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Introduction

This report provides a summary of the purposes, the methodology and the results of the client satisfac-
tion survey sponsored by Stanford Information Technology Services in April 2008. The survey is one means 
through which IT Services can give a voice to their clients. It is a systematic way to identify what is working 
and what needs to be improved from the clients’ vantage point. This survey was undertaken for the follow-
ing purposes all of which helped guide the construct and design of the survey.

•To document where clients are satisfied along with where they are dissatisfied and to identify what gaps 
cause any disappointment in the client experience.

•To find out what improvements are importantimportant to clients.

•To use this data to prioritize the continuous improvement initiatives that will make it easier for IT Services’ 
clients to do their work.

The ultimate goal is to provide an excellent client IT experience that supports the teaching, learning, 
research and business needs of the Stanford community. In the near term the goal is to improve the clients’ 
ability to use IT to get their work done. The survey findings on the following page provide a sound basis for 
determining how IT Services can focus its efforts to enhance the quality of the client experience at Stanford 
University.

Brian McDonald
President, MOR Associates
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Top Ten Satisfaction Ratings from the General Survey
Ratings Sorted by Mean
Question Mean Tot Pos Count

Q2a. IT Services keeps the IT systems it provides up and running 5.10 94% 429

Q25b. Availability of wired network 5.05 94% 360

Q25a. Reliability of wired network 5.04 94% 362

Q41c. Central web hosting restricting access via WebAuth 5.03 95% 101

Q41b. Central web hosting reliability (up-time) 4.99 96% 146

Q2d. IT Services provides services that are valuable to you 4.97 92% 417

Q2b. IT Services delivers promised services on a timely basis 4.94 91% 390

Q3a. IT Services services as a whole 4.93 94% 431

Q1a. IT Services customer-oriented approach 4.92 93% 385

Q25c. High-speed (gigabit) wired network access to other universities 4.92 90% 202

Ten Lowest Satisfaction Ratings from the General Survey
Ratings Sorted from Lowest to Highest by Mean
Question Mean Tot Neg Count

Q23a. Wireless in the residences 3.67 45% 120

Q19b. Stanford webmail features 3.84 38% 400

Q19c. Stanford webmail ease of use 3.88 38% 402

Q37b. SpySweeper 3.92 35% 216

Q37a. BigFix 4.09 28% 141

Q32d. Using Stanford services while traveling outside the U.S. 4.12 27% 202

Q22c. Wireless network guest registration process 4.15 29% 247

Q19a. Stanford webmail speed 4.20 28% 399

Q37c. Stanford’s Security Self-Help Tool 4.22 25% 144

Q36a. Free and discounted software selection 4.31 21% 330
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Top Ten Areas of Satisfaction by Cohort 
Sorted by Mean
Faculty
Question Mean Tot Pos Count

Q41b. Central web hosting reliability (up-time) 5.16 98% 55

Q41c. Central web hosting restricting access via WebAuth 5.16 90% 31

Q25b. Availability of wired network 5.09 95% 127

Q25a. Reliability of wired network 5.08 96% 129

Q2a. IT Services keeps the IT systems it provides up and running 5.05 91% 149

Q41a. Central web hosting speed (time before page begins to load) 4.94 94% 54

Q25c. High-speed (gigabit) wired network access to other universities 4.93 90% 59

Q26a. Stanford’s network overall 4.91 95% 142

Q37d. Symantec/Norton Antivirus 4.89 94% 108

Q2d. IT Services provides services that are valuable to you 4.86 88% 148

Graduate Students
Question Mean Tot Pos Count

Q7c. 5-HELP: Turnaround time for resolving your problem 5.17 96% 24

Q7d. 5-HELP: Ability to solve problem 5.13 96% 23

Q25b. Availability of wired network 5.04 97% 71

Q7a. 5-HELP: Ability to get through to a person 5.04 96% 24

Q7b. 5-HELP: Timeliness of initial response to your inquiry 5.04 96% 24

Q2b. IT Services delivers promised services on a timely basis 5.03 96% 78

Q2a. IT Services keeps the IT systems it provides up and running 5.01 94% 86

Q32a. Using Stanford services while working from home using Stanford DSL service 5.00 91% 34

Q25a. Reliability of wired network 4.94 91% 70

Q2d. IT Services provides services that are valuable to you 4.94 93% 85

Undergraduates
Question Mean Tot Pos Count

Q8a. HelpSU: Timeliness of initial response to your inquiry 4.92 100% 26

Q2b. IT Services delivers promised services on a timely basis 4.90 94% 50

Q2d. IT Services provides services that are valuable to you 4.89 94% 54

Q3a. IT Services services as a whole 4.88 98% 57

Q41d. Central web hosting ease of setup and maintenance of web pages 4.83 94% 18

Q1a. IT Services customer-oriented approach 4.83 98% 46

Q2a. IT Services keeps the IT systems it provides up and running 4.82 93% 57

Q41c. Central web hosting restricting access via WebAuth 4.82 94% 17

Q41b. Central web hosting reliability (up-time) 4.81 95% 21

Q11b. helpsu.stanford.edu (HelpSU: for submitting help requests) 4.81 92% 26
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Top Ten Areas of Dissatisfaction by Cohort
Sorted by Mean
Faculty
Question Mean Tot Neg Count

Q37b. SpySweeper 3.43 48% 65

Q37a. BigFix 3.76 35% 34

Q32d. Using Stanford services while traveling outside the U.S. 3.93 31% 106

Q19b. Stanford webmail features 4.01 34% 134

Q19c. Stanford webmail ease of use 4.04 34% 134

Q27a. Telecommunications ordering services 4.08 32% 53

Q27b. Problem resolution for phone orders 4.09 27% 44

Q19a. Stanford webmail speed 4.24 28% 134

Q12d. IT Services uses postcards and Stanford Daily ads to convey meaningful information 4.26 15% 47

Q32c. Using Stanford services while traveling within the U.S. 4.26 24% 134

Graduate Students
Question Mean Tot Neg Count

Q23a. Wireless in the residences 3.40 53% 58

Q19b. Stanford webmail features 3.57 48% 79

Q19c. Stanford webmail ease of use 3.78 41% 80

Q22c. Wireless network guest registration process 3.98 32% 59

Q19a. Stanford webmail speed 4.00 34% 79

Q37b. SpySweeper 4.02 34% 47

Q37c. Stanford’s Security Self-Help Tool 4.05 35% 43

Q37a. BigFix 4.13 31% 39

Q36a. Free and discounted software 4.13 28% 75

Q32d. Using Stanford services while traveling outside the U.S. 4.17 26% 35

Undergraduates
Question Mean Tot Neg Count

Q19c. Stanford webmail ease of use 3.10 62% 60

Q19b. Stanford webmail features 3.18 55% 60

Q22c. Wireless network guest registration process 3.53 42% 38

Q37c. Stanford’s Security Self-Help Tool 3.67 38% 24

Q19a. Stanford webmail speed 3.68 40% 60

Q37a. BigFix 3.69 34% 29

Q23a. Wireless in the residences 3.92 37% 62

Q19d. Stanford webmail reliability 3.95 28% 60

Q21a. Stanford email overall 3.95 32% 63

Q36a. Free and discounted software 4.07 26% 46
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Top Ten Areas of Satisfaction by Cohort 
Sorted by Total Mean - Continued

Administrative Staff
Question Mean Tot Pos Count

Q2a. IT Services keeps the IT systems it provides up and running 5.31 99% 137

Q41f. Central web hosting databases for Groups and Departments (MySQL) 5.28 100% 18

Q41c. Central web hosting restricting access via WebAuth 5.28 100% 29

Q25a. Reliability of wired network 5.25 97% 108

Q25c. High-speed (gigabit) wired network access to other universities 5.18 95% 65

Q26a. Stanford’s network overall 5.18 98% 128

Q25b. Availability of wired network 5.18 95% 107

Q1a. IT Services customer-oriented approach 5.17 98% 131

Q2d. IT Services provides services that are valuable to you 5.16 96% 130

Q3a. IT Services services as a whole 5.14 97% 137

Top Ten Areas of Dissatisfaction by Cohort
Sorted by Total Mean - Continued

Administrative Staff
Question Mean Tot Neg Count

Q19b. Stanford webmail features 4.13 29% 127

Q19c. Stanford webmail ease of use 4.16 29% 128

Q37b. SpySweeper 4.23 26% 66

Q22c. Wireless network guest registration process 4.52 22% 64

Q37c. Stanford’s Security Self-Help Tool 4.52 16% 44

Q19a. Stanford webmail speed 4.53 18% 126

Q35a. ESS: available selection of software 4.57 12% 100

Q19d. Stanford webmail reliability 4.58 16% 125

Q32d. Using Stanford services while traveling outside the U.S. 4.59 19% 37

Q27b. Problem resolution for phone orders 4.60 22% 45
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Counts of Clients Expressing Dissatisfaction for 
Satisfaction Questions, Sorted by Total Dissatisfied

One method of interpreting the results of satisfaction questions and prioritizing possible improvement is to sort the 
results into a matrix with two axes, satisfaction and importance. The illustration below elaborates on the the concept.

Typically, when these matrices are used, it presupposes that for any given satisfaction question, a parallel question was 
asked about the importance that respondents placed on the item being rated for satisfaction. This was not practical 
for this survey, given its length and breadth. However, in lieu of a question asking specifically about importance, we 
can infer some meaure of importance by looking at the total number of respondents to each question. In this survey 
the number of responses for questions asked of all cohorts ranged from a low of 51 (Central web hosting databases 
for Groups and Departments (MySQL)) to a high of 438 (Stanford email overall). The following tables quantify the 
number of people who registered dissatisfaction with each of the services or service attributes that respondents were 
asked to rate for satisfaction. It is one way to get at the same type of information provided by the matrix to think 
about what service improvements might have the most impact.
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Counts of All Clients Expressing Dissatisfaction for All 
Satisfaction Questions, Sorted by Total Dissatisfied
Question Mean Tot Neg Count of All 

Responses
Total 
Dissatisfi ed

Q19b. Stanford webmail features 3.84 38% 400 153

Q19c. Stanford webmail ease of use 3.88 38% 402 152

Q19a. Stanford webmail speed 4.20 28% 399 111

Q37b. SpySweeper 3.92 35% 216 75

Q21a. Stanford email overall 4.53 16% 438 72

Q19d. Stanford webmail reliability 4.45 18% 393 71

Q22c. Wireless network guest registration process 4.15 29% 247 71

Q36a. Free and discounted software 4.31 21% 330 70

Q22a. Wireless network signal strength/quality of connection 4.44 18% 358 66

Q22b. Availability of wireless network on campus 4.48 18% 347 63

Q35a. ESS: available selection of software 4.40 18% 348 62

Q22d. Wireless network ability to stay connected 4.49 17% 347 60

Q12b. IT Services arranges the navigation on its web pages so that it’s 
easy to fi nd links to what I need

4.43 17% 339 58

Q32c. Using Stanford services while traveling within the U.S. 4.42 19% 305 57

Q23a. Wireless in the residences 3.67 45% 120 54

Q32d. Using Stanford services while traveling outside the U.S. 4.12 27% 202 54

Q8c. HelpSU: Turnaround time for resolving your problem 4.60 17% 312 53

Q8a. HelpSU: Timeliness of initial response to your inquiry 4.66 15% 316 46

Q12a. IT Services communicates outage and other high-impact service 
news that helps me take appropriate action

4.77 13% 348 44

Q8b. HelpSU: Ability to solve problem 4.74 14% 317 44

Q9a. Problem resolution overall 4.73 12% 357 43

Q2c. IT Services helps you use technology effectively 4.78 11% 381 42

Q32b. Using Stanford services while working from home using other 
Internet service provider

4.66 14% 291 41

Q37a. BigFix 4.09 28% 141 40

Q35b. ESS: Timeliness of Stanford release of updated versions after 
vendor release

4.55 13% 301 40

Q2b. IT Services delivers promised services on a timely basis 4.94 9% 390 36

Q37c. Stanford’s Security Self-Help Tool 4.22 25% 144 36

Q37d. Symantec/Norton Antivirus 4.79 12% 311 36

Q7a. 5-HELP: Ability to get through to a person 4.68 14% 243 35

Q11b. helpsu.stanford.edu (HelpSU: for submitting help requests) 4.77 11% 309 35

Q27d. Voice mail 4.58 17% 199 34

Q7b. 5-HELP: Timeliness of initial response to your inquiry 4.71 13% 240 32

Q2d. IT Services provides services that are valuable to you 4.97 8% 417 32

Q12c. IT Services provides clearly-written service descriptions and 
instructions

4.65 9% 317 30
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Question Mean Tot Neg Count of All 
Responses

Total 
Dissatisfi ed

Q7c. 5-HELP: Turnaround time for resolving your problem 4.72 13% 236 30

Q1a. IT Services customer-oriented approach 4.92 7% 385 27

Q3a. IT Services services as a whole 4.93 6% 431 27

Q12d. IT Services uses postcards and Stanford Daily ads to convey 
meaningful information

4.50 14% 192 27

Q7d. 5-HELP: Ability to solve problem 4.82 11% 234 26

Q35d. ESS: Helpfulness of Stanford-specifi c software documentation 4.64 8% 301 25

Q2a. IT Services keeps the IT systems it provides up and running 5.10 6% 429 24

Q26a. Stanford’s network overall 4.91 6% 419 24

Q27a. Telecommunications ordering services 4.42 19% 129 24

Q35c. ESS: Ease of installing software 4.82 7% 340 24

Q27b. Problem resolution for phone orders 4.41 21% 110 23

Q37e. Timeliness of security software updates 4.77 8% 259 22

Q25b. Availability of wired network 5.05 6% 360 21

Q10a. Order completion time for voice services 4.52 15% 132 20

Q25a. Reliability of wired network 5.04 6% 362 20

Q25c. High-speed (gigabit) wired network access to other universities 4.92 10% 202 20

Q32a. Using Stanford services while working from home using Stanford 
DSL service

4.79 13% 152 19

Q40a. Stanford VPN 4.53 19% 102 19

Q41d. Central web hosting ease of setup and maintenance of web 
pages

4.62 16% 115 18

Q11c. answers.stanford.edu (Self-Help Site) 4.63 15% 116 17

Q27c. Telecommunications billing system/statements 4.50 16% 109 17

Q39a. Departmental fi rewall 4.84 10% 177 17

Q10d. Order completion time for cable TV 4.35 25% 60 15

Q11d. it-services.stanford.edu (our organization’s website) 4.81 7% 192 14

Q10b. Order completion time for cell phones 4.71 14% 92 13

Q12e. IT Services publishes print and online documents whose look-
and-feel is appropriate to Stanford’s image

4.82 5% 231 12

Q11a.  computing.stanford.edu (Stanford’s Central Computing Website) 4.83 5% 217 10

Q10c. Order completion time for data center services 4.59 12% 73 9

Q41a. Central web hosting speed (time before page begins to load) 4.83 6% 145 9

Q41f. Central web hosting databases for Groups and Departments 
(MySQL)

4.55 14% 51 7

Q41e. Central web hosting scripts (CGI) 4.64 12% 58 7

Q41b. Central web hosting reliability (up-time) 4.99 4% 146 6

Q41c. Central web hosting restricting access via WebAuth 5.03 5% 101 5



12   |  Overview  • Stanford Information Technology Services 2008 Client Survey

MOR Associates, Inc.

Counts of All Faculty Expressing Dissatisfaction for All 
Satisfaction Questions, Sorted by Total Dissatisfied
Question Mean Tot Neg Count of All 

Responses
Total 
Dissatisfi ed

Q19b. Stanford webmail features 4.01 34% 134 45

Q19c. Stanford webmail ease of use 4.04 34% 134 45

Q19a. Stanford webmail speed 4.24 28% 134 37

Q32d. Using Stanford services while traveling outside the U.S. 3.93 31% 106 33

Q32c. Using Stanford services while traveling within the U.S. 4.26 24% 134 32

Q37b. SpySweeper 3.43 48% 65 31

Q22a. Wireless network signal strength/quality of connection 4.49 21% 126 27

Q9a. Problem resolution overall 4.53 19% 134 26

Q22b. Availability of wireless network on campus 4.44 22% 120 26

Q36a. Free and discounted software selection 4.27 22% 120 26

Q2c. IT Services helps you use technology effectively 4.54 19% 133 25

Q8c. HelpSU: Turnaround time for resolving your problem 4.43 21% 118 25

Q2b. IT Services delivers promised services on a timely basis 4.77 18% 137 24

Q27d. Voice mail 4.26 26% 91 24

Q22d. Wireless network ability to stay connected 4.55 20% 116 23

Q35a. ESS: available selection of software 4.37 18% 125 23

Q8a. HelpSU: Timeliness of initial response to your inquiry 4.48 18% 120 22

Q22c. Wireless network guest registration process 4.27 26% 86 22

Q7a. 5-HELP: Ability to get through to a person 4.44 21% 102 21

Q7b. 5-HELP: Timeliness of initial response to your inquiry 4.46 20% 99 20

Q8b. HelpSU: Ability to solve problem 4.60 17% 121 20

Q12b. IT Services arranges the navigation on its web pages so that it’s 
easy to fi nd links to what I need

4.34 18% 110 20

Q1a. IT Services customer-oriented approach 4.79 14% 140 19

Q21a. Stanford email overall 4.64 13% 146 19

Q2d. IT Services provides services that are valuable to you 4.86 12% 148 18

Q3a. IT Services services as a whole 4.78 12% 151 18

Q7c. 5-HELP: Turnaround time for resolving your problem 4.47 19% 96 18

Q19d. Stanford webmail reliability 4.65 13% 132 17

Q27a. Telecommunications ordering services 4.08 32% 53 17

Q32b. Using Stanford services while working from home using other 
Internet service provider

4.59 15% 112 17

Q35b. ESS: Timeliness of Stanford release of updated versions after 
vendor release

4.53 16% 107 17

Q7d. 5-HELP: Ability to solve problem 4.60 16% 95 15

Q11b. helpsu.stanford.edu (HelpSU: for submitting help requests) 4.69 13% 106 14

Q12c. IT Services provides clearly-written service descriptions and 
instructions

4.52 13% 104 14

Q2a. IT Services keeps the IT systems it provides up and running 5.05 9% 149 13
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Question Mean Tot Neg Count of All 
Responses

Total 
Dissatisfi ed

Q12a. IT Services communicates outage and other high-impact service 
news that helps me take appropriate action

4.73 11% 110 12

Q27b. Problem resolution for phone orders 4.09 27% 44 12

Q37a. BigFix 3.76 35% 34 12

Q40a. Stanford VPN 4.29 24% 51 12

Q41d. Central web hosting ease of setup and maintenance of web 
pages

4.36 27% 45 12

Q32a. Using Stanford services while working from home using Stanford 
DSL service

4.64 17% 64 11

Q10a. Order completion time for voice services 4.35 22% 49 11

Q39a. Departmental fi rewall 4.69 12% 78 9

Q11c. answers.stanford.edu (Self-Help Site) 4.27 22% 37 8

Q35c. ESS: Ease of installing software 4.85 7% 123 8

Q35d. ESS: Helpfulness of Stanford-specifi c software documentation 4.60 7% 109 8

Q26a. Stanford’s network overall 4.91 5% 142 7

Q12d. IT Services uses postcards and Stanford Daily ads to convey 
meaningful information

4.26 15% 47 7

Q37d. Symantec/Norton Antivirus 4.89 6% 108 7

Q10b. Order completion time for cell phones 4.64 18% 33 6

Q25b. Availability of wired network 5.09 5% 127 6

Q25c. High-speed (gigabit) wired network access to other universities 4.93 10% 59 6

Q27c. Telecommunications billing system/statements 4.41 16% 37 6

Q11d. it-services.stanford.edu (our organization’s website) 4.63 8% 60 5

Q25a. Reliability of wired network 5.08 4% 129 5

Q37c. Stanford’s Security Self-Help Tool 4.42 15% 33 5

Q37e. Timeliness of security software updates 4.85 4% 92 4

Q11a.  computing.stanford.edu (Stanford’s Central Computing Website) 4.82 4% 77 3

Q12e. IT Services publishes print and online documents whose look-
and-feel is appropriate to Stanford’s image

4.76 4% 72 3

Q41a. Central web hosting speed (time before page begins to load) 4.94 6% 54 3

Q41c. Central web hosting restricting access via WebAuth 5.16 10% 31 3

Q41f. Central web hosting databases for Groups and Departments 
(MySQL)

3.78 33% 9 3

Q10d. Order completion time for cable TV 4.55 18% 11 2

Q41e. Central web hosting scripts (CGI) 4.20 20% 10 2

Q10c. Order completion time for data center services 4.84 5% 19 1

Q41b. Central web hosting reliability (up-time) 5.16 2% 55 1
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Counts of All Graduate Students Expressing Dissatisfaction for 
All Satisfaction Questions, Sorted by Total Dissatisfied
Question Mean Tot Neg Count of All 

Responses
Total 
Dissatisfi ed

Q19b. Stanford webmail features 3.57 48% 79 38

Q19c. Stanford webmail ease of use 3.78 41% 80 33

Q23a. Wireless in the residences 3.40 53% 58 31

Q19a. Stanford webmail speed 4.00 34% 79 27

Q36a. Free and discounted software selection 4.13 28% 75 21

Q21a. Stanford email overall 4.32 23% 88 20

Q22a. Wireless network signal strength/quality of connection 4.29 23% 86 20

Q22c. Wireless network guest registration process 3.98 32% 59 19

Q12b. IT Services arranges the navigation on its web pages so that it’s 
easy to fi nd links to what I need

4.26 24% 72 17

Q19d. Stanford webmail reliability 4.29 22% 76 17

Q22b. Availability of wireless network on campus 4.41 19% 85 16

Q22d. Wireless network ability to stay connected 4.38 19% 85 16

Q37b. SpySweeper 4.02 34% 47 16

Q35a. ESS: available selection of software 4.32 20% 76 15

Q37c. Stanford’s Security Self-Help Tool 4.05 35% 43 15

Q37a. BigFix 4.13 31% 39 12

Q8a. HelpSU: Timeliness of initial response to your inquiry 4.60 20% 55 11

Q12a. IT Services communicates outage and other high-impact service 
news that helps me take appropriate action

4.72 15% 65 10

Q37d. Symantec/Norton Antivirus 4.76 15% 67 10

Q8c. HelpSU: Turnaround time for resolving your problem 4.56 17% 54 9

Q32c. Using Stanford services while traveling within the U.S. 4.38 16% 55 9

Q32d. Using Stanford services while traveling outside the U.S. 4.17 26% 35 9

Q10d. Order completion time for cable TV 4.37 27% 30 8

Q35b. ESS: Timeliness of Stanford release of updated versions after 
vendor release

4.50 12% 66 8

Q9a. Problem resolution overall 4.71 11% 62 7

Q11b. helpsu.stanford.edu (HelpSU: for submitting help requests) 4.68 12% 57 7

Q12d. IT Services uses postcards and Stanford Daily ads to convey 
meaningful information

4.49 18% 39 7

Q26a. Stanford’s network overall 4.67 8% 84 7

Q8b. HelpSU: Ability to solve problem 4.71 11% 55 6

Q2c. IT Services helps you use technology effectively 4.87 8% 78 6

Q2d. IT Services provides services that are valuable to you 4.94 7% 85 6

Q25a. Reliability of wired network 4.94 9% 70 6

Q25c. High-speed (gigabit) wired network access to other universities 4.73 13% 45 6

Q27c. Telecommunications billing system/statements 4.36 24% 25 6

Q2a. IT Services keeps the IT systems it provides up and running 5.01 6% 86 5
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Question Mean Tot Neg Count of All 
Responses

Total 
Dissatisfi ed

Q32b. Using Stanford services while working from home using other 
Internet service provider

4.71 11% 45 5

Q35c. ESS: Ease of installing software 4.85 7% 74 5

Q1a. IT Services customer-oriented approach 4.78 6% 68 4

Q3a. IT Services services as a whole 4.87 5% 86 4

Q10c. Order completion time for data center services 4.33 19% 21 4

Q12c. IT Services provides clearly-written service descriptions and 
instructions

4.68 6% 66 4

Q37e. Timeliness of security software updates 4.66 8% 53 4

Q41d. Central web hosting ease of setup and maintenance of web 
pages

4.53 13% 30 4

Q2b. IT Services delivers promised services on a timely basis 5.03 4% 78 3

Q11a.  computing.stanford.edu (Stanford’s Central Computing Website) 4.71 6% 51 3

Q11c. answers.stanford.edu (Self-Help Site) 4.80 12% 25 3

Q11d. it-services.stanford.edu (our organization’s website) 4.84 6% 49 3

Q12e. IT Services publishes print and online documents whose look-
and-feel is appropriate to Stanford’s image

4.70 6% 50 3

Q35d. ESS: Helpfulness of Stanford-specifi c software documentation 4.75 5% 64 3

Q41b. Central web hosting reliability (up-time) 4.69 9% 32 3

Q41f. Central web hosting databases for Groups and Departments 
(MySQL)

4.23 23% 13 3

Q32a. Using Stanford services while working from home using Stanford 
DSL service

5.00 9% 34 3

Q10a. Order completion time for voice services 4.50 11% 18 2

Q25b. Availability of wired network 5.04 3% 71 2

Q27a. Telecommunications ordering services 4.65 10% 20 2

Q27d. Voice mail 4.38 15% 13 2

Q41a. Central web hosting speed (time before page begins to load) 4.59 6% 32 2

Q41e. Central web hosting scripts (CGI) 4.59 12% 17 2

Q7a. 5-HELP: Ability to get through to a person 5.04 4% 24 1

Q7b. 5-HELP: Timeliness of initial response to your inquiry 5.04 4% 24 1

Q7c. 5-HELP: Turnaround time for resolving your problem 5.17 4% 24 1

Q7d. 5-HELP: Ability to solve problem 5.13 4% 23 1

Q10b. Order completion time for cell phones 4.63 6% 16 1

Q27b. Problem resolution for phone orders 4.85 8% 13 1

Q41c. Central web hosting restricting access via WebAuth 4.71 4% 24 1
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Counts of All Undergraduates Expressing Dissatisfaction for 
All Satisfaction Questions, Sorted by Total Dissatisfied
Question Mean Tot Neg Count of All 

Responses
Total 
Dissatisfi ed

Q19c. Stanford webmail ease of use 3.10 62% 60 37

Q19b. Stanford webmail features 3.18 55% 60 33

Q19a. Stanford webmail speed 3.68 40% 60 24

Q23a. Wireless in the residences 3.92 37% 62 23

Q21a. Stanford email overall 3.95 32% 63 20

Q19d. Stanford webmail reliability 3.95 28% 60 17

Q22c. Wireless network guest registration process 3.53 42% 38 16

Q22d. Wireless network ability to stay connected 4.17 20% 65 13

Q37d. Symantec/Norton Antivirus 4.14 27% 49 13

Q12a. IT Services communicates outage and other high-impact service 
news that helps me take appropriate action

4.27 27% 45 12

Q36a. Free and discounted software 4.07 26% 46 12

Q35a. ESS: available selection of software 4.23 26% 47 12

Q22a. Wireless network signal strength/quality of connection 4.17 17% 65 11

Q37b. SpySweeper 4.08 29% 38 11

Q22b. Availability of wireless network on campus 4.45 15% 65 10

Q37a. BigFix 3.69 34% 29 10

Q12b. IT Services arranges the navigation on its web pages so that it’s 
easy to fi nd links to what I need

4.43 20% 46 9

Q37c. Stanford’s Security Self-Help Tool 3.67 38% 24 9

Q25b. Availability of wired network 4.71 15% 55 8

Q26a. Stanford’s network overall 4.69 12% 65 8

Q32b. Using Stanford services while working from home using other 
Internet service provider

4.27 22% 37 8

Q35d. ESS: Helpfulness of Stanford-specifi c software documentation 4.30 20% 40 8

Q37e. Timeliness of security software updates 4.24 21% 38 8

Q25a. Reliability of wired network 4.69 11% 55 6

Q32c. Using Stanford services while traveling within the U.S. 4.43 14% 42 6

Q35b. ESS: Timeliness of Stanford release of updated versions after 
vendor release

4.43 14% 42 6

Q25c. High-speed (gigabit) wired network access to other universities 4.61 15% 33 5

Q32d. Using Stanford services while traveling outside the U.S. 4.13 21% 24 5

Q2a. IT Services keeps the IT systems it provides up and running 4.82 7% 57 4

Q10d. Order completion time for cable TV 3.56 44% 9 4

Q35c. ESS: Ease of installing software 4.53 9% 45 4

Q2b. IT Services delivers promised services on a timely basis 4.90 6% 50 3

Q2c. IT Services helps you use technology effectively 4.76 6% 49 3

Q2d. IT Services provides services that are valuable to you 4.89 6% 54 3

Q7a. 5-HELP: Ability to get through to a person 4.00 27% 11 3
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Question Mean Tot Neg Count of All 
Responses

Total 
Dissatisfi ed

Q7c. 5-HELP: Turnaround time for resolving your problem 4.36 27% 11 3

Q12d. IT Services uses postcards and Stanford Daily ads to convey 
meaningful information

4.42 12% 26 3

Q12e. IT Services publishes print and online documents whose look-
and-feel is appropriate to Stanford’s image

4.76 8% 37 3

Q7b. 5-HELP: Timeliness of initial response to your inquiry 4.18 18% 11 2

Q7d. 5-HELP: Ability to solve problem 4.36 18% 11 2

Q8b. HelpSU: Ability to solve problem 4.73 8% 26 2

Q9a. Problem resolution overall 4.62 6% 34 2

Q11a.  computing.stanford.edu (Stanford’s Central Computing Website) 4.69 6% 32 2

Q11b. helpsu.stanford.edu (HelpSU: for submitting help requests) 4.81 8% 26 2

Q12c. IT Services provides clearly-written service descriptions and 
instructions

4.63 5% 40 2

Q27c. Telecommunications billing system/statements 4.08 17% 12 2

Q32a. Using Stanford services while working from home using Stanford 
DSL service

4.59 9% 22 2

Q41a. Central web hosting speed (time before page begins to load) 4.71 10% 21 2

Q41e. Central web hosting scripts (CGI) 4.64 14% 14 2

Q1a. IT Services customer-oriented approach 4.83 2% 46 1

Q3a. IT Services services as a whole 4.88 2% 57 1

Q8c. HelpSU: Turnaround time for resolving your problem 4.73 4% 26 1

Q10b. Order completion time for cell phones 4.29 14% 7 1

Q10c. Order completion time for data center services 4.25 13% 8 1

Q11c. answers.stanford.edu (Self-Help Site) 4.75 6% 16 1

Q11d. it-services.stanford.edu (our organization’s website) 4.80 5% 20 1

Q41b. Central web hosting reliability (up-time) 4.81 5% 21 1

Q41c. Central web hosting restricting access via WebAuth 4.82 6% 17 1

Q41d. Central web hosting ease of setup and maintenance of web 
pages

4.83 6% 18 1

Q41f. Central web hosting databases for Groups and Departments 
(MySQL)

4.36 9% 11 1

Q8a. HelpSU: Timeliness of initial response to your inquiry 4.92 0% 26 0

Q10a. Order completion time for voice services 4.56 0% 9 0

Q27a. Telecommunications ordering services 4.50 0% 10 0

Q27b. Problem resolution for phone orders 4.38 0% 8 0

Q27d. Voice mail 4.50 0% 8 0




