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2023 Customer Satisfaction Survey

-

UNIVERSITY

of ALASKA
SOUTHEAST
FY21 saw 105 total surveys with 104 completed
Total surveys started: 66
Total surveys completed: 50
Multiple choice questions in the survey had the following responses and
were graded on one of the scales below:
Value Response Set #1 Response Set #2 Response Set #3
1 Strongly Disagree Never Terrible
2 Disagree Sometimes Poor
3 Neither Agree nor Disagree  About half of the time Average
4 Agree Most of the Time Good
5 Strongly Agree Always Excellent
Excluded N/A N/A N/A
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Demographics
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Demographics of Respondents P

SOUTHEAST

Staff, Faculty, & “Other” made up 59% of respondents in recent survey
Survey Demographics Number of Years at UAS for faculty/staff

W Student  mStaff M Faculty M Other Faculty & Staff mO0to5 6tol0 ®W1lltol5 ®W16to20 W21+

Other Faculty and Staff: Those who chose either Acad. Dept. Head, Building Manager, Dean/VP or
Other. They are combined with Faculty and Staff in subsequent charts
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Demographics of Respondents — Students PN

SOUTHEAST
Students were 41% of respondents, with majority living on campus

Which Year are you ?
For students only

Do you live in on-campus housing?

B Freshman m Sophomore
W Junior Senior
B Graduate Student
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M Yes m No



Number of Respondents per Building in 2023 pe

Displaying buildings with 2+ respondents

Where Survey Respondents Spend Majority of Their Time

Juneau Campus - Egan, William Library (J5108)
Sitka Campus - Hangar 332 (SC101)

Juneau Campus - Novatney Building (J5106)
Juneau Campus - Hendrickson Annex (J5102)
Juneau Campus - Whitehead Building (J5105)
Ketchikan Campus - Ziegler Building (KEOO1)
Juneau Campus - Mourant Building (J5107)
Juneau Campus - Hendrickson Building (J5101)
Juneau Campus - Anderson Building (J5109)
Juneau Campus - Soboleff Building (J5103)
Ketchikan Campus - Robertson Building (KE003)

Juneau Campus - Technical Education Center (JS119)
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Campus Condition and Building
Comfort
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How Important is the Condition of Buildings & Grounds? P ALASKA.
Condition of Buildings Condition of Grounds
2% 3% 3%

B Extremely important B Very important B Moderately important Slightly important ™ Not at all important
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How Important is the Heath and Safety & Emergency Preparedness? s

SOUTHEAST
Importance of Health and Safety Importance of Emergency Preparedness

595 2% 3% 5o, 2% 3%

B Extremely important B Very important B Moderately important Slightly important ™ Not at all important
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Excellent

Average

Building Condition PN

SOUTHEAST

Building Condition
(Scale of 1-5)

5
4
3
2
1
General appearance of General repair of the General repair of the Cleanliness of interior Cleanliness of Availability of
the exterior of the  interior building shell furnishings of interior spaces restrooms consumable resources
building space in restrooms

w2015 w2016 wm2017 w2021 w2023
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Strongly
Agree

Neither Agree
nor Disagree

-

Building Comfort on Campus PPN
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SOUTHEAST

Building Comfort
(Scale of 1-5)

Temperature is frequently The air quality in my My building is free of My building is free of Water fountains in my
at a reasonable level building is good undesirable odors distracting noises building are of good quality
® 2015 m2016 m2017 m2021 m2023
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Strongly
Agree

Neither Agree
nor Disagree

-

Campus Grounds Conditions oF ALASKA.

SOUTHEAST

Campus Grounds
(Scale of 1-5)

Condition of Manicured green Flower beds Trees Seasonal Lighting Night Lighting Way-Finding Signs Snow Plowing Pathways, Paved
hardscapes space Trails

W 2017 m2021 m2023
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Strongly

Neither Agree
nor Disagree

Agree

-

UNIVERSITY

Campus Health and Safety Conditions of ALASKA

SOUTHEAST

Campus Health and Safety
(Scale 1-5)

1
| know where to find Fire I am made aware of hazards | see little or no pollution on Hazardous materials appear | have been asked to sign a UAS has asked me to take  Campus feels like a safe place
Extinguisher, Automated on campus by signs, instructor campus to be properly stored notice before participatingin ~ some type of Health and to me
External Defiblzillator, First Aid warnings or training E 2017 m2023 an event Safety training in the past year
it
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Strongly

Neither Agree

Agree

nor Disagree

Campus Emergency Preparedness Conditions

Campus Preparedness

-

UNIVERSITY
of ALASKA
SOUTHEAST

(Scale 1-5)

5
4
3
2
1

| know whattodoin |know whattodoin |know whattodoif |know when to call | know about the | have heard at least | have heard about or | know how to request | feel UAS is prepared

case of a fire case of an earthquake encounter violence on 911 campus-wide alert one emergency participated in at least an emergency for most emergencies

campus number message over the UAS one emergency management training
Phone, e-mail, test management activity
system the past year

W 2017 m2023
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Service Process
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Expectations of Facilities Department

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

2017 2021 2023

B 1: Very Low Expectations 2: Low Expectations
B 3: Moderate Expectations M 4: High Expectations

M 5: Very High Expectations
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UNIVERSITY

Expectations vs Satisfaction A

SOUTHEAST

Satisfaction with Facilities Department*

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0% L 20
2017 2021 2023

B 1: Extremely Dissatisfied @ 2: Somewhat Dissatisfied
B 3: Neutral B 4: Somewhat Satisfied

B 5: Extremely Satisfied

Language between surveys changed in 2019

switching from expectation based to general
satisfaction

G&RDIAN
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UNIVERSITY

Submitting Work Order Requests o

. . . SOUTHEAST
20 Respondents in 2023 survey submitted multiple work order requests

How often do you call or submit a
formal work order request?

B Never/NA

W1 Time/Year

W 2-5 Times/Year
6-10 Times/Year

W 11-20 Times/Year

W 21+ Times/Year

Respondents who chose “Never”, “N/A”, or “1
Time/Year” finished the survey at this pointand |
were sent directly to the thank you page. )
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Strongly

Neither Agree

:  of
Service Request Process N

SOUTHEAST

Customer Knowledge of Work Order System

o (Scale of 1-5)
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The work request process meets my | utilize the proper procedure for | understand the procedure for
needs. submitting service requests. submitting service requests.

w2015 w2016 m2017 m2021 m2023
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UNIVERSITY

How WO Users Request Service and What They Find Effective i

Most Frequent Means of Requesting Service

50%

% of Respondents
o

2023

B Web ®EEmail B Other m Phone

© 2024 The Gordian Group, Inc. All Rights Reserved.

5%

In-Person

SOUTHEAST

Most Effective Means of Requesting
0.45

40%

0.4

0.35

0.3

0.2

0.15

% of Respondents

0.1

0.05

0%
2023

B Web BEEmail B Other mPhone In-Person
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Important Component of Work Request Process %

The Most Important Component of the Work Request Process is:

100%

90%

80%

70%

60%

50%

40%

% of Respondents

30%
20%
10%

0%
2017
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2021

2023

SOUTHEAST

B Work requests are performed in a
timely manner

B Work requests are performed
competently

Work requests are performed
courteously and professionally

m Clear communication of work
request schedule

m Notification of work request status
(i.e. pending, in progress, complete)

B The process to requisition work
requests is effective

G&RDIAN



Departments




Heating, Ventilation, Plumbing Scores PPN

SOUTHEAST

Work meets my expectations
Once work has begun, staff is timely
Work is performed competently

Work is performed courteously/professionally

| am asked for or receive feedback

The work schedule is generally acceptable

Schedule is adhered to or | am made aware of changes

Work order schedule is communicated effectively

m 2017 m 2021 W 2023
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Never About Half the Time Always
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Carpentry, Painting, Flooring, etc. Scores P

SOUTHEAST

Work meets my expectations
Once work has begun, staff is timely
Work is performed competently

Work is performed courteously/professionally

| am asked for or receive feedback

The work schedule is generally acceptable

Schedule is adhered to or | am made aware of changes

Work order schedule is communicated effectively

W 2017 W 2021 W 2023
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Never About Half the Time Always
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Custodial Department Scores PN

SOUTHEAST

Work meets my expectations

Once work has begun, staff is timely

Work is performed competently

Work is performed courteously/professionally

| am asked for or receive feedback

The work schedule is generally acceptable

Schedule is adhered to or | am made aware of changes

Work order schedule is communicated effectively

W2015 w2016 wm2017 w2021 w2023
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Never About Half the Time Always
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N of
Grounds Department Scores e

SOUTHEAST

Work meets my expectations

Once work has begun, staff is timely

Work is performed competently

Work is performed courteously/professionally

| am asked for or receive feedback

The work schedule is generally acceptable

Schedule is adhered to or | am made aware of changes

Work order schedule is communicated effectively

W2015 w2016 wm2017 w2021 w2023
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Never About Half the Time Always
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Overall Customer Satisfaction
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Responses Are Averaged into Benchmarks PN

SOUTHEAST

| understand the procedure for submitting work

Knowledge/Understanding in Process Service Request Center
requests.
| utilize the proper procedure for submitting work o .
properp 8 Knowledge/Understanding in Process Service Request Center
requests.
The work request process meets my needs. Knowledge/Understanding in Process Service Request Center
| am made aware of schedules and changes. Schedules & Service Levels Service Request Center
Schedule is adhered to or | am made aware of . Departmental Question
Schedules & Service Levels

changes. for each
. . . . Departmental Question

Work order schedule is communicated effectively. Schedules & Service Levels P for eac(hl
. . Departmental Question

Work meets my expectations. Work Meets Expectations P Q

for each
. Departmental Question

I am asked for feedback or receive feedback. Feedback P Q

for each

My general satisfaction with the specific . . : :
ys pecif General Satisfaction General Satisfaction

department:
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Excellent

Average

SN

w

N
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ROPA+ Benchmarking Metrics PN

SOUTHEAST

Survey Benchmarks

Do users understand the Do users understand the Are users' expectations met? Are users asked for or do  User's general satisfaction
work order process? schedule and service levels? they receive feedback? with Facilities

w2015 w2016 m2017 w2021 m2023

© 2024 The Gordian Group, Inc. All Rights Reserved. 28 G@n D IAN®



	Selected
	Slide 1: FY23 Customer Satisfaction Survey
	Slide 2: 2023 Customer Satisfaction Survey
	Slide 3: Demographics
	Slide 4: Demographics of Respondents
	Slide 5: Demographics of Respondents – Students
	Slide 6: Number of Respondents per Building in 2023 
	Slide 7: Campus Condition and Building Comfort
	Slide 8: How Important is the Condition of Buildings & Grounds?
	Slide 9: How Important is the Heath and Safety & Emergency Preparedness?
	Slide 10: Building Condition
	Slide 11: Building Comfort on Campus
	Slide 12: Campus Grounds Conditions
	Slide 13: Campus Health and Safety Conditions
	Slide 14: Campus Emergency Preparedness Conditions
	Slide 15: Service Process
	Slide 16: Expectations vs Satisfaction
	Slide 17: Submitting Work Order Requests
	Slide 18: Service Request Process
	Slide 19: How WO Users Request Service and What They Find Effective
	Slide 20: Important Component of Work Request Process
	Slide 21: Departments
	Slide 22: Heating, Ventilation, Plumbing Scores
	Slide 23: Carpentry, Painting, Flooring, etc. Scores
	Slide 24: Custodial Department Scores
	Slide 25: Grounds Department Scores
	Slide 26: Overall Customer Satisfaction
	Slide 27: Responses Are Averaged into Benchmarks
	Slide 28: ROPA+ Benchmarking Metrics


