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If you needed brief, factual information, such as what you 
would find in a dictionary, encyclopedia, directory, etc., 
where would you most prefer to look? Total Percent

Online reference book available via the librarys Web site 0 #DIV/0!
Print reference book available in the library 0 #DIV/0!

Free Internet source such as Wikipedia 0 #DIV/0!
Other 0 #DIV/0!

Dont know 0 #DIV/0!

Total 0 #DIV/0!
Did not respond to this question 215

If the book you need is checked out by another library user, y y y ,
how likely are you to place a hold on the book so you can 
check it out when it is returned? Total Percent

Definitely would not 0 #DIV/0!
Probably would not 0 #DIV/0!
Might or might not 0 #DIV/0!

Probably would 0 #DIV/0!
Definitely would 0 #DIV/0!

Dont know 0 #DIV/0!

Total 0 #DIV/0!
Did not respond to this question 215
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lib056_Please tell us what you appreciate the most or what is working well for you regarding the Library and Library Services

ability to get the information needed either in book form or on line.
Access to the computers in the lab areas.  Access to technical support staff and the quality of technical support service.
Access to the Internet via computers, including the "Quick-Access" computers at the stand-up desks on 3rd floor. Availability of notebook computers to borrow. 
Wireless access to the internet.
Access to the resource databases. 
accessibility to books is satisfactory
Accessing the library from home has been the most important library service for me, because I am a full-time worker and student. Physically going to the library 
can be challenging with my busy schedule.

As a student in the new History Grad. program that has a heavy digital component, the library has almost anything a student like myself could ask for.  The amount 
of available computers (Macs and PC's) and video equipment along with the editing rooms, has really been a plus knowing that it is there when  and if I need it.  
Also, the staff was very helpful and knowledgeable about the technology and will and able to help me with creating a website.
Availability of computers and a very friendly staff
Being able to come in on both Saturday and Sundays.
Being able to communicate quickly wit librarians from home/off campus.  I like the instant messaging feature on the library website.
Checking out books, using on-line resources and studying.  

Classroom and course support. Online support. Prompt responses and offers to help. Some librarians even offer to make a special trip to campus or stay late to 
help students. Very supportive of our needs in the College. Open to solving problematic situations. Librarians kept us up to date with APA changes. Librarians 
have offered to visit classes that meet off campus several times. This is really helpful!
Classroom instruction is valuable for my students; online resources are helpful for my research.
Commitment to leveraging technology to make information more readily available and accessible
Comprehensive and a great resource for research
computer access
computer availability
do not use library ever
Electronic data basee and accesibility through the Internet
Electronic reserves, the Circuit, Interlibrary loan.
Enough room for everyone. good amount of space
Enought computers for everyone
Everyone is friendly and willing to help. It is always a good thing that whenever I need the library it it open. Great availability!
Everyone is very helpful and polite.
everyone is very helpful.  No one ever hesitates to help
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Expert faculty   Excellent administration   Newness.
front desk staff have been very helpful
Great service when needed. Phenominal learnin atmosphere! (quiet and clean) organized!!!
I am amazed at the amount of resources available especially with regard to various types of electronics equipment.  I did not know so many toys (e.g. video 
cameras, scanners, Macs) were available to us until last semester.
I appreciate a nice quiet place to study.
I appreciate that the library is open both Saturday & Sundays to help with people who work during the week!
I appreciate that the university makes the library a comfortable place that has peace and quiet so people can concentrate.
I appreciate the helpful staff the most.  They are always very courteous and even if they are unable to answer your question they are always eager to find someone 
who can.
I appreciate the hours of the library - it is almost always open when I need it. 
I appreciate the hours that the library is open. I also appreciate the amount of databases that are available to me which enables me to obtain important research 
information needed in projects, assignments, etc. 
I appreciate the quiet reading room upstairs on 5th floor and I love that we can have beverages with closed lids in the Library. 
i appreciate the staff and resources the mostpp
I Appriciate Ann, she mostly helped me with my reaserch that It means alot when I did not know how to look for sources. I think knowing how to look for datas and 
how to use different format or computer knowledge helps the student the most that a library staff needs to have.
I can access materials (books and articles) from all over the country.
I enjoy all the confortable black chairs spread throughout the library. All the staff are friendly and open to answer questions. 
I enjoy the help and friendlyness of staff memembers.
I enjoyed the last tour I took along with my LTWR 300A class before Spring Break, because I was able to find how the Library books were categorized.  The 
Research Databases link is extremely helpful and the variety of databases accessible by CSUSM students is a great help, in itself.
I have used the library services a few times and every time I really needed that help there was always someone right there to help me. 
I haven't used the library services except for going there for meetings.  Staff always welcome you with a smile, ask if they can help you....  and it is always very 
clean.
I like being able to do most research from home through online services
i like how we can access online journals from home. 

I like the fact that we can use the media library to view movies we have missed in class. I also like that we can sit in comfortable chairs in a relatively quiet 
atmosphere to write papers. I also like that the library has  numerous books on every seemingly every subject. I can always find research information.
I like the library hours and the privacy
I like the quiet study space that it provides
I like the quiet working areas. I really like the number of private, quiet areas to study.
I love that I can run into the library and print something out for a class that day if my printer at home is not working properly. I've never had a a time where I had to 
sit and wait to use a computer. 
I love the 5th floor study rooms! they help me concentrate and get work done.
I love the atmosphere in the library. It is always clean and seems to be very orderly.
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I love the fact that i can always find a computer open for my use
I love the quietness, and calmness of the rooms
I love the use of technology that is available for students here in the Kellog Library.  Scanners, Copiers, printers, and the availability of the computers.  
I really enjoy the study rooms on the fifth floor. Its a place i can go alone, close the door and really get work done!
I really enjoy the study rooms.  The classes I take, Linguistics, Anatomy of Speech & Hearing and ASL, require that I speak out loud while studying and the study 
rooms give me a space to do this without bothering other students.
I really enjoy working with the librarians. They are very knowledgable and helpful to my students and to me. I really love the caliber of the art exhibits that we have 
and how they support classroom learning objectives. I also appreciate the caliber of our media library and the helpfulness of the staff there.
i really love being able to access articles, etc. online. i also enjoy how i can locate where a book is/if it is in, etc.
I think the circuit is wonderful. I was able to get books and journal articles within just a few days of my request.
I work as staff here at Cal State.  I love the fact that I'm able to search for books through interlibrary loan/the Circuit, request the book and get in a day or two.  
This is a huge help to me.  I find just about any book I want.  With my busy schedule of having a 3-year old, it is tough to find time to get books for myself in the 
library close to our home in Vista.  Plus, the books I want I also seem to have to request any way.  This is such a convenient way for me to check out books.  
Thank you!!
I work during the day so it's nice that the library is open later.g y y p

Inter Library Loan makes it so that I have access to almost any resource I need. They are usually really quick which is very important with due dates, etc.
it helps me a lot
It is a comfortable place to get work done. 
It is there and offers everything I need
It's a wonderful source of student engagement and activity
it's convenient access, lots of computers, comfortable seating and area to work
It's desire to help students get what they need... even if that means going beyond the minimum. 
I've never been at a loss for help, so I would say the staff has been brilliant. The electronic journals have been the most valuable to me. I have requested a book 
from UCSD and the book arrived that day... I was amazed!!
lots of studying space
love the fact that I can access most articles from home.  My schedule is quite random, so having the flexibility to utilize the computer anywhere and anytime I need 
is key.
n/a
nice/clean facility
Our library specialist has been very helpful in conducting classes for my students to help them find resources.
Outstanding facility, very good staff.
Plenty of places to study
Quiet and comfortable spaces to study in the library
Service desk is very helpful - even when challenged.
Staff is helpful and polite, resources are readily available, lots of places to study & able to easily concentrate in quiet areas. 
Staff is knowledgable on materials available and location of resources
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Staff is knowledgeable and helped me use the databases to find needed articles and research for papers.  Online journals, databases extremely valuable.
Staff service
The ability of having the library open. Having the ability of being able to get on the internet and seeing what is available. 
The ability to look at full journal articles on the computer
The ability to research many databases from home is the most important library feature.
The amount of books and how easy they are to find.
The availability of computers and copiers without having to wait is very convenient.
The book stacks are organized very well and it's quick and easy to locate the book you're looking for once you have the call number.
The Circuit borrowing system.
The comfortable chairs with access to an electrical outlet.
The efficency of library web site
The effort to get us what we need in spite of insufficient funding. 
The facility itself
The Journal Resources are so important and having many databases as well as technical/informed helpers at the library to help students navigate these data p g y p y p g
bases to get really relevant information is great.  
The legitamacy of the articles and journals that can be found online trought the library's website. Are very helpful. Especially since we can access this information 
from off-campus sites. It makes things easier for people who commute.
The liaison for our college is great and I really appreciate her efforts to keep us involves.
The librarians are always willing and eager to help any student with any problem and encourage them to come in at any time.
The librarians I have asked for a help for reserach was willing to help me then. Their works are just great!
The Library has a great studying environment. 
The library has a lot space were the students can go and study.
The library has an adequate amount of resources, and whatever is not available can be found through the interlibrary loan system. 
The library provides student with a large range of options such as books, articles, and etc...
The library staff are incredible. I've never experienced such support and excitement from the librarians. Thank you, thank you, thank you!
The library staff arre amazing. The women who do the informational tutor sessions with the classes about how to research material is so helpful and truly changed 
the way i do research. Got me through college!
The library staff is extremely friendly and knowledgeable.

The library was extremely clean and user-friendly at all times.  I was impressed at how well the library was organized and that it looked presentable at all times.  I 
am also extremely pleased with the way the third floor always had a wonderful exhibit which showcased the diversity and artistic nature of the CSUSM campus.  I 
had the pleasure of attending a art gallary exhibit and presentation during my time on campus.  The young woman that had invited the artist to our campus did an 
excellent job of making sure everything was set up, in place, and welcoming to our guest and fellow students.  I was very impressed.  I am also pleased at how 
many computers are available to students and that they are located in two different sections of the library.  This helped to ease the traffic flow.
The library work spaces including the computer labs have been especially useful.
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The library's book stacks are great!  Excellent books, and all are relatively easy to access.
The Library's hours are fantastic, it is open when I need it most (Spring Break) 
The one thing I enjoy most about the library is the silent reading room. I found the room on my own at the beginning of the spring 2008 semester and have been 
using it several times a week ever since. It is a very comfortable setting to do work or relax in.
The part of the Library that I use most is the computer lab and the open study areas.  These areas work well because they are easy to get to and most students 
are respectful of the rules.
The quiet atmosphere, good lighting, and helpful library staff made it a calming place to be during very hectic times.
The Research Help is good for solving problems or questions i have.  Yesterday I was looking for a periodical and I couldn't find it so I asked a young lady at this 
desk and she called for help and within a few minutes of that she handed me the periodical.
the seating and atmsphere of the library is what works best for me.
the selection of books in the library is pretty abysmal.  the circuit works nicely, but it would be better if OUR library had the books that students, staff, and faculty 
are looking for.  
The space available and number of books and computers available is a huge benefit.
The staff and students that work in the library are top notch, always helpful and courteous.
The staff is almost all great --  professional, intelligent, respectful towards faculty, intellectually creative, and helpful to students.  They are exceptional at CSUSM g p g p y y p y p
in that they understand the mission of the university, thanks in large part to Marion's leadership.
The staff is amazing: competent, accommodating, knowledgeable, courteous, willing to help.  This praise should be directed specifically to Judith Downie, whose 
dedication is exemplary, and the techs behind the desk in the Media Library where I often have questions or needs.
The staff was so helpful in assisting me on a research paper that I had gotten too much information  for. They (Melanie Chu) helped me pick out what was 
important and helped me make my thesis more consise.
The student technology helpdesk is very efficient, and helpful..I would not have made it through some semester's without them all!
The timeliness of receiving off-campus materials is great.   The access to these services is very important.
The vast information available in the library and the work environment it sets up.
their willingness to help
there are a lot of study places, and it is pretty quite. comfortable emvironment.
There are some library assistants that are very informative and willing to help, however most of the others would rather do their own homework than help people 
with questions and most often say "sorry, don't know" when asked questions. 
There are usually plenty of computers and people aren't talking too much or too loud
There is usually an open computer for use for extra research in the library. The librarians were a great help in explaining plagarism. 
They were able to help me with my research and taught me how to improve my researching skills.
Very advanced.
very quiet

What works well is the online databases--that's the most important part of what I use the library for.  The online databases--particulary ones like JStor and 
Academic Search Premier and MLA Bibliography--provide most of what I obtain from this library, and I can often get journals online that we don't have in print.
When ever I have been their everyone is always helpful.
Working with Yvonne and her help in working with my classes
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lib057_Please describe any difficulties you have had with any aspect of the Library or Library Services

A few times the personnel staffing positions were not exhibiting and approachable demeanor
accessing full text journals in social sciences
As an administrator, I don't use the library that much, so no difficulties to report
availability of computers, during rush times like "university hour" it is really hard to find a computer to use.
Because I need for my surroundings to be quiet while I am working on assignments I look to use the study rooms on the fourth and fifth floors of the library. Many 
time when I look for a study room I find that they are already taken. 
Budget--many items are unavailable through circuit [esp. A-v] but we don't own it; it becomes necessary to rent materials or seek them from public library 
collections.  We could also use more and better trained research/resource librarians on the ground floor.  Several are very good, but often it is only work study 
students or others with limited range/experience.
Computers are sometimes crowded. Small rooms for group work are often full.
Copiers and printers.  Should be able to get print cards more easily.
Dearth of PC, particularly Dual-Monitors. A female staff on the CHECK OUT counter did not show her willingness to work for me.
despite being a teaching library not all faculty were helpful with classes (though most were)
Difficulty with knowing how to use some research databases and finding the appropriate library staff for help.
Finding a computer available during busy hours...
Finding an open study room.  It's hard to find one that's open and most of the time only 1 person is in them.  
finding books in the library is kinda difficult.
getting a computer
hours
How many articles aren't in online format
I can't eat while I am doing my homework; I have to stop and go outside to eat.

I compeltely understand why this is so, but the book collection is limited.  I have not had any difficulty, however, in having them sent from other campuses. 

I hate it when you have a paper to finish in a crunch, and no computers are available because half the users are on myspace. I know your can ask someone for a 
computer, but thats not really cool. Maybe every hour or so campus police can walk around the third floor slapping anyone who is on myspace.  
I have a hard time retrieving imformation with the "internet resoucres" you find on the library catalogue.
I have had some trouble accessing the movie reserves from my home computer.
I have wanted more morning time accesses to the library on weekends, for meeting with project partners (or groups) full weekend access to the library would be 
extremely useful.
I haven't had an introduction into the library (as a new employee), hence, I really don't know how to use this library or what they have to offer.
I needed to get an article from the microfilm department and could not find anyone to help me.
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I only used the study rooms a few times, but when I did, I had a difficult time trying to find one empty. 
I wish I'd known earlier that full etexts were available from home.
It is a little challening when the website goes down.
it is not adequately open on the weekends

It's frustrating to have to get books from other campuses which means we can only have them for a short period of time. I'd love to see our book collection grow. 
It's very crowded and there are rarely places to sit and study. Even when I go to the top floor I have a hard time finding a desk that's free. Usually they are 
occupied by two or more students who are just talking, and not studying. Finding a computer is a problem but not as bad as it was last year. Still, it annoys me 
when the computers are full and I see people MySpace and those type of sites when I actually have important things to do.
I've had no difficulties.
Library hours are sometimes too small, and it would be great to have more desks or small study areas/rooms sometimes during busy periods. 
library hours on weekends noise - especially school kids going thru
Lost in the stacks = couldn't locate number and found in another room
Many library helpers are doing their own homework and don't try to help. 
n/a
n/a
n/a
N/A
N/A
n/a
N/A
N/A
NA
Need to open longer during nights and weekends.  
no difficulties
No problems
No really aware of the full extent of the services, did not go over them at transfer orientation
Noisy
none
none
none
None
None
None
none
None
None
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none
None
none
None
none so far.
None that I can think of.
None, except the tight control on the technology resources, namely the broadcast equipment for the video students. Access was unusually difficult which is 
dissuading. 
None.
None.
None.
Not enough computers

Not enough computers at peak hours. Understanding the library webcite when it comes to research. To difficult to navigate webcist. Can't you just have one 
opening page with a box where you can type in your topic of research and not have to go to a specialty cite I mean that I don't like having to navigate throughopening page with a box where you can type in your topic of research and not have to go to a specialty cite. I mean that I don t like having to navigate through 
several different resources to find information such as PubMed and all the others. Can't you just have one cite that has it all and simplify it. 
not enough printers/copiers during finals time
Not finding an open computer
Not much comfortable seating just for reading. And sometimes, hight level of noise.
nothing so far...
Ocassionally the availability of the computers on the third floor isn't there. During these times I ocassionally see people using them for leisure such as 
MySpace,etc. This is frustrating when I need to do research/homework type work!
On rare occasions, not enough computers available. 
One difficulty is that there are not enough primary resource databases especially from the 1960's and 1970's.  I would like to have access to the New York Times 
and the Washington Post.  I had to pay for these services on my own.

One particular staff member in the Library (that checks out books to me) has been rude on several occasions.  Also, she, in my opinion, has acted in a 
rude/inappropriate manner toward another staff member or student assistant that was sitting right next to her when I approached the desk.    Once when I had a 
question about getting books throught the Circuit, all of the staff members there at that time could not help me.  I wanted to find out if I could be placed on a 
waiting list for a book that was on the bestseller list (ex) T is for Trespass.  No one was able to help me with this question.  Later, a few weeks after, I asked 
someone at the front desk about this again and I found out the information I needed.
People on their cell phones where they aren't supposed to be, the noise level of quiet areas.
photocopies and card dispenser is frequently on the blink
printers print poorly and often there are issues with the print cards
putting money on a print card
Really, not many.  The only time I ran into a difficulty was I needed a print card the Saturday before spring break and the library was closed. But that was my fault 
for not planning ahead.
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Remote access from home is made difficult in certain databases as they are not Mac-compatible or expect everyone to have the latest, fastest technology and 
many of us do not as we can't afford it and can't live at the campus to be in the library all the time. 
Some students are inconsiderate and will gather around a computer and yap yap yap loudly while others are trying to concentrate.  I thought it was common 
knowledge that libraries were quiet places?
Sometimes atmosphere is hot/stuffy. 
Sometimes I can't find a open computer.
Sometimes it gets to noisy with other students talking on their cell phones while still in the library.
Sometimes it is hard to deal with problems regarding noise in the Library.
Sometimes its harder in the afternoon to find a computer space.
Sometimes later in the afternoons there are no avaliable computers on the third floor.
Sometimes people are not courteous of others quiet time, 
sometimes their is not a lot of people that can help in the computer room.
sometimes there is not sufficient unoccupied private rooms for groups to work in.
Staff was untrained in how to connect a personal laptop to the campus network
Staplers in the computer rooms around campus, not jsut in the Library. Especially in the second floor of Academic. p p p j y p y

Students need to be respectful of others when using cell phones or talking with group members. It's up to each student to make sure the noise level is reasonable.
The air conditioning in some of the study rooms were broken and would not work.
The challenging part is to find a place to study, especially during finals, all the rooms are taken, and most parts of the library are filled. 
The copy machines are bad. They break down often and can be a pain to use, but the are necessary to use if i can't take stuff out of the library... (or i could use a 
scanner...) and they are mostly trial and error when it comes to minimizing or maximizing page...   ALSO- the San Diego County Library does not seem to be 
cooperating with the Circuit rules and it is a hassle when you order a book and it automatically comes from that choice because you can't change the choice.. but i 
didn't get  my book in time either!
The databases are not very efficient.
The difficulty was when people talk specially in 2 floor when I was trying to write my paper I could not focuse on my paper at all. People should not be too loud in 
the library area.
The evening hours are terrible. Students work late, much later than 9 p.m.
the Internet is usually very slow
The Kellog computer lab is consistently loud due to people talking on their phones.  While there are a other labs on campus that are "not quiet" the Kellog one has 
notices on the wall indicating that people should take their talking outside.  The irritating part is that no staff says anything to these people, but are up in arms if 
somebody takes a drink of water while in the lab.  

The library budget is constantly being cut, there are years when virtually no book buying takes place, we don't carry needed journals, and every few years we're 
asked to slash more.  It is very frustrating for me to try to teach students  to do historical research and writing in this kind of environment, and it's even more 
frustrating for my students.  The library cannot even afford the New York Times online! This is one of the most basic and important sources available on American 
history and politics, and students have no access to it.  
The library is really eraly to close. I expect they open the library untill at least 12am.
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The library needs better hours on the weekends. One of the biggest complaints I hear from students is that the library is never open and available when they need 
it.
The limited weekend and Friday night hours have been inconvenient at times.
the media library is to small
The MicroFish service is outdated and such a drag to retrieve info from. 
The one item I really could have used and unfortunately stopped me from performing resource at a museum, was a flat bed scanner for scanning photos, 
documents, etc.  Also, if the variety of digital cameras and batteries were a little better, that would be appreciated as well.
The only problem I have is that I am unable to access all of the articles that I need online.  There is the option of the library retrieving the info but I do not always 
have the time to go to the campus.
The only problem I have seen is when it is time for midterms or finals the computer availability is minimal due to the people seen on the computers are watching 
"you tube".  If a group is watching then the noise level also can get a little bit much.  
The periodicals are not clearly marked
The staff could be a little more courteous, sometimes they ar a bit crabby.
The student tech help desk can be a little more friendlier and patient when helping people. They tend to be doing work of their own and not be able to help you 
quickly.q y
The thing that is most difficult for me, of course, is the fact that I have to request materials from other libraries ALL THE TIME, and then we don't get very long 
periods with the material we requested (like 3 weeks or something really short), and I inevitably am supposed to give the material back before I'm done with it, and 
then I get fines, etc.  It's really frustrating.  Faculty need MONTHS with texts, not weeks.
The type of books (reference books) cannot be checked out of the Library, even though we can copy pages from the books.

There are two major difficulties that I found very disrupting to my education here at CSUSM. 1.  The staff located at the lower level of the library, near the computer 
lab, that are there to help students were not helpful in the least.  The students seemed to know very little about computers and each time I visited this computer 
lab (which was quite often), the students seemed to be more interested in flirting with girls that they were with helping me with my problems.  I went to them a few 
times with problems with the computers and they did little to help the situation, even if that meant calling someone that could solve the problem.  The students 
seemed to hurry my questions along so they could get back to fiddling around on the computer/flirting/etc.  I was EXTREMELY dissatisfied with the staff working at 
the lower level computer lab, especially at night or on weekends. 2.  I found the print cards to be very frustrating.  At my alma mater (CSU Chico), they used our ID 
cards as our print cards.  This was much more efficient and practical than being charged for print cards and having to add money to it.  The machines that added 
money to the cards were not always working and there was no place in the library to make change for larger bills (like a $20 bill).  I was very disappointed in this 
aspect of the library.  There must be a more efficient way to handle this situation.  I was also disappointed in the high price of printing at the campus.  I feel as 
though we were overcharged for the price of paper and printing on campus.  With the school being "paperless", it basically means that students are printing out 
everything (out of their own pockets) that the teachers would normally print.  I feel as though raising your prices was a bad way to handle this situation.
There has been a day when the printers/print card machine was not working. It would have been nice if were given credit or refunds. Printing is so costly.
Time!  Are you freaking kidding me.  We are a commuter school and the library hours are so limited.  Give me a break.
When I went to find a couple books I had a hard time finding the section. The labeling system is a bit hard to see and understand
When my students go to the reference desk and encounter anyone other than our college liaison, that person can not find the material for my students unless I 
give them the reference number of the resource!
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Wish hours were longer, expecially during the weekdays!!
work station chairs are uncomfortable. help desk associates, not so helpful.  Navigating through the library trying to find sections is difficult.  5th floor balcony is 
always locked.

lib058_What suggestions, if any, do you have for improvement of the Library or Library Services

1.  Be very careful about hiring people at the "help desk" that know very little about computers or have little knowledge of customer service. 2.  Find a better 
system dealing with print cards; one that is more efficient and user-friendly. 3.  Lower the price of printing...very, very high.
A larger collection of films on DVD would help.
add hours, buy more books - nearly every book I want I have to get through Circuit or ILL
Be more strict on noise level in the library.
Better advertisement of courses/ training on how to use the library effectively I'm sure they exist I just never hear about itBetter advertisement of courses/ training on how to use the library effectively. I m sure they exist, I just never hear about it. 
better hours
Cleaner bathrooms. Less noise.
Clearer labels
Continue to expand video holdings and/or access to video holdings at other libraries.
Don't charge faculty fines on Circuit books or InterLibraryLoan, b/c we need the books to do our research.  We aren't keeping them just for fun!
Earlier weekend hours; also I think it would be an excellent idea to have a library tour as a mandatory part of the Transformation experience for transfer students 
to the school. I would have appreciated that when I started out 2 years ago.
Expand the book collection. 
EXTENDED HOURS!!!!
Extended hours.
First, preserve the budget.  It is silly in a university to ask the library to cut its budget at the same rate as say facilities management -- the library is central to the 
university's mission, in a way that other aspects of university management are not.  Second, make it a priority to negotiate access to the necessary online 
resources for our students, including important newspapers and journals.  The CSU is a huge system -- why doesn't a consortium of CSU campuses use their 
combined bargaining power to negotiate affordable subscription rates to these vital items?  
Get different databases.
Get the word out.  I don't think too many people know about the resources outside of the actual Library.
Hardly any. It seems the library is a diamond in the rough so to speak, the rest of the university could learn a thing or two...  If I were to suggest any particular 
service it would be a tour during the semester for each class, of the entire building and assets available to the student. There is still much I do not know about 
what may or may not have been available to me and this is my final semester.
Have areas to study while eating and drinking
Have longer hours for the weekends, 5pm for Sundays seem too early. 
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Have more motivated staff that do not mind to help students.  
Have the library workers actually enforce the no cell phone and no loud talking policy.
Having the library close at 9:00 really is to early. PLEASE PLEASE extend the library hours to at least 10:00 and at least 11:00 during finals. At all other 
universitites, they have 24-hour library during finals which i love. i just wish the library would have later hours
I do not have any suggestions for the library. I am completely satisfied and am happy that the library was there for me. 
I have no suggestions.
I think it would be beneficial to many students to have more study rooms available. 
I think that I am satisfied with the library overall. Although the library does get full during peak hours, which is normal, but maybe more available computer stations 
would be nice.
I use the same resources every semester so the reference librarians (even part time staff) should be able to locate the sources I use every semester.
I wish the hours were extended for weeknights, and for weekend-nights.
i wish the library didn't close at 5.  and it would be nice if the math and writing labs in the basement were on one of the other floors.  books should be in the 
basement, not students studying.

I wish there were computers available on other floors of the library that offered word, excel, acrobat reader, webct, my csusm, and library services, yet blockingI wish there were computers available on other floors of the library that offered word, excel, acrobat reader, webct, my csusm, and library services, yet blocking 
web access.  This would free up computers for the students who need to use them for class or homework.  On a different note: I would also like to see a change 
machine on each floor so that when I need to put money on my print card I can break a $20.00 bill instead of asking the cashiers to do it.
Implement a no cell phone or talking on the cell phones in the library. Demnd for the students to step away from the library floor.
In regards to the small rooms, perhaps a reservation sign sheet on the door could help so that a group can plan ahead and have a room ready when they need it. 
Sometimes people just sit in there, alone, and take up all the rooms.
Increase hours so that you are open more often - we are a growing campus and the students need to have a place to study. 
increase the amount of resources in the media library
it would be great if the library had access to more journals so that students don't have to wait for the Interlibrary loans (and file them), but I am very grateful for the 
great work that ILL services does. 
it would be nice if there was 24 hour access
just the Internet signal
Keep the library opened later in the evening (24 hours if you ever get the $$ to do so); provide more work areas; fix the darn copies and printers! Why can't we use 
our ATMs yet? Kinkos lets you do this.
library hours
longer hours
longer hours
Longer night time hours, more computers.
longer office hours
Longer weekend hours would be valuable.
look above
look at San Jose State library
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lower printing fees...
maintain the website and update doi's
Making sure new students, such as transfer students, know what services are provided
Map of stacks ?
may be have friendy staff.
Maybe make the ILL process more friendly because I have had instances where I am waiting to get the article for a week and then it comes back that it can not be 
retrieved, or something to that effect. Hopefully this is possible to improve, not sure how though.
maybe signs should be posted to remind people not to be on their cell phones, or listening to loud music in library
more color printers
More comfortable seating
More comfortable seating More copiers
more computers
More Computers
more computers.
More copies of thesis that can be ordered by students so faculty can have a copy. Currently students can only order two copies for the library. My students have p y y py y y p y y
had to find a place in the community to order extra copies. This should be a service we offer. 
More funding to continue to do the excellent job that the Library is doing.

More in-depth training for students on the quality/bias or sources, the necessity for them to use up-to-date and scholarly materials.  A University trained student 
should graduate knowing what good sources are, how to get them, how to weed out the dead wood, and how to prioritize sources.  Neither in class nor in one hour 
library visits can students gain the skills they need.  This is no reflection on the staff--we just need more staff, and more carefully trained staff to help students work 
with the complexities of print and electronic media.
More money for books and primary source materials. 
More room to lounge and read and more accessibility to rooms. 
n/a
n/a
n/a
n/a
n/a
N/A
N/A
NA
Need a computer lab that stays open late.
need better research resources- books, journals, films, and carroll space for faculty
New copiers! Cleaner restrooms!  vaccuum the carpet!
No suggestions
none
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none
None
None
None
NONE
None
none
None
none
none
None at this moment their services are very respectable
None at this time
none. Great job!
nope
Not at this time
Often, on the third floor in particular, at the desks near the windows, there are students carrying on loud and lenghty phone conversations.  Quick, quiet 
conversations are not a problem - just the long, loud ones.
Open 24 hours!!!
Open more
Perhaps a bit more training for the student assistants??   Ask student assistants to look for a staff member if s/he is unable to answer your question.
Perhaps make copies of reference books and loan them or sell them.  Perhaps make these reference books available through Get It!
Perhaps some extended hours just before and during final exams
Please be more aware of people using their cell phones.  It ends up being very distracting to others.
please open longer.

PLEASE PLEASE PLEASE turn on the fireplace in the reading room. I'm in there 5 days a week and have never never seen it on or even heard of it being used. 
Plus it's really dark in there, they need more lighting. Library hours need to be longer, earlier than 7am and later than 9pm and longer hours on the weekends. 
Please try to get rid of the above difficulties.
Reduce printer and photocopy cost to 10 cents per page. Extend hours to later in the evenings on weekdays and weekends.
Regarding the printing fees, I believe 15c per page is costing too much. I know many people who go other places(ie friends house, etc.) just to print becuase its 
not cheap! For a dollar you can get 6 pages @15c. It should be 10 pages @10c! Its more realistic for students and enticizes to print at school on the go like most 
of them do anyway!
Regulate the study rooms more often.  
reprimand those inconsiderate students
See above
See above.
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Some of the books that are in the library have new editions that could be bought. I think the laptops should be given with a cord, the batterie runs out in the middle 
of working on a project. Also it would be nice to be able to renew films a little more than now.
Students make many requests for more study rooms. 
Students say they would like more the library to be open later at night on week nights 
Tell students that full etexts were available from home.
The library needs more sources--books, journals, databases!
The only concern I have with the library is the hours. It would great if the library was open till at least ten every day, including weekends. 
the Starbucks should be open additional hours to serve students - regardless of cost.   

There should be an area where eating is allowed. Also make sure that there is more than one student in the study rooms when others are waiting. Lastly, make 
sure that when people are waiting for the computers the staff should make sure that the people using the computers are doing schoolwork  not socializing.

lib059_please use the space below to add any other comment or feedback you wish to make

A 24 h lib ld b f b l ! O t l t l t h f t d t h k i th iA 24 hour library would be fabulous! Or at least later hours for students who work in the evening.
Add more CPU's on the third floor computer lab would be nice, it fills up quickly and you cant find an open one sometimes for 10 minutes or more.
beautiful library!!! i use it all the time and i love it!
clean the study rooms at once least once a semester!!
CSUSM is a great place for me to do my studies.  There is plenty of space and the staff is courteous and polite.  And the technology and facility is modern and first 
class.  Great job and thanks for helping me out this year!  Ben
CSUSM RULES
Definetly just take into consideration the stapler and library hours suggestions Thank You
Have never had a need to utilize the Library or the services they provide.
I know many students do not use the library resources and I also know that they would greatly benefit from its use. How can you get students to access the library? 
I know that a great deal of my research has been done on my home computer, but being in the library was a great deal more motivating. 
I love the library. It offers a lot of resources and the people are sweet and very helpful!
I think Kriste is the most beautiful librarian ever, she can help me with my research anytime;)  

I think overall CSUSM is doing a great job trying to meet its students needs and expectations.  I appreciate their attention to detail and enjoy their efforts in 
attaining excellence.  Keep your expectations high and we can compete with the upper-class educational institutions.
I think that the library is very resourcful with its services. A lot of books have to be delivered from other schools. But it is nice that it is delivered in a timely manner, 
which is very much appreciated.
I wouldn't have taken this survey if I knew it was only covering the library. The bathrooms around the campus are dirty and often times are out of toilet paper and 
please refill the soap dispensers.
It is a beautiful facility and continues to be an asset to learning.

Page 41



2008 Satisfaction Survey Results
Library
San Marcos

I've always had prblems with the hours.  I have been here for four years and I have been here up to the last minute several times going home with 
homework/essay uncompleted.  When I get home I have so much to do there.  I have to talk with family, pet cats, do bills, clean, cook, yardwork, you name it.  
Basically I go home and school goes on the back burner.  I get so much done at the library and I have always hoped/wished that they would extend their hours 
generously.
Keep the building cleaner. 
Kudos to the Library team
Love the art exhibits in the library!
Marion Reid has done a wonderful of turning our Library into a state of the art, 21st century learning facility.  Her contribution to the CSU and Cal State San 
Marcos will not  be forgotten.   
Melanie Chu is the best librarian ever! :)
More help with media library.  Ann Feingan is wonderful.
More rooms like the reading room where it's suppose to be really quiet and please please turn on the fire place from time to time. I would even pay for it myself to 
have the fire place turned on, especially in the winter and spring months when it's cold and drissely outside. How nice and cozy it would be to have that fire to sit 
next to.  
Most students do their research from home but I've found that not all students are familiar with how to access databases and how easy it is New students needMost students do their research from home but I've found that not all students are familiar with how to access databases and how easy it is. New students need 
more guided instruction in research. It wasn't until my senior year that I developed a good research system.
n/a
N/A
NA
none
None
None
None
none
Not impressed with process of trying to obtain ID card. At least TRY to be professional, TRY to take a decent picture of people.
Our library is a very beautiful and convienent place
Overall it's a great library and the services are helpful.
Overall, I love the library and I'm so happy we have such a wonderful place to visit and use on campus.  THANKS!!
Overall, working in/with the library has always been a very nice experience.
Perhaps some signs in the mens rooms asking users to please toss trash into the trash basket
Please consider expanding religious books section. For instance, since the Bible is the best-selling book world-wide (every year), shouldn't the Library carry most 
of the major translattions of it, as well as "Interlinear" versions of the Old and New Testaments?
Said pretty much everything that I have had problems with in the past.

Sometimes the CSUSM staff who work in the 4th floor library offices don't shut their doors, or just talk really loud (especially during phone calls), and it can be 
really distracting when I try to study in that area. Perhaps you could suggest that they keep their doors shut and be conscientious of students in the area?
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Staff is very nice.  Everyone is helpful.
Thanks for doing the survey!
The art installations in the front foyer have been of the highest quality and on par with our high-minded vision inclusive of a socially just and quitable focus for our 
HIGH QUALITY state supported institution.
The library has been an incredible asset to CSUSM.  I have been going there so long I remember when it was in the financial aid building and so much smaller.  
It's so nice to have the space to study and the ability to get any resource you need.
The library staff and facility are exceptional and I have been very pleased with the resources and help available at CSUSM.
This is more of a question.  Is CSUSM connected to my local library?  
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Objective 
This document describes the reports for the 2008 CSU services customer satisfaction 
surveys, and summarizes issues to consider when interpreting results and identifying 
improvement opportunities.  
 
 
 
Campus Reports & Systemwide Reports 
Two types of reports are provided.  Individual Campus Reports summarize one survey for 
a specific campus.  Systemwide Reports compare results among campuses using the same 
survey. 
 
 
Survey Scope 
In 2008 approximately 31 functional areas or types of surveys were administered.  
Surveys were conducted at 18 campuses, with each campus selecting different areas to 
survey.  Approximately 167 surveys were conducted.  (These numbers are “approximate” 
since at the time of this writing there remained additional surveys at not yet deployed at 
different stages of the approval process.)  Many surveys were customized at the request 
of the individual campuses to ensure applicability. Consequently, even though multiple 
locations may have surveyed the same service, they may have used different questions 
and therefore may not be included in Systemwide comparison reports. 
 
 
Survey Administration & Analysis 
Surveys were distributed at different dates for different campuses based on individual 
campus approval timing and the time needed to customize the survey instruments.  
Survey administration dates and other pertinent information are listed in the introductory 
pages of each survey report. 
 
 

Page 46



   

Page A-3 
 

 
Survey Reports  
Following are descriptions of the typical sections of the survey reports.  The sections 
included in each survey vary and depend on the survey format and questions asked. 
 
 
1.  Survey Response Table & 

Chart 
These frequency tables list the 
number of surveys received on 
specific dates.  Note that surveys 
may have been open before the 
first date indicated and may have 
closed after the last date shown. 
 
 
 
 
 
 
 
2. Question Frequency Tables  
The primary report pages are frequency tables of participant responses.  These include 
simple frequency counts for single questions, summarizing responses for multiple 
questions, and in some cases, Pareto charts.  Each table is described below. 
 
 
 
 
Basic response summary.  
The most basic tables are for single questions 
such as shown in the example at the right.  
These have a total count for each response, 
the grand total of the responses and a 
percentage of the grand total.  
 
 
Note: In some cases the response options (e.g. 
the groups listed under Division affiliation at 
the right) will include names not used in your specific campus survey. In these cases, to 
provide a consistent report format among the different campuses participating in a 
survey, the list of response options includes all possible responses from all campuses.  In 
those cases, response options not listed in your individual campus survey will have zero 
(0) in the Total column.   
 
 

Example standard tables. 
 

 

Example response table and chart. 
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Some reports will include blank or 
empty tables, such as the one 
shown to the right.  This is because 
a single template was used for all 
individual campus reports and 
sometimes campuses requested 
that certain questions not be asked.  
In this example, a campus decided 
not to ask for respondent gender. Whenever a blank table appears in your report, it 
indicates that at least one other campus using this survey included this question.  
 
 
 
 
 
 
 
 
Pareto table & chart.  
Pareto analysis is provided for some 
questions. This involves sorting the data in 
descending order and adding an item percent 
column and a cumulative percentage column, 
labeled as “Cum Percent.” In some cases a 
chart is provided showing the frequency count 
as vertical bars and a secondary axis with the 
cumulative percent. 
 
 
 
 
 
 
 
 
 

Example table for Pareto analysis 
 

 

Example Pareto chart 
 

 

Example blank table for question not asked at campus 
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Tables for multiple questions. 
When multiple questions in a survey have the same scale their responses are presented in 
a table to allow easier interpretation and comparison among questions.  The tables 
summarize the counts of each response category and provide a total and a count of non-
responses.  An average score is also provided (see below for a description of how the 
average is calculated.)  
 
The row percentages are given in a second table.  Calculations for percentages include 
the “Don’t Know” responses but exclude the “Did Not Answer” counts.  This table also 
includes a column with the sum of the adverse responses and the positive responses.   
 
Adverse responses are those that represent dissatisfaction with the aspect of service being 
assessed, either the sum of the Very Dissatisfied plus Dissatisfied responses (abbreviated 
as VD + D) or the sum of the Strongly Disagree plus Disagree categories (SD + D).   
 
Positive responses are those that represent satisfaction with the aspect of service being 
assessed and are typically the sum of Very Satisfied plus Satisfied responses (VS + S), or 
the sum of Strongly Agree plus Agree (SA + A). 
 

Example frequency table 
 

 
 
Example table with percentages 
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Calculation of Mean Scores 
In all cases calculating mean or average scores, the “Don’t Know / NA” responses are 
excluded from calculations. 
 

• Average scores for satisfaction or agreement are calculated using a weighted 
average based on the weighting factors listed below.  

 
Agreement Scale Satisfaction Scale Weighting Factor 
Strongly Disagree Very Dissatisfied 1 
Disagree Dissatisfied 2 
Neutral Neutral 3 
Agree Satisfied 4 
Strongly Agree Very Satisfied 5 

 
 

• Average scores for importance are calculated using a weighted average based on 
the following weighting factors. 

 
Agreement Scale Weighting Factor 
Not at all Important 1 
Somewhat Important 2 
Important 3 
Very Important 4 
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Special Note: Use of Mean Scores versus Percent Adverse Response 
 
The use of average or mean scores alone to identify opportunities to improve can be 
limiting, because these values do not provide information to us about the distribution of 
responses.  Consider a hypothetical situation where an identical question is asked at two 
campuses.   
 
Assume that each campus receives 100 responses as shown in the table below.  At 
Campus A, all 100 respondents indicated that they were “Satisfied” with the service 
provided.  At Campus B we found that75 respondents were “Highly Satisfied,” however 
25 indicated that they were “Very Dissatisfied.”   
 

Response 
Category 

 
Very Dissatisfied 

 

 
Dissatisfied 

 

 
Neutral 

 

 
Satisfied 

 

 
Very Satisfied 

 
Weighting 1 2 3 4 5 

Campus A 
Responses 

   100  

Campus B 
Responses 

25    75 

 
From the results above we conclude that the respondents at campus A and B have very 
different perceptions.  There is probably some sort of difficulty or dissatisfier 
encountered by 25% of the respondents at campus B.  However, the calculation for the 
average or mean results in both campuses having the same value.  At Campus A all 100 
respondents are given a value of 4, resulting in a mean score of 4.0.  At Campus B, we 
find the mean score is also 4.0, as shown below. 
 

( ) ( ) 0.4
100
400

100
575125

==
×+×

=BMean  

 
While it is obvious that there are differences between the performance of Campus A and 
Campus B, if we had relied only on the mean score we would not have discovered this 
fact.   
 
While average or mean scores can be useful in evaluating processes and setting goals, 
also consider examining the distribution of responses.  Consider beginning your 
improvement efforts in an area by working to understand and reduce the percentages of 
Very Dissatisfied and Dissatisfied responses.  For more information refer to the Process 
Improvement Tips section. 
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3. Bar Charts of Response Distribution 
These charts show percentages of each response category for questions assessing 
satisfaction, agreement, or importance when multiple questions have identical response 
options.  For satisfaction and agreement, the questions are sorted so that those having the 
highest percentage of negative or adverse responses are at the top of the chart.  Note that 
when a question is worded such that agreement with a statement is adverse, the responses 
will be reversed for the chart, so that all adverse responses (whether based on disagreeing 
with a positively worded statement or agreeing with a negatively worded statement) still 
are at the top of the chart.  
 
For these charts the “Don’t know” responses are typically excluded from the chart and 
calculations. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Example chart for Agreement scale. Questions with most adverse responses at top of chart. 
 

 

Example chart for Importance scale. Questions with higher importance score at top of chart. 
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Example scatter plot with magnified scale. 
 

 
4. XY or Scatter Charts of Performance Versus Importance 
These charts help categorize selected questions based on relative average performance 
score (satisfaction or agreement) versus average stated importance.  This chart is only 
provided when a series of questions has identical response options for performance, and 
identical response options for importance.  The charts are divided into quadrants based on 
the median values of the Average Performance Scores and of the Average Stated 
Importance values. 
 
Two versions of each chart 
are provided.   
 
In the first chart, the 
horizontal and vertical 
scales are magnified to 
focus on the individual data 
points.  The data points are 
labeled with either an 
abbreviation of the question 
(e.g. “Timely” in place 
“Timeliness of service 
provided by University 
Police”), or a number ID 
code that is listed in 
summary table. 
 
 
In the second chart, the full 
horizontal and vertical 
scales are shown. The data 
points are not labeled in this 
full-scale chart since the 
resulting close or 
overlapping text would be 
illegible. 
 
Reminder labels are added 
for the Performance and 
Importance scales (e.g. 1.0 
= Very Dissatisfied and 5.0 
= Very Satisfied) 
 
 

Example scatter plot showing full horizontal and vertical 
scale 
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The scatter plots can be very useful in identifying priorities.  Questions that fall in the 
upper left quadrant on the scatter plot (high relative stated importance and low relative 
performance) might be considered higher priority candidates for improvement.  
Questions that fall in the upper right quadrant (high stated importance and high 
performance) might be considered strengths. 
 
When interpreting the scatter plots, be certain to take time to understand the meaning of 
the vertical and horizontal scale values.  For example, consider how you would interpret 
the two charts below based on the categories and values shown in the table below.   
   
On this first chart there are 
large differences between 
the four data points.  Points 
A and B have both low 
average satisfaction scores, 
however point A has 
considerably lower 
importance.  Point B could 
be considered a higher 
priority for improvement 
compared to point A. 
 
 
 
On this second chart there 
are minimal differences 
between the four data 
points.    All four plotted 
points appear to be of high 
importance and to have 
moderate to low values for 
average satisfaction. 
Without other information, 
any of the four might be 
selected as an improvement 
priority. 
 
 
Finally, while there may or may not be a significant difference between the locations of 
the data points from a statistical perspective, it is important to consider whether or not the 
differences are of practical significance.
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Confidence Intervals 
The current report format does not provide confidence interval (CI) information for the 
results; however the following table may be helpful if general questions arise regarding 
accuracy.  The table at the 
right provides 95% CI values 
for data based on binomial 
proportions or percentages, 
such as the percent of 
respondents that stated they 
were highly satisfied with as 
aspect of service, or the 
percent that gave an adverse 
response to a question.  
(Definition: 25 percent is 
identical to a proportion of 
0.25)  
 
For this table it is assumed that the respondent sample is not biased and that the sample is 
small (less than 10%) relative to the population in question. 
 
 
Example:  

You are reviewing the response to the question “Would you recommend 
our service to others? Yes or No.”   For this question, you obtained a 
response of 200 students sampled from a population of 5000.  Of those 
200 students, 50 stated that they would not recommend service to others.  
The proportion “No” is therefore 0.25 (50/200), and the percentage “No” 
is 25% (50/200 x 100). 
 
Using the table we see that for an Average Percentage of 25% and a 
sample size of 200, the 95% Confidence Interval is 6%.   
 
If we assume the sample was random and unbiased, we could then state 
that we are 95% confident that our percentage of students who do not 
recommend the service is 25% plus or minus 6%.  Stated differently, we 
are 95% confident that the value falls somewhere between 19% to 31% 
(25-6=19, 25+6 = 31). 

 
 
 
 
 

95% Confidence Intervals for Binomial Proportions or Percentages 
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Additional Analysis to Consider 
The raw data sets can be provided to the individual campuses so that additional analysis 
can be performed to better understand root causes and factors influencing satisfaction 
levels. 
 
Demographics 
Individual campuses are encouraged to compare the demographics of the survey 
respondents to their campus populations. 
 
Trends or Identification of Significant Changes Over Time 
Trend or other statistical analysis can be conducted once the data is input into pbviews or 
with Excel or other graphics or statistical software.  Guidance on performing trend or 
other comparative analysis can be provided upon request.   
 
 
 
 
Comment Analysis 
Comments are provided in text tables, 
unedited and typically presented either 
in the order received, or sorted 
alphabetically.  Excel files can be 
provided with the comment text in 
separate spreadsheet cells.  Consider 
having process owners review and then 
categorize the comments so that the 
results can be presented in bar charts or 
Pareto charts.  
 
 
 
 
 
 
 
 
 
 
Other Investigation / Sources of Information 
To identify and clarify opportunities to improve and potential best practices, consider 
informal or structured formal interviews with employees and customers, focus groups, 
literature searchers, and discussions or visits to other campuses or related organizations. 
 

Example Pareto Charts for Comments 
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Identifying Areas to Investigate or Opportunities to Improve 
 
Selection of areas to investigate or opportunities to improve can be based on several 
factors.  Consider: 
 

• Relation of a performance dimension or question to a strategic goal, or may have 
a high opportunity cost of maintaining current performance level. 

 
• Dimensions of performance with significant risk-management concerns. 
 
• Gap between performance and CSU mean or 

average score, benchmarks, or other campuses 
or comparative groups. 

 
• Significant decreases in performance from 

prior surveys. 
 
 
• Questions that have high percentages of 

adverse responses.  The bar charts provide an 
easy way to see listing of questions, sorted by 
total percentage of adverse responses. 

 
 
 

• Questions that have a low relative average 
performance and a high relative stated 
importance.  These are shown in the upper left 
quadrant of the scatter plots.  Ensure that you 
understand the meaning of the scales on this 
chart.   

 
 

• Negative comments, complaints, or concerns about an area from internal or 
external customers. 

 
• Controllability. Examine how much the aspect of service or performance is within 

your control or power to change. 
 
• What level of resources or change will be required to improve the measure?  Are 

those levels of investment possible?  Conversely, what is the cost or impact of not 
improving performance? 
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Process Improvement Tips 
 
• Working with satisfaction data can be frustrating.  Sometimes we feel that we are 

faced with the truth behind the cliché that “you can’t please everyone,” versus the 
reality that most processes can be improved, sometimes to the benefit of both the 
customer and to the people who work in the process.  Some key questions to 
consider are how much can satisfaction be improved and at what cost, as well as 
what level of satisfaction is required, or what level dissatisfaction can your process 
or system stand.   
 
 

• When reviewing your results and establishing goals consider determining the 
impact of problems and dissatisfaction on the organization.  What is the impact of 
dissatisfied students, faculty, or staff members in terms of health and safety, risk, 
the inconvenience customers experience such as impeding core education process, 
incurring unnecessary expense through a process that may be inefficient and 
ineffective, the impact of loss of loyalty, etc.? 

 
 
• It would be difficult to improve satisfaction without understanding what it is that 

satisfies people about a service as well as what it is that dissatisfies them.  A first 
step in improvement is often analyzing the symptoms or factors associated with 
satisfaction and dissatisfaction.  This means determining the answer to questions 
that tell us what people are dissatisfied about, who is dissatisfied, when are they 
dissatisfied, how often, or where in your system the dissatisfaction occurs.  The 
same questions can be evaluated regarding those who are satisfied.  Depending on 
the survey questions and on the issue you face, the survey results are often the 
beginning of such an investigation. Consider following up the survey with other 
work such as literature searches, customer and worker interviews, and detailed 
process investigations, and discussions with colleagues at other campuses. 

 
 
• When improving a process to raise scores, it may be helpful to think in terms of 

moving people from one response category to another, such as from Satisfied to 
Very Satisfied, or to move people out of the Very Dissatisfied and Dissatisfied 
categories into Neutral or higher.  In doing so, it is important to note that the work 
that must be done, or the types of process changes that are needed to move a person 
out of one of the Dissatisfied categories is often very different than the work or 
changes required to move people out of Neutral and into Satisfied, or from Satisfied 
to Very Satisfied.   
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Process Improvement Tips, continued. 

 
• Dissatisfied or Very Dissatisfied responses often result when someone has 

experienced a process that produces errors or significant delays. High percentages 
of such adverse or negative responses often indicate an overall system or design 
problem.  Something in the system or process that produces the result is possibly 
“broken,” inadequately designed, or over-capacity.  Resist the urge to blame the 
workers, and look for other aspects of the overall system that may inhibit the 
workers’ ability to provide adequate service. 

 
 
• High percentages of Dissatisfied or Very Dissatisfied responses may also be due to 

sub-populations that experience differences in a process such as based on individual 
demographics, when or where they receive service, or level of involvement with the 
process.  Even a response of “Neutral,” typically indicating that the individual does 
not have strong feelings about the aspect of service being assessed, would be 
desired over a process that produces dissatisfaction.  

 
 
• To increase the percentage of respondents in the Highly Satisfied category we may 

need to improve the effectiveness or efficiency of an already adequately functioning 
process, or we may need to find ways to provide service such that people feel cared 
for, recognized and treated with respect, or treated as an individual. 

 
 
 
Questions and Assistance 
 
If you have questions or desire assistance interpreting your results please contact 
Business Solutions Services at QI@calstate.edu.   
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