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Survey Instructions

PURPOSE
To describe how to calculate your MWR Customer

OF THIS
Satisfaction score.

SECTION
BACKGROUND
In addition to assessing the five standards, you need to determine how satisfied your customers are with your programs and services.  The following will provide you information on how to derive a customer satisfaction score for your program.

INSTRUMENT 
The survey instrument (see page II - 2) that will be used in this process was developed by a group of researchers and it has been used extensively by the Parks and Recreation profession for over ten years.  Further, this instrument has proven to be a reliable and valid measure of service quality.  It measures service quality, which represents past transactions or experiences with services, events or activities.  Delivering quality service means meeting customer expectations on a consistent basis.

PROCEDURES
To calculate your customer satisfaction score follow the steps mentioned below.  This process is very similar to Duty 1.0 - Assess Needs in the MWR Managers Desk Reference.  For further information, please refer to the checklist provided in Task 1.1 of the MWR Manager Desk Reference.  A checklist is also provided for your use on page II - 5.

PROCEDURES
Step 1.  Determine method of collecting data.  Data can be 

(cont.)
collected using pen and paper surveys, or through the use of some data collection software.  You determine the most efficient way to collect your data.  We will assume you will be using a traditional pen and paper method.


Step 2.  Download survey instrument from website and customize for your use by inserting your program name.


Step 3.  Determine the number of surveys to be collected.  Only those users of your programs and services should participate in this process.  Some of your users may complete more than one program survey if they are participating in a variety of MWR activities.  Try to collect data from a representative cross-section of users to include active duty, spouses, dependents, civilians and retirees.


The following should be used as a guide to determine how many surveys should be completed.

AVERAGE NUMBER OF
PARTICIPANTS PER MONTH
YOU NEED TO GATHER DATA FROM AT LEAST:

Below 200
All participants

200-299
160 participants

300-399
190 participants

400-499
212 participants

500-599
230 participants

600-699
245 participants

700-799
256 participants

800-899
267 participants

900-999
275 participants

1000 or more
300 participants


Step 4.  Copy the appropriate number of surveys preferably on card stock so that customers can complete easily.

PROCEDURES
Step 5.  Randomly select dates and times for data collection.  

(cont.)
In order to collect data from a representative sample of your users, you should collect data on a variety of days and times, over a month period of time.  Make sure you include some mornings, afternoons, evenings, weekdays, weekends, etc., to make sure your sample is representative of the total user group.


Step 6.  Administer survey.

ANALYSIS
Step 7.  Analyze data.  Once all surveys have been collected, the following steps will enable you to derive a single customer satisfaction score.


a.
Compute a mean (average) for each of the 25 items by totaling all scores for that item and dividing by the number of scores.  For example, you have 10 folks complete the survey, and nine respond to question #1.  You total the nine responses and divide by 9.


b.
Next, you need to compute a grand mean.  Total all 25 mean scores, and divide that number by 25 to arrive at your grand mean.


c.
Last you multiply grand mean by 2, to derive your final customer satisfaction score.  This is the number that is entered into the score sheet.


If the responses are marked not applicable or are missing, do not compute that into your mean score.  For example 25 surveys are collected, and for item #5 only 20 responses are valid.  That is to say five respondents either circled not applicable or did not circle any response.  You would add the 20 scores and divide by 20.

FURTHER
The survey instrument measures four domains of service 

ANALYSIS
quality.  The domains are represented by a group of items as follows:

DOMAIN
ITEMS

Tangibles (physical facilities, equip., and appearance)
#1, 10, 14, 16, & 20

Reliability (ability to perform the promised service accurately and dependably)
#2, 3, 4, 5, 6, 8, & 9

Responsiveness (willingness of the staff to help customers and provide prompt customer service)
# 7, 12, 21, 22, 23, & 24

Assurance (courteous and knowledgeable employees who convey confidence and trust)
#11, 13, 15, 17, 18, 19, & 25


Should you wish to compute mean scores for each domain, add the appropriate mean scores for each domain, and divide that total by the number of items in that domain.  For example, if you were interested in how your program scored on the reliability domain, you would add the mean scores from items #2, 3, 4, 5, 6, 8, & 9 and divide by 7.

MWR Customer Satisfaction Survey Checklist

(Assumes pen and paper method is chosen to collect data)

STEPS FOR SURVEY IMPLEMENTATION
DATE COMPLETED
BY
WHOM

1.
Download survey from website 



2.
Customize survey for your use – insert your program name



3.
Determine number of surveys to collect using table provided



4.
Copy appropriate numbers of survey – preferably on card stock so that customers can complete easier



5.
Randomly select dates and times for data collection – distributed over one month period



6.
Collect data – offering some incentive for survey completion



7.
Complete data analysis 




a.
Compute mean for each of the 25 items by totaling all scores for that item and dividing by the number of scores.




b.
Total all 25 mean scores, and divide that number by 25 to arrive at your grand mean. 




c.
Last you multiply grand mean by 2, to derive your final customer satisfaction score



8.
If desired, complete further analysis



9.
Enter Customer Satisfaction score in Score sheet
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MWR CUSTOMER SATISFACTION SURVEY

MWR is very interested in how satisfied you are with the _______________________________ program.  Below are statements that may reflect your satisfaction with this program.  Please indicate your level of satisfaction by circling your response to each item.  Circle “0” in the “Not applicable” column for items you believe do not apply to this program.  Thanks for your feedback!

ITEM
NOT APPLICABLE
STRONGLY DISAGREE
DISAGREE
NEITHER DISAGREE OR AGREE
AGREE
STRONGLY AGREE

1.
Equipment provided is up-to-date
0
1
2
3
4
5

2.
Programs start on time
0
1
2
3
4
5

3.
Staff is willing to go an extra step
0
1
2
3
4
5

4.
Programs are offered at convenient times
0
1
2
3
4
5

5.
Staff is dependable
0
1
2
3
4
5

6.
Staff has enthusiasm
0
1
2
3
4
5

7.
Staff gives individual attention to you
0
1
2
3
4
5

8.
Staff responds to requests quickly
0
1
2
3
4
5

9.
Information provided is accurate
0
1
2
3
4
5

10.
Facility is aesthetically attractive
0
1
2
3
4
5

11.
Staff is well dressed and appears neat
0
1
2
3
4
5

12.
Staff understands your needs
0
1
2
3
4
5

13.
Staff is competent
0
1
2
3
4
5

14.
Staff acts on participants' suggestions
0
1
2
3
4
5

15.
Staff makes you feel as though you belong
0
1
2
3
4
5

16.
Facility is comfortable
0
1
2
3
4
5

17.
Staff is friendly
0
1
2
3
4
5

18.
What is promised is delivered
0
1
2
3
4
5

19.
Staff is knowledgeable
0
1
2
3
4
5

20.
The organization is concerned with quality control
0
1
2
3
4
5

21.
Program/facility is at a convenient location
0
1
2
3
4
5

22.
Other participants are not bothersome
0
1
2
3
4
5

23.
Problems are quickly solved
0
1
2
3
4
5

24.
Staff takes time with the participants
0
1
2
3
4
5

25.
Staff performs duties consistently well
0
1
2
3
4
5
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