
Improving the Physical Environment 

Annual Customer Satisfaction Survey Results 
2020



Annual Customer Satisfaction Survey Results - 2020

4.47 4.45 4.4 4.32

0

1

2

3

4

5

A PPEA RA NCE OF  LA WNS,  SHRUBS,  A ND  
TREES

CLEA NLINESS  OF  OUTD OOR COMMON 
A REA S

A PPEA RA NCE OF  S ID EWA LKS  A ND  
STREETS

RESPONSIV ENESS  TO YOUR SERV ICE  
REQUESTS

HOW WOULD YOU RATE THE CAMPUS GROUNDS IN THE FOLLOWING 
AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 - Good; 5 - Excellent
Average in this Category:  4.41



Annual Customer Satisfaction Survey Results - 2020

3.98
4.12 4.06

4.26 4.27 4.21

0

1

2

3

4

5

CLEA NLINESS  OF  OFF ICES CLEA NLINESS  OF  
CLA SSROOMS

CLEA NLINESS  OF  
LA BORA TORIES

CLEA NLINESS  OF  
RESTROOMS

CLEA NLINESS  OF  
COMMON A REA S

RESPONSIV ENESS  TO 
YOUR SERV ICE  REQUESTS

HOW WOULD YOU RATE CUSTODIAL SERVICES IN THE FOLLOWING 
AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 - Good; 5 - Excellent
Average in this Category:  4.15



Annual Customer Satisfaction Survey Results - 2020

4.12
3.95

4.13 4.19

3.83

0

1

2

3

4

5

RESPONSIV ENESS  TO YOUR 
SERV ICE  REQUESTS

COMMUNICA TION A ND  
FOLLOW UP

CLEA N UP OF  WORK S ITE QUA LITY  OF  WORK 
PERFORMED

MA INTA INING COMFORTA BLE  
ROOM TEMPERA TURE LEV ELS

HOW WOULD YOU RATE BUILDING MAINTENANCE IN THE 
FOLLOWING AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 - Good; 5 - Excellent
Average in this Category:  4.04



Annual Customer Satisfaction Survey Results - 2020

4.37 4.34 4.43 4.46

0

1

2

3

4

5

TIMELINESS  OF  EV ENT QUOTES RESPONSIV ENESS  TO EV ENT CHA NGES SETUP A ND  TEA R D OWN A T EV ENT 
S ITE

QUA LITY  OF  WORK PERFORMED

HOW WOULD YOU RATE EVENT SERVICES IN THE FOLLOWING 
AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 – Good; 5 – Excellent
Average in this Category:  4.40



Annual Customer Satisfaction Survey Results - 2020

4.2 4.23 4.15
4.28

0

1

2

3

4

5

TIMELY  RESPONSE TO YOUR ESTIMA TE 
REQUESTS

RESPONSIV ENESS  TO YOUR SERV ICE  
REQUESTS

COMMUNICA TION A ND  FOLLOW UP QUA LITY  OF  WORK PERFORMED

HOW WOULD YOU RATE VEHICLE MAINTENANCE IN THE FOLLOWING 
AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 – Good; 5 – Excellent
Average in this Category:  4.22



Annual Customer Satisfaction Survey Results - 2020

4.25 4.13 4.25
4.11

0

1

2

3

4

5

PROFESS IONA L COMMUNICA TIONS 
(PHONE A ND  E -MA IL)

PROMPT RESPONSE TO INQUIRES TIMELY NOTIF ICA TION OF  FA CIL IT IES  
A CTIV IT IES  (CONSTRUCTION,  UTIL ITY  

OUTA GES ,  ETC. )

A CCURA TE BILL ING OF  MA INTENA NCE 
CHA RGES

HOW WOULD YOU RATE THE CUSTOMER SERVICES AND THE 
FACILITIES SERVICE CENTER STAFF IN THE FOLLOWING AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 – Good; 5 – Excellent
Average in this Category:  4.19
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HOW WOULD YOU RATE PLANNING SERVICES IN THE FOLLOWING 
AREAS?
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Average in this Category:  4.39



Annual Customer Satisfaction Survey Results - 2020

4.45 4.41 4.37

0

1

2

3

4

5

RELIA BIL ITY  OF  UTIL ITY  SERV ICES A CCURA CY OF  UTIL ITY  FORECA STS A CCURA CY OF  UTIL ITY  B ILL ING

HOW WOULD YOU RATE ENERGY AND UTILITY SERVICES IN THE 
FOLLOWING AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 – Good; 5 – Excellent
Average in this Category:  4.31
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HOW WOULD YOU RATE THE EASE OF USE OF ISERVICE DESK?

1 - Poor; 2 - Fair; 3 - Average; 4 - Good, 5 - Excellent
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HOW WOULD YOU RATE THE FACILITIES WEBSITE IN THE FOLLOWING 
AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 – Good; 5 – Excellent
Average in this Category:  4.12
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HOW WOULD YOU RATE FACILITIES OVERALL IN THE FOLLOWING 
AREAS?

1 - Poor; 2 - Fair; 3 - Average; 4 – Good; 5 – Excellent
Average in this Category:  4.27
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WHAT IS YOUR ROLE AT UTSA?

Number of responses by role = 342
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WHAT IS THE PRIMARY BUILDING YOU WORK/SPEND TIME IN?

Number of responses by building; all others = 0
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HOW OFTEN DO YOU DIRECTLY INTERACT WITH FACILITIES 
EMPLOYEES?

Number of responses = 342
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CUSTOMER COMMENTS BY CATEGORY

Number of individual comments:  117 (some individuals commented on more than one category)
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NUMBER OF SURVEYS COMPLETED BY DATE

UTSA Today article posted on 23 Nov
Initial email sent on 30 Nov

Reminder emails sent on 7 & 11 Dec 


