
Stanford University
Information Technology Systems & Services (ITSS)
Customer Satisfaction Questionnaire - Section I

This part of the survey is estimated to take ten minutes.  Responses are confidential.  
For each of the following questions, mark the field that most honestly describes your 
experiences with ITSS services over the past year.  If you have not used a service or tool, 
please select òDon't Useó or skip the question.  There are comment boxes throughout 
the survey, so please share your thoughts when you want to offer specific comments or 
suggestions. 

GENERAL SUPPORT

ITSS provides problem resolution to the Stanford community through several teams 
including:
* 5-HELP, 5-HELP, contacted through 5-4357
* HelpSUHelpSU, contacted through http://helpsu.stanford.edu
* Computer Resource ConsultingComputer Resource Consulting (CRC), contacted through http://helpsu.stanford.edu

1. Have you used any of these services in the last year?
 Yes. Please select the one you used most often:

 5-HELP          HelpSU         CRC         Donõt Use

2. Thinking about the group 
you selected above, rate your 
satisfaction with the following:
a. Ability to get through to a 
person
b. Timeliness of response to your 
messages
c. Timeliness of response online
d. Turnaround time for resolving 
your problem
e. Professionalism
f. Technical ability
g. Ability to solve problem



3. How satisfied are you with 
ITSS problem resolution 
overall?

4. What would increase your satisfaction with ITSSõ resolution of your reported problems?

5.  What would be your top three methods for interacting with help services?

1st 2nd 3rd

Control of desktop from Helpdesk
Web page (self-submission)
Online chat/Instant Messenger
An office visit for one-on-one help
Phone

6. During the past year, how often has there been an impact on your work because after-
hours support was not available?

 Daily  
 Weekly  
 Monthly
 A few times a year 
 Never

6b.  What type of support were you looking for?



7. Please rate the importance 
of the following kinds of after-
hours support issues:
a. Help with printing
b.  Oracle, PeopleSoft, Axess
c.  Security (spam, virus, etc.)
d. Hardware issues
e. Restoring from backups
f. Network communications
g. Telephone support
h. Accounts and passwords issues
i. Other, please specify: 

INSTRUCTIONAL OFFERINGS

8. Please select the method you most prefer for learning about computing. (Select one)
 Web pages
 Hands-on classes
 One-on-one tutoring
 Lectures/demonstrations
 Self-paced computer-based training (videos, etc.)

9. How satisfied are you 
overall with ITSS instructional 
offerings?



TELECOMMUNICATIONS SERVICES

10. Please rate your satisfaction 
with the following ITSS 
telecommunications offerings:
a. Desk phones (room)
b. Voice mail
c. Cell phones
d. Pagers
e. Stanford DSL

11. How satisfied are you with 
ITSS telecommunications 
services overall?

12. What would increase your satisfaction with ITSS telecommunications services?

NETWORK SERVICES

13. Rate your overall satisfaction 
with these aspects of the 
Stanford network:
a. Bandwidth (performance, 
responsiveness / speed)
b. Reliability of network
c. Availability of wireless 
connectivity

14. How satisfied are you overall 
with Stanford network services?




