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Supplement to Results of Customer Satisfaction Survey, Apr-Jun, 2016

Questions 1-5 and 11-13
	
	Jul-Sep 2015
	Oct-Dec 2015
	Jan-Mar 2016
	Apr-Jun 2016
	Last 4 Quarters

	Q1 Satisfied with the time it usually took to get answer
	88%
	81%
	81%
	87%
	85%

	Q2 (was Q4): Satisfied that counselor (staff) understood customer’s needs
	90%
	84%
	84%
	93%
	88%

	Q3 (was QVR1): Satisfied that customer given enough info to make good choices on employment plan
	84%
	81%
	83%
	85%
	83%

	Q4 (was QVR2): Satisfied that customer had an active role in decisions about services
	92%
	91%
	85%
	95%
	90%

	Q5 Satisfied that services helped plan for/maintain employment
	80%
	71%
	84%
	81%
	79%

	Q11 (was Q1): Overall satisfaction with services provided
	82%
	83%
	79%
	89%
	84%

	Q12 (was Q2): Extent to which services have met expectations
	82%
	76%
	75%
	86%
	80%

	Q13 (was Q3): Comparison with “ideal” set of services
	77%
	77%
	75%
	86%
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Explanation:
This report is derived from the survey data provided to the committee as follows:
1. responses to questions 1-5 are either “Very Satisfied”, “Satisfied”, “Dissatisfied”, or “Very Dissatisfied.” Percentages on this report are derived from adding the percentages of those responding “Very Satisfied” and “Satisfied.” Note that Questions 3 and 4 began to be asked in April 2009 and were formerly called QVR1 and QVR2. Question 5 began to be asked in April 2014.
2. Questions 6-8 began to be asked in April 2014. Responses to these questions are found on the full survey sheet. 
3. Questions 9 and 10 also began to be asked in April 2014, replacing other open-ended questions. In addition to analysis of the comment coding breakdown on the full survey, This committee reads the verbatim comments to determine if trends or issues specific to SSB arise which may not be apparent from these categories.
4. Responses to questions 11-13 are given on a scale of 1-10 with 10 as the positive.  The percentages shown here are determined by adding the percentages of those responding 6 or above on each question.  Note that Question 11 is used to measure SSB’s performance on the goal and priority to increase the overall annual satisfaction with SSB’s services. Before April 2015, Questions 11-13 were called questions 1-3.
5.  SSB's results on the Customer Satisfaction Survey are also computed by DEED utilizing the Minnesota Customer Satisfaction Index (MnCSI).  Simply put, this index summarizes overall satisfaction with services by applying a formula the responses to Questions 11, 12, and 13 on the survey.  Using the MnCSI makes it possible to compare the customer satisfaction ratings of SSB with those of other agencies in Minnesota and with industry in general. The rolling results are shown on the full survey results.

The survey year ends March 31. The committee tracks year-end averages annually. 
Please note that there is much more information available from this survey data, including comparisons of SSB to other departments.  For the complete Customer Satisfaction Survey results see: http://www.positivelyminnesota.com/About_Us/Customer_Satisfaction/Job_Seeker_Satisfaction/Results_by_Program_5.aspx

