MASC Customer Survey

Comparison of 2001, 2003, and 2004 Results
Executive Summary
The Mountain Administrative Support Center (MASC) developed a Customer Survey in conjunction with its 2001 Stakeholders Training Conference.  The survey, conducted in April 2001, was designed to gain input from MASC customers regarding their use of and satisfaction with MASC services and the degree to which they consider these services important.  The survey was also designed to identify areas requiring attention to improve services.   To continue to gauge the effectiveness and timeliness of its administrative support services, MASC conducted the Customer Survey again in September, 2003 and September, 2004.  In 2001, MASC disseminated the Customer Survey to 389 customers.  Of those customers, 98 responded, yielding a response rate of 25%.  In comparison, the 2003 Customer Survey was sent to 436 customers.  Of those customers, 190 responded, yielding a response rate of 44%.  For the 2004 survey, we asked clients to note in the comments section if they believed MASC’s reduced staffing levels over the past year are impacting services provided to their organization.  The survey was sent to 503 customers.  Of those customers, 126 responded, yielding a response rate of 25%.  

In terms of performance metrics, the baseline for MASC’s service levels was established through the 2001 survey regarding the following three areas: (1) timeliness of MASC’s administrative support services, (2) the quality of MASC’s products and services, and (3) the knowledge, responsiveness, cooperation, and communication of MASC’s staff. According to those 2001 results, 90% to 93% of MASC customers were either satisfied or very satisfied with the timeliness of MASC’s administrative support services.  The 2001 results also showed that 86% to 92% of MASC customers were either satisfied or very satisfied with the quality of MASC products and services, as well as the knowledge of MASC’s staff.  In addition, the 2001 results showed that 82% to 91% of MASC customers were either satisfied or very satisfied with the responsiveness, cooperation, and communication of the MASC staff.  From this very auspicious beginning, a comparison of the 2001, 2003 and 2004 survey results shows that MASC’s average ratings have improved in every area.  The percentage of customers that strongly agree and are very satisfied with MASC’s services has increased in every area.  Furthermore, the percentage of clients that were either satisfied or very satisfied with MASC services has also increased in every area tested in the 2003 survey and increased or remained consistent in the 2004 survey.  These are excellent results considering that MASC is functioning at a staffing level that is down 15% due to the hiring freeze that has been in place since February, 2003.

Average Rating Results:  A comparison of the survey results shows that MASC’s average ratings, on a 4.0 scale, have improved in every area tested in the 2003 survey and further improved in the 2004 survey: (1) In terms of the timeliness of MASC’s administrative support services, MASC’s average scores on the 2001 survey ranged from 3.23 to 3.28, (81% to 82%).  In 2003, those scores increased to a range of 3.42 to 3.49, (86% to 87%), and increased again in 2004 to a range of 3.49 to 3.55 (87% to 89%).  (2)  With regard to the quality of MASC products and services, as well as the knowledge of MASC’s staff, MASC’s average scores in 2001 ranged from 3.23 to 3.32 (81% to 83%).  In 2003, those scores increased to a range of 3.52 to 3.54, (88% to 89%), and increased again in 2004 to a range of 3.55 to 3.60 (89% to 90%).  (3) In terms of the responsiveness, cooperation and communication of the MASC Staff, MASC’s average scores on the 2001 survey ranged from 3.13 to 3.46 (78% to 87%).  In 2003, those scores increased to a range of 3.37 to 3.69 (84% to 92%), and increased again in 2004 to a range of 3.44 to 3.72 (86% to 93%). 

Percentage of Customers that Report Extreme Satisfaction with MASC Services:  A results comparison also shows that the percentage of customers that strongly agree and are very satisfied with MASC services has increased in every area tested in the 2003 survey and again in the 2004 survey:  (1) With regard to the timeliness of MASC’s administrative support services, in the 2001 survey, MASC’s scores ranged from 31% to 34% of customers who were strongly satisfied with the timeliness of MASC’s administrative support services.  This range of percentages increased in the 2003 survey results, with MASC scoring between 46% and 51%, and increased again in 2004 with 53% to 58% of customers reporting strong satisfaction in this area.  (2) In terms of the quality of MASC products and services, as well as the knowledge of MASC’s staff, MASC’s scores ranged from 32% to 41% in 2001.  This range of percentages increased in the 2003 survey results, with MASC scoring between 54% and 57%, and increased again in 2004 with 58% and 62% of customers reporting strong satisfaction in this area. (3) With regard to the responsiveness, cooperation and communication of the MASC staff, in the 2001 survey, MASC’s scores ranged from 32% to 56% of customers who were strongly satisfied with these qualities in the MASC staff.  This range of percentages increased in the 2003 survey results, with MASC scoring between 44% and 72%, and increased again in 2004 with 52% to 75% of customers reporting strong satisfaction in these areas.  

Percentage of Customers that Report Extreme or High Satisfaction with MASC Services:  Furthermore, the percentage of clients that were either satisfied or very satisfied with MASC services has also increased in every area tested in the 2003 survey and increased or remained consistent in the 2004 survey: (1) In 2001, survey results showed a percentage range of 90% to 93% of MASC customers were either satisfied or very satisfied with the timeliness of MASC’s administrative support services.  In 2003, survey results showed an increase in this range, 97% to 99%. In 2004, customers displayed consistent satisfaction with a range of 96% to 97%.  (2) In 2001, survey results showed a percentage range of 86% to 92% of MASC customers who were either satisfied or very satisfied with the quality of MASC products and services, as well as the knowledge of MASC’s staff.  In 2003, survey results showed an increase in this range, 97% to 98%, and remained at the same range of 97% to 98% for the 2004 survey results.  (3) In 2001, survey results showed a percentage range of 82% to 91% of MASC customers were either satisfied or very satisfied with the responsiveness, cooperation, and communication of the MASC staff.  In 2003, survey results showed an increase in this range, 93% to 98%, and an additional increase in 2004 of 93% to 100%.  

Detailed Survey Results Comparison
I.  Timeliness of MASC’s Administrative Support Services
The first part of the Customer Survey asks MASC Customers to assess the timeliness of MASC’s administrative support services by responding to three questions:  

(1) Clients were queried as to whether products and services were delivered when the client needed them.  In 2001, MASC received an average rating of 3.28 in this area (82%). In 2003, this average rating increased to 3.49 (87%), an increase of 5%, and to 3.55 (89%) in 2004, an increase of 2%.  In 2001, 34% of clients reported strong agreement and satisfaction with regard to the timeliness of product and service delivery.  This percentage increased in the 2003 survey, with 51% of clients in strong agreement (an increase of 17%), and again in 2004 with 58% (an increase of 7%).  Furthermore, the percentage of clients who were either satisfied or very satisfied with MASC’s product and service delivery increased from 93% in 2001 to 99% in 2003, and decreased to 97% in 2004.  

(2) In terms of MASC consistently meeting critical milestones, MASC received an average rating of 3.24 in 2001 (81%).  In 2003, this average rating increased to 3.46 (86%), an increase of 5%, and in 2004 increased to 3.49 (87%), an increase of 1%.  In 2001, 31% of customers reported strong agreement and satisfaction with MASC’s meeting of critical milestones.  This percentage increased to 48% in the 2003 survey (a 17% increase), and to 53% in 2004 (a 5% increase).  In addition, the percentage of clients who were either satisfied or very satisfied with MASC’s meeting of critical milestones increased from 92% in 2001 to 97% in 2003, and remained at 97% in 2004.  

(3) In 2001, MASC received an average rating of 3.23 (81%) for doing a good job of preventing problems that may lead to delays in delivering its products and services.  In 2003, this average rating increased to 3.42 (86%), an increase of 5%, and in 2004 grew to 3.49 (87%), an increase of 1%.  In 2001, 33% of customers reported strong agreement and satisfaction with MASC’s prevention of problems leading to delays.  This percentage increased to 46% in 2003 (an increase of 13%), and to 53% in 2004 (an increase of 7%).  Furthermore, the percentage of clients who were either satisfied or very satisfied with MASC’s prevention of problems leading to delays increased from 90% in 2001 to 97% in 2003, and decreased slightly to 96% in 2004.  

	Question
	Strongly Agree/

Very Satisfied
	Agree/

Satisfied
	Disagree/

Dissatisfied
	Strongly Disagree/

Very Dissatisfied
	Average



	MASC products/ services are delivered when I need them
	58% (2004)

51% (2003) 


34% (2001)
	39% (2004)

48% (2003) 


59% (2001)
	1% (2004)

1% (2003)


6% (2001)
	1% (2004)

0% (2003)


0% (2001)
	3.55 (2004)

3.49 (2003)


3.28 (2001)

	MASC consistently meets critical milestones
	53% (2004)

48% (2003)


31% (2001)
	44% (2004)

49% (2003)


61% (2001)
	2% (2004)

3% (2003)


7% (2001)
	1% (2004)

0% (2003)


0% (2001)
	3.49 (2004)

3.46 (2003)


3.24 (2001)

	MASC does a good job to prevent problems that may lead to delays in delivering its products/services 
	53% (2004)

46% (2003)


33% (2001)
	43% (2004)

51% (2003)


57% (2001)


	3% (2004)

2% (2003)


9% (2001)
	1% (2004)

1% (2003)


0% (2001)


	3.49 (2004)

3.42 (2003)


3.23 (2001)


II. Quality of MASC Products and Services; Knowledge of MASC Staff
The second section of the Customer Survey asks MASC Customers to evaluate the quality of MASC products and services, as well as the knowledge of MASC staff, by responding to three questions:  

(1) With regard to satisfaction with the quality of products or services provided by MASC, in 2001, MASC received an average rating of 3.23 (81%).  In 2003, this average rating increased to 3.54 (89%), an increase of 8%, and to 3.59 (90%) in 2004, an increase of 1%.  In 2001, 32% of customers reported strong agreement and satisfaction with the quality of MASC’s products and services.  This percentage increased to 57% in 2003 (an increase of 25%), and to 62% in 2004 (an increase of 5%).  Furthermore, the percentage of clients that were either satisfied or very satisfied with the quality of MASC’s products and services increased from 91% in 2001 to 98% in 2003, and decreased slightly to 97% in 2004. 

(2) In 2001, MASC received an average rating of 3.32 (83%) when customers were queried regarding MASC’s staff having adequate knowledge of the products or services being provided.  In 2003, that average rating increased to 3.52 (88%), an increase of 5%, and to 3.60 (90%) in 2004, an increase of 2%.  In 2001, 41% of customers reported strong agreement and satisfaction with MASC’s staff knowledge of products and services.  This percentage increased to 54% in 2003 (an increase of 13%), and to 62% in 2004 (an increase of 8%).  In addition, the percentage of clients that were either satisfied or very satisfied with the knowledge of products and services by MASC staff increased from 92% in 2001 to 98% in 2003, and remained at 98% in 2004.  

(3) When asked if MASC products and services represent good value-for-money, MASC received an average rating of 3.25 in 2001 (81%).  In 2003, this average rating increased to 3.52 (88%), an increase of 6%, and to 3.55 (89%) in 2004, an increase of 1%.  In 2001, 41% of customers reported strong agreement and satisfaction with the value-for-money of MASC products and services.  In 2003, this percentage increased to 55% (an increase of 14%), and to 58% in 2004 (an increase of 3%).  Furthermore, the percentage of clients who reported satisfaction or extreme satisfaction with the value-for-money of MASC products and services increased from 86% in 2001 to 97% in 2003, and remained at 97% in 2004.

	Question
	Strongly Agree/

Very Satisfied
	Agree/

Satisfied
	Disagree/

Dissatisfied
	Strongly Disagree/

Very Dissatisfied
	Average



	I am satisfied with the quality of products or services provided by the MASC
	62% (2004)

57% (2003)


32% (2001)
	35% (2004)

41% (2003)


59% (2001)
	2% (2004)

2% (2003)


9% (2001)
	0% (2004)

0% (2003)


0% (2001)
	3.59 (2004)

3.54 (2003)


3.23 (2001)

	MASC staff have adequate knowledge of the products or services being provided
	62% (2004)

54% (2003)


41% (2001)
	36% (2004)

44% (2003)


51% (2001)
	2% (2004)

2% (2003)


7% (2001)
	0% (2004)

0% (2003)


1% (2001)
	3.60 (2004)

3.52 (2003)


3.32 (2001)

	MASC products and services represent good value-for-money
	58% (2004)

55% (2003)


41% (2001)
	39% (2004)

42% (2003)


45% (2001)
	2% (2004)

3% (2003)


12% (2001)
	0% (2004)

0% (2003)


2% (2001)
	3.55 (2004)

3.52 (2003)


3.25 (2001)


III.  Responsiveness, Cooperation, and Communication of the MASC Staff
The third part of the Customer Survey queries MASC customers regarding the responsiveness, cooperation, and communication of the MASC staff through five questions: 

(1) In terms of customer satisfaction with the responsiveness of MASC, in 2001, MASC received an average rating of 3.46 (87%).  In 2003, that average rating increased to 3.69 (92%), an increase of 5%, and rose to 3.72 (93%) in 2004, an increase of 1%.  In 2001, 56% of customers reported strong agreement and satisfaction with the responsiveness of MASC.  In 2003, this percentage increased to 72% (an increase of 16%), and to 75% in 2004 (an increase of 3%).  Furthermore, the percentage of clients who were either satisfied or very satisfied with the responsiveness of MASC increased from 90% in 2001 to 97% in 2003, and grew to 99% in 2004. 

(2) When asked if the employees in MASC have the communications skills necessary to effectively perform their duties, MASC received an average rating of 3.29 (82%) in 2001.  This average rating increased to 3.51 in 2003 (88%), an increase of 6%, and to 3.61 (90%) in 2004, an increase of 2%.  In 2001, 37% of MASC customers reported strong agreement and satisfaction with the communication skills of MASC employees.  In 2003, that percentage increased to 53% (an increase of 16%), and to 62% in 2004 (an increase of 9%).  In addition, the percentage of clients who were either satisfied or very satisfied with the communication skills of MASC employees increased from 91% in 2001 to 98% in 2003, and grew to 100% in 2004.  

(3) When asked if MASC keeps the customer informed of the current status of work carried out through the office, MASC received an average rating of 3.13 (78%) in 2001.  This average rating increased to 3.37 (84%) in 2003, an increase of 6%, with another increase of 3.44 (86%) in 2004, an increase of 2%.  In 2001, 32% of customers reported strong agreement and satisfaction with MASC keeping the customer informed.  In 2003, that percentage increased to 44% (an increase of 12%), and to 52% in 2004 (an increase of 8%).  Furthermore, the percentage of clients who were either satisfied or very satisfied with MASC’s ability to keep customers informed increased from 82% in 2001 to 93% in 2003, and remained at 93% in 2004.   

(4) In response to the question asking if MASC helps the customer quickly and effectively solve related problems, in 2001, MASC received an average rating of 3.24 (81%).  In 2003, the average rating increased to 3.50 (88%), an increase of 7%, and in 2004 increased to 3.56 (89%), an increase of 1%.  In 2001, 39% of MASC customers reported strong agreement and satisfaction with MASC’s problem solving abilities.  In 2003, that percentage increased to 53% (an increase of 14%), and to 60% in 2004 (an increase of 7%).  In addition, the percentage of clients who were either satisfied or very satisfied with MASC’s problem solving abilities increased from 86% in 2001 to 96% in 2003, and remained at 96% in 2004.

(5) When queried regarding MASC’s flexibility in trying to meet customer needs, MASC received an average rating of 3.39 (85%).  In 2003, the average rating increased to 3.66 (92%), a 7% increase, and remained at 3.66 in 2004.  In 2001, 51% of MASC customers reported strong agreement and satisfaction with MASC’s flexibility.  This percentage increased to 69% in 2003 (an increase of 18%), and to 71% in 2004 (an increase of 2%).   Furthermore, the percentage of clients who were either satisfied or very satisfied with MASC’s flexibility increased from 91% in 2001 to 97% in 2003, and decreased slightly to 96% in 2004. 

	Question
	Strongly Agree/ Very Satisfied
	Agree/

Satisfied
	Disagree/ Dissatisfied
	Strongly Disagree/ Very Dissatisfied
	Average

	I am satisfied with the responsiveness of the MASC
	75% (2004)

72% (2003)


56% (2001)

	24% (2004)

25% (2003)


34% (2001)
	1% (2004)

3% (2003)


9% (2001)
	1% (2004)

0% (2003)


1% (2001)
	3.72 (2004)

3.69 (2003)


3.46 (2001)

	The employees in MASC have the communications skills necessary to effectively perform their duties
	62% (2004)

53% (2003)


37% (2001)
	38% (2004)

45% (2003)


54% (2001)


	0% (2004)

2% (2003)


9% (2001)
	0% (2004)

0% (2003)


0% (2001)


	3.61 (2004)

3.51 (2003)


3.29 (2001)

	MASC keeps me informed of the current status of my work carried out through that office
	52% (2004)

44% (2003)


32% (2001)
	41% (2004)

49% (2003)


50% (2001)


	7% (2004)

7% (2003)


16% (2001)
	0% (2004)

0% (2003)


2% (2001)


	3.44 (2004)

3.37 (2003)


3.13 (2001)

	MASC helps me to quickly and effectively solve related problems
	60% (2004)

53% (2003)


39% (2001)
	36% (2004)

43% (2003)


47% (2001)
	4% (2004)

4% (2003)


11% (2001)
	0% (2004)

0% (2003)


2% (2001)
	3.56 (2004)

3.50 (2003)


3.24 (2001)

	MASC is flexible in trying to meet my needs
	71% (2004)

69% (2003)

51% (2001)
	25% (2004)

28% (2003)


40% (2001)
	3% (2004)

3% (2003)


6% (2001)
	0% (2004)

0% (2003)


3% (2001)
	3.66 (2004)

3.66 (2003)


3.39 (2001)


Quality of Services Provided by Each Division:  The MASC Customer Survey asks customers to assess the quality of services provided by each division within MASC; Financial Management Division (FMD), Acquisitions Management Division (AMD), Human Resources Division (HRD), Facilities and Logistics Division (FLD), and Information Resources Division (IRD).  A comparison of the results shows that a larger percentage of customers report improvement with the quality of service provided by every division within MASC in 2003 as compared with 2001, and remained consistent in the 2004 survey results.  Specific results are available by request.
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