		staff		Employment Development Department				9/12/01		RESD staff choose NOT to commit to timeframes.

		122		1		2		1		1		1		3		2		2		3		2		3		2		3		3		2		2		3		3		3		2		1		3		0		0		0		0		0		2		daily		staff		Employment Development Department		there is a lot of lip service provided without any solutions offered.  They represent their services as professional, but have rarely provided what I would classify as professional.  The problems are always staffing, workload, but it is the same for us al		9/12/01				have never been provided with a timeline for services

		123		5		5		5		5		5		3		4		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3		4		4		4		5		4		5		daily		manager		State Personnel Board		I would just like to add that I appreciate working with Jeannine Windt, SPB&rsquo;s Building Manager, she is very responsive, courteous and helpful.



Thank You,

Linda		9/12/01

		124		4		4		4		4		4		3		4		3		3		3		4		4		4		4		3		3		3		4		4		4		4		4		0		0		0		0		0		4		daily		manager		Transportation, Department of				9/12/01

		125		3		2		2		2		2		2		2		2		3		1		2		2		3		3		3		3		3		3		3		2		3		3		0		0		0		0		0		2		daily		staff		Justice, Department of		RESD doesn&rsquo;t follow basic project management principles.  I couldn&rsquo;t get plan from them in the beginning of our project and they were non-responsive when asked to clearly define their roles and responsibilites in the project.		9/12/01				Definition of specific roles and responsibilites of RESD were inadequate.

		126		1		1		2		2		1		1		2		1		1		1		1		2		1		1		2		2		1		3		1		2		1		2		0		2		5		0		0		1		anual		staff		Employment Development Department		Unless there is overall change in the thinking of RESD, I feel that the RESD will give poor quality service.  The impression I get is that, they (RESD) have all the answer, and that our imput is not worth the paper its printed on.  No matter what we say o		9/13/01		RSED seen to me to be only intrested in RESD, and how to make them selves look good to the		The arlarm system for EDD, and paving projects for EDD are prime example.		See section one		Only if you don&rsquo;t expect much. That way, RESD met all my expection.

		127		5		5		4		5		5		5		5		3		3		4		5		5		4		4		4		3		3		4		3		4		2		3		4		4		4		3		3		5		daily		staff		Transportation, Department of				9/13/01

		128		2		3		3		2		1		1		3		1		3		1		2		2		2		4		0		0		0		0		0		0		0		0		0		0		0		0		0		1		weekly		staff		Employment Development Department		I have had a number of projects with RESD in the past.  It is impossible to determine which project your survey refers to.  I have replied  incorporating my general dissatisfaction with each of these projects.		9/13/01

		129		3		3		3		3		2		3		4		3		3		3		3		3		3		4		2		3		3		4		4		3		3		3		3		3		3		3		3		3		daily		supervisor		Employment Development Department				9/13/01

		130		3		3		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		3		anual		manager		Personnel Administration, Department of				9/13/01		RESD staff were responsive to depts last remodel project.						Not contact regularly by RESD staff.  Very helpful when it is necessary for us to call.

		131		5		5		5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		0		0		4		3		4		4		3		4		weekly		manager		Resources Agency		I would like to see that when a request is submitted and someone responds that doesn&rsquo;t handle this type of request, the department is only charged by the personnel fixing the problem (i.e. request for A/C and electrician shows up...electrician bills		9/13/01

		132		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		1		0		0		3		2		2		0		0		0		0		0		0		1		monthly		supervisor		Coastal Conservancy, State				9/13/01						RESD review of transactions is duplicative, inefficient, and unnecessary

		133		4		1		2		1		3		1		3		1		1		3		1		3		4		3		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/13/01

		134		4		4		3		3		3		3		3		2		3		3		3		2		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		3		weekly		staff		Boating and Waterways, Department of				9/13/01

		135		3		2		2		2		0		2		2		2		2		3		3		3		3		4		0		0		0		0		0		0		0		0		0		0		0		0		0		2		weekly		staff		Boating and Waterways, Department of				9/14/01

		136		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		anual		supervisor		Transportation, Department of		Not involved with DGS now!!! Please remove me from your mailing list.		9/14/01		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!		Not involved with DGS now!!!

		137		2		4		3		4		4		2		4		2		3		2		3		3		4		4		4		4		4		4		4		4		4		4		0		0		0		0		0		3		monthly		executive		Library, California State				9/14/01

		138		2		2		2		2		2		1		2		2		2		1		1		1		4		4		2		2		4		4		4		2		1		2		0		1		0		1		0		2		daily		manager		Franchise Tax Board		While we eventually do receive the services we feel are necessary to provide our Agency with the level of Facilities and related services we desire, it is most often a battle with RESD requiring numerous e-mails, phones calls, meetings and elevating probl		9/14/01

		139		3		3		4		4		2		2		4		2		3		4		3		4		2		4		0		0		0		0		0		0		0		0		4		1		2		3		3		3		weekly		staff		Treasurer, Office of the State		The heavy workload of RESD staff makes it difficult for them to have enough time to complete project with in the desired timeframe. 



The buildings HVAC sysem is old and inefficient. We constantly have to call in temperature adjustments. The vent grills		9/14/01		Workload makes it difficult for RESD staff to provide level of services that are requSTO		See above				HVAC system is old and needs replacement

		140		4		4		4		4		2		2		2		1		1		2		1		3		3		4		2		4		4		4		4		4		4		4		4		4		4		5		3		2		daily		manager		Justice, Department of		Studio #1 handling alterations to state-owned buildings in Sacramento is understaffed.  Project managers on major capital outlay does a lousy job.		9/14/01		CAM tries hard.  RESD understaffed.		Getting anything done is a monumental task in state-owned buildings.		Takes way too long to process a Form 9 to begin a project.		Annettee Salazar does a wonderful job at 1300 I Street.

		141		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		5		daily		manager		State and Consumer Services Agency				9/14/01		RESD staff has been very flexible by responding to changing program needs		RESD staff involves the customer in major decisions & throughout the delivery process		My dealings with this area of RES have been fairly limited with my current assignment		Need to insure additional staff is on board prior to completion of new buildings

		142		2		2		2		2		1		1		1		1		1		1		1		0		1		2		1		1		1		2		2		2		1		0		1		1		1		1		1		1		weekly		manager		Justice, Department of		The restrooms at 4949 Broadway are old, out dated, not maintained sufficiently and have code violations.  Since we are a 24 hours, 7 day a week operation it is important that employees of all shifts have adequate bathroom facilities and supplies.

These r		9/18/01

		143		4		4		4		4		1		2		4		2		2		2		2		0		0		4		2		2		4		4		4		3		3		0		1		1		2		1		2		3		weekly		manager		Transportation, Department of				9/19/01

		144		3		3		3		3		2		2		2		2		2		3		4		4		4		4		2		2		3		4		4		4		4		1		0		0		0		0		0		3		daily		staff		Conservation Corps, California		We have had several projects handled by DGS over the last two years.  We have experienced problems with a prior CAM and had problems with some project management.  However, we have had EXCELLENT service from Richard Myren, Maria Sosa and architects Nick P		9/24/01				CCC has had several projects see below for additional comments		22/ Delta lease did not result in a lease term long enough for us to relocate (cap out)

		145		2		3		2		2		2		2		4		3		3		3		3		3		4		4		2		2		4		4		4		4		2		4		0		0		0		4		0		2		daily		staff		Consumer Affairs, Department of		Change voice mail messages daily.CAM to schedule monthly meetings with clients to provide project update.Solicit input from clients regarding the Modular Furniture Contract.Clearly identify responsibility for work associated with electrical and cabling re		9/26/01		The CAM does not provide project updates. Voice messages not changed daily. Polite staff.		Unless requested a project schedule is not provided.

		146		3		4		1		2		2		2		3		3		3		1		4		3		3		3		2		2		3		4		4		1		3		3		0		0		0		0		0		2		daily		staff		Corrections, Department of		Space plan,lease training, CAM, & DCU consistently exceed expectations. DGS, in general, has not done enough to understand CDC's business needs in spite of direction from CDC. CDC is dissatisfied with DGS coordination/communication efforts on two special		10/4/01		Receiving good customer service from the CAM, DCU, & PMB. Sp. Studies need improvement.		Service & quality from DCU exceptional. Improve is needed in Studies & seismic projects.		Staff not proactive. Issues need to be elevated to be resolved. Space pl & lease tr. good		Not applicable to CDC

		Strongly Agree		16		25		16		16		14		7		14		6		9		12		12		12		10		22		7		7		6		14		23		14		13		13		6		5		5		12		8		11

		Agree		30		36		32		31		18		12		42		9		15		24		20		19		29		40		22		15		26		41		36		31		25		27		18		14		16		13		10		29

		Neither A nor D		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		23		20		18		24		30		29		18		26		17		20		13		13		14		8		26		32		13		7		4		15		16		9		9		10		13		8		5		36

		Strongly Disagree		17		9		19		20		26		25		8		27		18		22		18		13		9		8		15		14		11		11		9		10		15		11		5		9		2		4		3		14

		NA ("0")		3		2		2		2		3		16		16		16		18		15		25		32		29		18		24		24		27		27		26		24		25		34		62		60		63		59		67		0

		Count		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114		114

		Question		1) RESD maintains regular communication with me throughout the service delivery process.		2) I find RESD staff are responsive, courteous and helpful.		3) RESD staff understand my business needs and programs.		4) RESD staff effectively represent my interests.		5) My requests to RESD are dealt with in a timely manner.		6) Our projects always start in a reasonable amount of time.		7) Project plans and specifications meet our intended purpose.		8) Projects are delivered by RESD within schedule.		9) Projects are delivered within budget.		10) I received all the project status information I required.		11) RESD managed our construction process effectively.		12) RESD dealt effectively with any contractual disputes arising from project services.		13) Project Change Orders were managed by RESD in a timely and effective manner.		14) I was involved in the decision-making process.		15) Our projects always start in a reasonable amount of time.		16) Projects are delivered by RESD within schedule.		17) Projects are delivered within budget.		18) Project plans and specifications met our intended purpose.		19) I was involved in the decision-making process.		20) Any project issues that might have arisen were resolved effectively.		21) I received all the project status information I required.		22) RESD effectively dealt with any contractual disputes arising from project services.		23) RESD keeps my building clean and sanitary.		24) RESD maintains my heating, ventilation, and A/C at comfortable levels.		25) RESD maintenance projects meet my expectations.		26) RESD handles my service requests in a timely manner.		27) RESD meets our expectation for grounds maintenance.		28) Overall, I am very satisfied with RESD services. *

		Agree		46		61		48		47		32		19		56		15		24		36		32		31		39		62		29		22		32		55		59		45		38		40		24		19		21		25		18		40

		Neither		25		22		27		21		23		25		16		30		37		21		26		25		23		18		20		22		31		14		16		20		20		20		14		16		15		18		21		24

		Disagree		40		29		37		44		56		54		26		53		35		42		31		26		23		16		41		46		24		18		13		25		31		20		14		19		15		12		8		50
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		USER_ID		USER_NAME		USER_EMAIL		USER_PHONE		WHEN_ENTERED		CONTACT

		17		David W. Brown		brownd@slc.ca.gov		916-574-1870		8/28/01		NO

		19		Genevie Agustinez		gagustin@chhs.ca.gov		916-654-3241		8/28/01		NO

		7		Robert Pugh		rpugh@edd.ca.gov		916 653-4791		8/28/01		NO

		11		bruce newman		bruce.newman@jud.ca.gov		415-865-7982		8/28/01		NO

		13		Kathryn Frost		kfrost@caartscouncil.com		916/322-6348		8/28/01		NO

		20		E. J. Kelley		ekelley@dss.ca.gov		916-657-1902		8/29/01		NO

		21		mary carlos		mcarlos@hcrc.ca.gov		415 348 3802		8/29/01		NO

		23		Beverlie Bandera		Beverlie_Bandera@dca.ca.gov		916.327.7100		8/29/01		NO

		24		Charlotte Farley		farlc@das.swrcb.ca.gov		341-5058		8/30/01		NO

		26		Laura Valdes		LValdes@cde.ca.gov		323-5569		8/30/01		NO

		27		Jon Pike				263-2935		8/30/01		NO

		31		Carol Van Alstine		cvanalst@dtsc.ca.gov		(916) 322-3823		9/4/01		NO

		33		Scott Vice		svice@csd.ca.gov		916-341-4352		9/4/01		NO

		36		Richard Flores				(916) 492-3352		9/7/01		NO

		39		Richard Eisner		rich_eisner@oes.ca.gov		510-286-0895		9/12/01		NO

		41		Linda L. Lawrence		LLawrence@SPB.CA.GOV		916-653-0460		9/12/01		NO

		43		chuck donley		cdonley@dbw.ca.gov		263-8132		9/14/01		NO

		45		Jim Shook		james_shook@ftb.ca.gov		916 845-5668		9/14/01		NO

		16		C. Allen Young		Ayoung@cde.ca.gov		916 445.4557		8/28/01		NO

		6		Robert Hidley		rhidley@oshpd.state.ca.us		(916) 654-2081		8/28/01		NO

		8		Les Mark		les_mark@ftb.ca.gov		(916) 845-4846		8/28/01		NO

		12		Mike Evans		mevans@consrv.ca.gov		916.323-2950		8/28/01		NO

		14		Roger Chapman		rchapman@dor.ca.gov		(916) 263-8703		8/28/01		NO

		18		Nicole Doble		nicole_doble@ ftb.ca.gov		(916) 845-6069		8/28/01		NO

		25		Arthur jimenez		amj@cpuc.ca.gov		415 703 2023		8/30/01		NO

		28		Pat Reich		preich@cdpr.ca.gov		445-4177		8/30/01		NO

		32		Gary Withrow		gwithrow@dds.ca.gov		916-653-0791		9/4/01		NO

		38		Rita Bessone		rbessone@cpuc.ca.gov		415-703-2821		9/12/01		NO

		40		Daniel X. Patterson		dpatters@edd.ca.gov		916-653-0408		9/12/01		NO

		42		Christine Krause		chris@resources.ca.gov		916-653-5656		9/13/01		NO

		44		Dave Paulson		dave_paulson@dot.ca.gov		510-286-5011		9/14/01		NO

		48		Fred Cordano		fred_cordano		(916) 845-6730		9/14/01		NO

		15		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		8/28/01		YES

		5		Anatoole Moore		amoore@commerce.ca.gov		91632303010		8/28/01		YES

		9		Mary Jo Chafin		maryjo.chafin@ftb.ca.gov		916.845.4625		8/28/01		YES

		29		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		35		Howard Iwata		howardi@bcdc.ca.gov		(415) 352-3600		9/5/01		YES

		37		Frank Maskovich		frank_maskovich@dot.ca.gov		530-741-7121		9/12/01		YES

		47		Robert Nishimoto		robert.nishimoto@doj.ca.gov		(916) 322- 9341		9/14/01		YES

		10		Janice Patton		janice.patton@opr.ca.gov		324-6668		8/28/01		YES

		22		Jerry Haff				(909) 680-6714		8/29/01		YES

		30		Brian Mc Namara		BMcNamara@CHP.CA.GOV		(916) 375-2939		8/31/01		YES

		34		Jim Kirstein		jkirstein@telecom.dgs.ca.gov		916 657-6130		9/5/01		YES

		46		Ron Sanchez		rsanchez@treasurer.ca.gov		(916) 653-3382		9/14/01		YES
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