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4. Survey Methodology

U%: R EREING

* Online survey instrument with electronic
Invitations sent out by Sterling Research on
November 8, 2007

 Parallel paper surveys for respondents without
easy Internet access

 |Incentives included a mug or coffee for all
completed surveys and a drawing for one of
three 1Pods

o Survey closed on December 14, 2007
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There were 3,765 responses in 2007

Number of Respondents

1652

2003

2864

2005

3298

2006

3765

2007

— 14% increase In responses over 2006
— Overall response rate = 25% (similar to 26% in 2006)

UCSF 2007 Customer Satisfaction Survey

February 2008
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- Response rate by Business Unit 2006 vs. 2007
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RASSINTIN
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39%
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CHANCELLORS EXECUTIVEVICE SCHOOL OF SCHOOL OF SCHOOL OF SCHOOL OF STUDENT VC- VC-UNV
IMMEDIATE CHANCELLOR DENTISTRY MEDICINE NURSING PHARMACY ADMINISTRATION ADVANCEMENT &
OFFICE & FINANCE PLANNING
 School of Dentistry response rate was up by 10%.
*School of Nursing response rate was up by 6%.
*\VVC-UNIV Advancement & Planning response rate was down by 6%.
Note: 387 customers did not have a business unit for 2007, which is 3% of the total customer list.
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Survey Methodology
Number of Responses by Unit - Administration
UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007

833

900 -

66

SdIv4dv
Vo317 40 301440

S3JING3S 1Idnv

301440
ININIOVNVYIN
NVHO0dd
INIT 4S0N

S3DIAYES FD110d

NOILVSNaddNOD #®
SNOILVIIHISSVTO

ONINNV1d
IVIONVNIL
¥ S1143aN3d

NVHO0dd
JONVLSISSY
d44v1S AL1NOVS

February 2008

S3JING3S
ININLINGO3Y

100d
ININWAOTdING
AdVHOdNT L

SNOI1V13d
J3A0TdINE
¥ d04avl

S3JING3S
ININITOVNVYIN
ALlTgvsida

ONINIVHL
¥ LNIINdO13IA3IA

UCSF 2007 Customer Satisfaction Survey



Survey Methodology
Number of Responses by Unit — Campus Life Services
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UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007
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Survey Methodology
Number of Responses by Unit - CPFM

UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007
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Survey Methodology

Number of Responses by Unit - Controller

UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING
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Survey Methodology
Number of Responses by Unit — Finance & OAAIS
UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007
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FAS Roll-Up

T C.A.R.E. Summary
l&: STERLING
RESEARCH GROUP. INC.
O 2003 O 2005 O 2006 O 2007
5 -
Extremely
Satisfied
4454 381 368 380 371 3.79 3.82 250 3.69 3.79 3.66 376
3 4
2 4
Extremely
Dissatisfied
1 T T T T 1
Overall Collaborative Composite  Accountable Composite  Responsive Composite Efficient Composite

C.A.R.E. Service Attributes

UCSF 2007 Customer Satisfaction Survey February 2008 1111



FAS Roll-Up
Question Summary — Collaborative Composite

l'% UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

Satisfaction Mean Scores

Extremely S

Satisfied

Extremely
Dissatisfied 1

Helps achieve goals

02005 002006 002007

C.A.R.E. Service Attributes
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FAS Roll-Up
Question Summary — Accountable Composite

UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

Satisfaction Mean Scores

Extremely
Satisfied

Extremely
Dissatisfied

Delivers what's expected Helps comply

0 2005 [0 2006 [0 2007
C.A.R.E. Service Attributes
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FAS Roll-Up
Question Summary — Responsive Composite

UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

Satisfaction Mean Scores

Extremely
Satisfied

Extremely
Dissatisfied

Understands needs Timely delivery

02005 002006 012007

C.A.R.E. Service Attributes
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FAS Roll-Up
Question Summary — Efficient Composite

UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

RESEARCH GROUP. INC.

Satisfaction Mean Scores

5_

Extremely
Satisfied

3.97
381/ 3:88

2-
Extremely
Dissatisfied

1_

Quality Cost effective Competent staff Communicates

@ 2005 O 2006 O 2007

C.A.R.E. Service Attributes
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Key Findings for 2007:

i Sample Profile by Location

Other, 139, 5%

Fresno, 365, 12%

SFVAMC, 3, 0%
SFGH, 34, 1%

Mt. Zion, 139, 5% Parnassus, 1288,

42%

Mission Bay, 358,
12%

Mission Ctr

Building, 375, 12% _
Laurel Heights,

317, 11%

UCSF 2007 Customer Satisfaction Survey February 2008 1616



&5 Number of Responses by Location

2006 vs. 2007 £
UCsF

STERLING
RESEARCH GROUP. INC.
_ 0 2006 O 2007
1400 1288
1200 A
980
1000 A
800 -
600 -
381
400 4 326 317 375 358 365 355
200 - 125 139 139
34 21 4 50
Parnassus Laurel Heights Mission Ctr Mission Bay Mt. Zion SFGH SFVAMC Fresno Other
Building

*Big increases at Parnassus, Mission Bay, and Fresno.

*Decreases at SFGH and in the Other category.

UCSF 2007 Customer Satisfaction Survey February 2008 1717



FAS Roll-Up

F=—
{3 ) ° 3
e Overall Satisfaction by Location E
STERLING
RESEARCH GROUP. INC.

S 1 @ 2005 O 2006 O 2007

Extremely

Satisfied

3.95 3.93 3.95 3.96 4.05 3.95 3.97 4.00
41381388 35039 """ 387386 389" 3.833.83 " 391383 392 15390383
3.68 3.75 3.70 '

3 -
2

Extremely

Dissatisfied
1 T T T T T
Overall Parnassus Laurel Heights ~ Mission Ctr Mission Bay Mt. Zion SFGH SFVAMC Fresno Other/NA
* *
Location
Sample size in 2007 is fewer than 50 respondents
UCSF 2007 Customer Satisfaction Survey February 2008 1818




P Key Findings for 2007:

" Sample Profile by Professional Classification

UCsF

Other/NA, 98, 3%
Post

Doc/Housestaff,
222, 7%

Faculty, 361, 12%

Other Academic,
165, 5%
Student, 322, 11%

Dept Chair/ Dean/
Director/ Vice
Chancellor, 29, 1%

Staff - Manager,
548, 18%

Staff - Non-
Manager, 1256,
43%

UCSF 2007 Customer Satisfaction Survey February 2008
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Number of Responses by Professional Classification

2006 vs. 2007 £
UCsF

STERLING
RESEARCH GROUP. INC.
1400 -
1242 1256
1200 -
1000 A
800 -
600 A 553 548
400 { 350 361 322
222
200 - 122 165 146 167 08
29 37 51
0 T T T T T T T 7 O T 8 O T 1
Faculty Other Dept Chair/ Staff - Manager Staff - Non- Student Post Medical Center UCOP Staff Other/NA
Academic Dean/ Director/ Manager Doc/Housestaff

Vice Chanceller

*Big increases from Students and Post Docs/House staff.

*No major areas of reduced participation.

UCSF 2007 Customer Satisfaction Survey February 2008 2020



FAS Roll-Up

Overall Satisfaction
by Professional Classification

UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

0 2005 O 2006 O 2007

5 -
Extremely Overall Satisfaction Mean Scores
Satisfied

3.95
3.88 3.91

41 sl 377 378 375 8
Extremely
Dissatisfied

Owerall Faculty Other Academic Dept Chair/Dean/Director/VC
*

Professional Classification
Sample size in 2007 is fewer than 50 respondents
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FAS Roll-Up

Overall Satisfaction

by Professional Classification
UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007

Overall Satisfaction Mean Scores

0 2005 O 2006 O 2007

Extremely 5 -
Satisfied

4.04
288 39 2 86 3gg 398 3.99

Extremely
Dissatisfied

Overall Staff-Manager Staff-Non-Manager Med Center Staff
Professional Classification
Sample size in 2007 is fewer than 50 respondents

UCSF 2007 Customer Satisfaction Survey February 2008
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FAS Roll-Up

Overall Satisfaction
by Professional Classification

UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

Overall Satisfaction Mean Scores

Extremely 0 2005 O 2006 O 2007
Satisfied 5 -

4.17 4.12

Extremely Overall Student Post Doc/House Staff Other/NA
Dissatisfied

Professional Classification

UCSF 2007 Customer Satisfaction Survey February 2008 2323



Key Findings for 2007:
) Sample Profile by Business Unit

U rﬂ: R EREING

Other, 15, 0% Chancellor's
Immediate Office,
14, 0%

University
Advancement &
Planning, 80, 3%

Executive Vice
Chancellor, 288, 9%

MC2-Medical Center,

1, 0%
Administration &

Finance, 743, 24% School of Dentistry,

168, 5%

School of Pharmacy,
113, 4%
School of Medicine,

School of Nursing, 1618. 52%
, 0

152, 5%

UCSF 2007 Customer Satisfaction Survey February 2008 2424



Number of Responses by Business Unit

=
- 2006 vs. 2007 E
l&: STERLING
RESEARCH GROUP. INC.
1800 -
1616 1618
1600 -
1400 A
1200 -
1000 -
800 - 743 732
600 -
400 - 267 288
168 152
200{ . . 120 127 109 113 80 75 29 15
0 T T T T T T T T T I 1
Chancellor's  Executive MC2-Medical School of School of School of School of VC Admin &  VC-Univ Other
Immediate Vice Center Dentistry Medicine Nursing Pharmacy Finance  Advancement
Office Chancellor & Planning

*No major changes in participation by Business Unit.

UCSF 2007 Customer Satisfaction Survey

February 2008 2525



FAS Roll-Up
= Overall Satisfaction by Business Unit £

STERLING

RESEARCH GROUP. INC.

0 2005 O 2006 O 2007

Extremely
Satisfied 9 ]

411

004, 4.034. 4.02 .
1281388395 388 _ 387389392 4.004.00 239539 . 383387 384 4.01 2 oa7a> 285392 3.893.88 401
' 3.50 '

Extremely & S® & &
Dissatisfied

Sample size in 2007 is fewer than 50 respondents
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FAS Roll-Up

Summary — Internal FAS Customers £
UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

Satisfaction Mean Scores

0 2006 FAS O 2007 FAS

Extremely
Satisfied S 7
4.03 4.03 4.03 4.03 4.03
, 39179 380" 3570t 3700 55397 563395 50t 55399 30105 55304 589" 5get Ot 5,396 357400
3
2
1 L) L) L) L) L) L) L) L) L) L) L) L) L)
Extremel N NS > & o » S @ NG & g @ © Q&
. mely \\@@ P ¢ \\(,\Q’ & ’.\\@Q’ ofz}\ 0@ X . \(;Z‘r‘ & ,{59\ S RS
Dissatisfied AQ & S o X &@ & S Q S Q R
& ¢ & ¢ & & & & ¢ & £ ¢
oé\ & 00& < ot N

C.A.R.E. Service Attributes
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FAS Roll-Up

Summary — External Non-FAS Customers £
UCSF CUSTOMER SERVICE SATISFACTION SURVEY: 2007 STERLING

Satisfaction Mean Scores

0O 2006 Non FAS O 2007 Non FAS

Extremely
Satisfied S 7
4 1385392 384391 353390 390,59 379385 ,,-383 38659 575386 38939 35,386 384391 350386 5,384 383390
3 -
2 4
1 L) L) L) L) L) L) L) L) L) L) L) L) L)
Extremel N NG > & < » S @ NG & g @ © >
Dissatistied & & ¥ & & & & S F & & s L
© S <& g N o & (@ & S NS & S &S
< A (@\ N & < O > Q> Q @Q <&
0& c® S O DS

C.A.R.E. Service Attributes
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& Interpreting Results:

: Key Driver Analysis
U%: RERNN
Higher impact on satisfaction
3.85
A
Maintain Strengths
3.8 -
Less important and More important and 5
S more satisfied more satisfied 2
. S
s 7]
a e
5 e Secondary &
° (] nan
Opportunities =
3.65 - .
Less important and
less satisfied
36 —mmmm ————————————————— 17—
0.81 0.82 0.83 0.84 0.85 0.86

Impact on Overall Satisfaction
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Next Steps:

=3
Higher impact on satisfaction
MAINTAIN STRENGTHS

410

404 « Right_Skills

34 4 * Dalivers_Cluality
B 3894
% # [alivars + Achisve Goals
g 349
E
£
toaaq »Gomm_Effective
5 Sl * Und_Neads
£ as-

ag # Dalivers_Timaly

* Cost_Effective
3.4 4
3.8 4
SECONDARY OPPS, PRIMARY OPPS,
EI'H I I I I I I I I I I
08 o8 ne oR oe oe og .8 04 a4 o4

UCSF 2007 Customer Satisfaction Survey

Impract

February 2008

)

f

STERLING

RESEARCH GROUP. INC.
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o Key Findings for 2007

l@: FAS Rollup

STERLING

RESEARCH GROUP. INC.

» Average overall experience = 3.95/5 for 2007
—> 3.87 for 2006

—> 3.80 for 2005
—> 3.70 for 2003

e Score increases occurred on average for every question except for “Helps comply
with policies and procedures” (which is a relatively low driver on satisfaction)

* Responsiveness continues to be a challenge to FAS departments

 Internal customers continue to be more satisfied than external customers across all
attributes; and scores are going up among internal customers more quickly than
with external customers

« Satisfaction does not vary much by location but Mission Center is the most
satisfied

» Faculty and academic administration (dept chairs, deans, etc.) are more critical of
FAS than other areas of UCSF. Non-manager staff and students rate FAS higher
than other professional classifications.

 VC Admin & Finance and VC Advancement and Planning are among the most
satisfied business units.

UCSF 2007 Customer Satisfaction Survey February 2008 3131



Trended Results

F
STERLING
RESEARCH GROUP. INC.
450 -
412
4.08
4.04
3.99
4.00 - 3.96 3.94 3.94
3.88 3.87 3.88
3.85 382
370 372 3.73 368
3.65 )
3.60 3.63 361 >0
3.55
3.50 -
3.00 T T 1
Administration Campus Life CPFM Controller Finance OAAIS Audit Legal
Senices
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Audit Services

Additional Detail £

R EREING

o Overall satisfaction declined from 3.68 to 3.51 (but this was not
significant)
o Addition of filter question
« Significantly lower scores for...
— Achieve goals
— Understands needs

— Right skills
— Practical solutions

« Particularly large gaps between FAS and non-FAS opinions

* Open-ended comments suggest that the dept could be more
collaborative and knowledgeable about their customers and that
customer service is uneven.

 Data suggest that they need to work on a more solution-oriented
approach that helps other departments achieve their goals.

UCSF 2007 Customer Satisfaction Survey February 2008 3333



Trended Results
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2 Benefits & Financial Planning

Additional Detail
l&: ITIONa etlal STG

e Score declined from 4.08 to 4.00

— Still high but a significant decrease

« Lower scores for...
— Helps me achieve my goals
— Delivers what’s expected
=» These two areas also have the greatest impact on satisfaction

* No major difference among various groups/locations, but
men are significantly less satisfied than women

e Open-ended comments suggest...

— There are some exemplary staff members that are often mentioned by
name

— Customer service can be an issue — responsiveness in particular
— Some errors In processing stand out in people’s mind

UCSF 2007 Customer Satisfaction Survey February 2008 3535



Trended Results
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.. Conference Center @ Mission Bay

Additional Detail ya

R EREING

 Significant declines in 7 out of 9 areas
— Helps achieve goals
— Delivers what’s expected
— Understands needs
— Delivers in a timely manner
— Delivers quality services
— Staff has right skills
— Communicates effectively

e Understanding needs is a key opportunity to drive satisfaction higher
e Open-ended comments suggest

— Facility is very nice

— Very, sometime prohibitively, high prices

— Spotty and unreliable service

— Communication issues

UCSF 2007 Customer Satisfaction Survey February 2008 3737



Trended Results
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Trended Results
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Student Accounting
Additional Information

U%: R EREING

e Unit had a particularly good year in 2006, with 2007 closer
to 2005 level

* Lower scores for...
— Delivers what’s expected
— Helps comply
— Delivers products/services in a timely manner
e Delivers what Is expected and timely delivery, along with

understands needs, are key drivers of increasing
satisfaction

e Open-ended comments discuss errors in processing,
Inconvenient hours for students, and inconsistent service.

UCSF 2007 Customer Satisfaction Survey February 2008
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Trended Results
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Campus Procurement
Additional Information

U%: R EREING

« Number of responses dropped by about half (added a filter question)
« Scores declined in 2007 for all survey questions

» Lowest scoring areas include...
— Delivers in a timely manner (3.35 to 2.91)
— Communicates effectively (3.43 to 3.07)
— Understands my organization’s service line requirements (3.46 to 3.14)
— Facilitates problem resolution (3.46 to 3.15)
— Understands needs (3.51 to 3.16)

 Understanding service line requirements and delivering in a timely
manner are high impact areas for improvement

e Open-ended comments center on staff issues, including high
turnover, low knowledge-levels, and a sense that the unit is
understaffed. Many respondents cite unresponsiveness in their
comments.
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Trended Performance:
i Trended Data by Survey Unit

U%: R EREING

A number of areas had statistically significant increases in scores (<0.10
level) on a majority of questions from 2006 to 2007

Campus Life Services: Administration:
Technology Store (7/10) Development & Training (10/10)
Shuttle/Rideshare/Campus Fleet Management (9/9) Labor & Employee Relations (8/10)

CPFM:
Fire & Life Safety (10/10)
Lock Shop (9/11)

Construction/Facilities Contracts (10/10)

Controller:

General Accounting/Cash Management
(12/12)

Extramural Funds Accounting (11/12)

Construction/Facilities Finance & Accounting (10/10)

Information Systems: =
Finance:
ITS — formerly ADCOM (10/10)
Campus Budget Office (9/10)

Customer Support Services (10/10)
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4. Trended Performance:
i Trended Data by Survey Unit

U%: R EREING

There were only two areas had statistically significant decreases in
scores (<0.10 level) for the majority of questions from 2006 to 2007.

Campus Life Services:

Conference (@ Mission Bay (7/8)

Finance:
Campus Procurement (12/12)
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Summary

U%: R EREING

e Wins for 2007
— Overall score increases
— Higher participation
e QOpportunities to Improve operations in many areas
still exist — responsiveness and staff skill
* Tools for continuous Improvement
— Detailed comments
— Key driver analyses
— Customer segmentation
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