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RECOMMENDATION 
Accept the second report on the San Mateo County Cares! Survey Results for the 
period of March through December 2000 

Background and Discussion 
In July 1999, the Board of Supervisors implemented a customer feedback form and process that 
would secure regular and timely feedback from customers, use customer feedback to build on 
strengths and make identified improvements and demonstrate that the County cares about our 
customers and the services we provide. The process and survey form were developed by a 
subcommittee composed ofrepresentatives from County departments and staff from my office 
and Supervisor Nlll’s office. 

Second Reporting Period 
For the second reporting period (March through December 2000), a total of 4,995 responses were 
received. The first reporting period (September 1999 through February 2000) generated 3,576 
responses. Departments providing direct service to the public and to outside agencies were 
asked to participate. Surveys were made available by County departments in English and 
Spanish. Information Services, which provides automation, phone and radio services to other 
County departments, also submitted survey results this reporting period. Data is also available 
now for a number of departments that did not implement the process for the first reporting period 
due to workload and staffing issues (Elections, Tax Collector, Library). Distribution methods 
and response rates varied from department to department depending on services provided and the 
way m which surveys were made available to customers. 

Survey Queshons 
The survey asked customers to rate the following areas, as well as Overall Satisfaction, for 
services received: 

a. Response Time 
b. Courtesy of Staff 
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c. Knowledge of staff assisting you 
d Helpfulness of verbal and written information 
e Staff availablhty 
f. Information about the process 
g. Appropriate follow-up 

In addition, it asked customers to provide comments regarding unsatisfactory service, 
suggestions to improve services and employees who should be recogmzed. A complete set of 
survey results and customer comments are available for review in my office 

Overall Satrsfactlon Summary 
Attachment A summarizes the Overall Satisfaction rating for each participating department. An 
average of 91 4% of survey respondents rated overall satisfaction as good or excellent across all 
services. This represents an increase of 1.4 percentage points from the previous reporting period. 

Departmental Review and Action Steps 
The report provides graphs of overall satisfaction ratings by department, as well as a summary of 
each department’s survey distribution and collection methods, internal review processes and 
action steps taken to address poor ratings and comments regarding unsatisfactory service. 

Next Reportmg Period 
The next reporting period will be from January through June 2001. The Board will receive semi- 
annual reports on customer survey results. These results will be actively used by department 
managers for purposes of improving County services to the public. Customer/client satisfaction 
ratings are also used to track service quality under the “How Well We Do It” category of 
performance measures developed as part of Outcome-Based Management. 

cc: Department Heads 
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ATTACHMENT A: SUMMARY OF SURVEY RESULTS 
March to December 2000 ( OVERALL SATISFACTION [Total # of 
Department/Service Provided I Excellent 1 Good Fair 1 Poor /Responses 

Assessor-County Clerk-Recorder -Elections 850% : 140% 09% ’ 00% 126 
Controller’s Office 579% 358% 63% 00% 99 
Employee & Public Svcs -Animal Licensing 90 0% 100% 00% 00% 10 I 
Employee & Public Svcs - Public Safety 
Employee & Public Svcs - Revenue Svcs 
Tax Collector 

889% 11 1% 0 0% 0 0% 18 
692% 154% 00% 154% 13 
854% 73% 73% 00% 41 

llnformation Services 
I I I I I 

714% 1 286% 100% 100% I 140 

District Attorney - Consumer Fraud 
District Attorney - Family Support 
District Attornev - Public Administrator 

600% 200% 1100% 0 0% 14 
670% 160% 110% 50% 56 
92 9% 00% 71% 00% 14 s I I I I 

Probation ; 686% I 294% 120% (00% I 51 
(Sheriff’s Office 

I I I I I 
I 536% 159% ( 43% ( 261% 1 82 

Library 
- 

Parks and Recreation 
Plannina Division 

787% 122% 12% ( 00% ( 254 
629% 302% 38% ; 31% ( 199 
617% 240% 42% 1102%1 175 

& Adult - Commission On-Disabilities 889% 11 1% 00% 00% 9 
Aging & Adult - Public Guardian 500% 361% 11 1% 28% 36 
Aging & Adult - Congregate Nutrition Program 00% 100 0% 0 0% 0 0% 1 
Aging & Adult Meals on Wheels 750% 250% 0 0% 00% 12 
Aging & Adult - In-Home Supportive Services (IHSS) 812% 179% 0.9% 00% 117 
Aging & Adult - IHSSlPublic Authority 100 0% 00% 00% 00% 3 
Environmental Health 577% 381% 31% 10% 104 
Mental Health 466% 384% 20% 17% 815 
Hospital 58 1% 358% 154% 07% 151 
39th Avenue Clinics 1 430% 519% 1 51% 100% 86 
Willow & Belle Haven Clinics I 500% 333% I 167% 1 00% 19 

- _ 
Vocational Rehabilitation Services 
District Office-Redwood City Middlefield Rd 
District Office-Belmont Harbor Blvd 
District Office-East Palo Alto 
District Office-Daly City 92nd Street 
District Office-Daly City 90th Street 

’ 733% 200% I33% 33% 32 
595% 243% 81% 81% 42 
643% 143% 71% 143% 14 
541% 400% 54% 05% 210 
760% 21 3% 07% 20% 157 

j 500% 382% 88% 29% 39 
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I. ADMINISTRATION AND FISCAL 

ADMINISTRATION AND FISCAL 
Assessor-County Clerk-Recorder 

There were a total of 92 surveys received by the Assessor-County Clerk-Recorder (ACR) during the period 
March through December 2000 A total of 75 7% of the respondents rated sattsfactron with ACR servrces 
as good or better Surveys cards were available at the customer service counters In the Assessor County 
Clerk and Recorder offlces There were several comments that required follow-up These Items were as 
follows 
0 Staff not pleasant enough and need to be more personable m assrsfrng customers Provldlng 

excellent public service continues to be a goal for ACR In this years business plan the ACR has 
Included extensive customer-relations training among staff especrally among front-liners 

0 A customer warfmg area m County Clerk-Recorder d/v/s/on wrfh plenty of seafmg In the next 3 
months ACR WIII reconfigure all service areas with the goal of creating a more customer-friendly 
atmosphere 

0 Faster serv/ce and shorter walfrng frmes ACR IS In the process of enhancing Its workforce by 
fllllng vacant posrtlons to assist customers ACR IS also In the process of dlgltrzrng Information that 
customers can access or research Independently Upon approval by the state ACR will be offering 
electronic recording and online marriage licenses and vital records 

The ACR will begin to use the standard San Mateo County Cares1 Survey form by the next reporting period 
The office would like to use all of Its current survey cards before using a new form 

Overall Satlsfactlon 
Assessor-County Clerk-Recorder 

100 0% 

80 0% 

60 0% 
52 6% 

Excellent Good Far Poor 

P-March 2000 thru December 2000 92 Surveys Returned 



ADMINISTRATION AND FISCAL 
Assessor-County Clerk-Recorder 

Elections 

There were a total of 126 surveys received by the ElectIons Office dunng the penod March through 
December 2000 A total of 99 0% of the respondents rated satlsfactron with Electron services as good or 
better Surveys were made available at all customer service counters In the ElectIons Office Surveys 
responses requiring follow-up were as follows 
0 Touch Screen Vofrng Machines (Vofron~~) should be adlusfable for voters’ comfort The Elections 

Office IS aware of this and has forwarded customers feedback to Electron System & Software 
(ES&S) an electlons management company which has provided software and hardware support to 
the Elections Office for many years ES&S has come out with Votromcs II which promises to make 
the voting experience easier and more convenient to voters 

0 Too dark Ins/de voflng booths The Electrons Office IS working with ES&S to create better voting 
booths with enough lighting and space for voters ease and comfort 

0 Road signs to Tower Road are poor This has been a concern for the Electrons Office for some 
time and the office has been working with Public Works to Improve the current road signs for 
customers safety and convemence Just recently the Craft Shop Installed a new ElectIons sign 
with bolder letters at the corner of Polhemus and Tower Road 

In addition to the Items Identified above Elections received outstanding marks In courtesy In general 
customers described staff as friendly prompt attentive and knowledgeable ElectIons also received very 
positive feedback on the Votronrcs Many voters felt that It was a good voting system-very secure and 
easy to use 

The Electrons Office will begin to use the standard San Mateo County Cares1 Survey form by the next 
reporting period The office would like to use all of Its current survey cards before using a new form 

100 0% 

60 0% 

60 0% 

40 0% 

20 0% 

0 0% 

Overall Satlsfact on 
Assessor-County Clerk-Recorder-Elections Services 

Excellent Good Fa r PO.31 

I q March 2000 lhru December 2000 -~. 126 Surveys Returned 



ADMINISTRATION AND FISCAL 
Controller’s Office 

The Controllers Office drstnbuted Its San Mateo County Cares’ Surveys through the U S and Pony marl A 
total of 494 customer surveys were drstrrbuted to customers including Board of Supervlsors and staff, 
County Manager and staff County Department Heads County Fiscal Managers and Fiscal staff IFAS Help 
Desk callers during the first week of December (randomly selected) County Payroll Supervrsors Clerks 
and Back-up Clerk Audit clients for the 99-00 fiscal year (both Internal and external) City Finance 
Directors Special Drstnct Finance Directors and/or General Managers and San Mateo County Office of 
Education Fiscal staff In addition to the customer groups listed above anyone vlsltlng the Controllers 
Office was able to fill out a survey which were available at the reception counter Most survey responses 
were received via PONY mall Return postage was provided (in advance) to customers not served by the 
County s PONY marl system The Controllers Office received 99 responses with a total of 93 7% of the 
respondents ratrng services as good or better Thrs represents an Increase of 1 6 percentage points from 
the last reporting period There was a notable Increase In the number of employees that were singled out 
for their delivery of high quality service 

Overall service rankings Improved over the last reporting period Respondents had some concerns In the 
General Accounting and Property Tax & Special Accounting Dlvrslons Staffing shortages In the Accounts 
Payable section of General Accounting (30% or 3 people) caused service marks to weaken The timing of 
the survey cornclded with the staffing shortages and a developrng backlog of work The disappointing 
results were predictable Staffing levels and service quality has stabilized with the return of two veteran 
employees The mid-February transfer of a third staff member should resolve this situation Property Tax 
service marks reflect the unmet service Improvements sought by Cltles and Special Drstncts The Property 
Tax Upgrade Project currently underway will address these service requests When completed some 
processes will be automated the electromc transfer of property tax dlstnbutlons will be possible and Tax 
Book Rate Information will be publrshed on the web 

The March 2000 Customer Satlsfactlon memo addressed survey concerns related to IFAS training and 
written procedures for General Accounting functions In IFAS These are still rn development The project 
encountered a six-month delay due to the vendors revised timetable for product release No further delays 
are anticipated Pilot departments will test the new system and contribute to the development of training 
and support materials In March Countywide training will begin In June/July The Controllers Office focus 
continues to be planned improvements for service process documentation and software tools 

Overall Sat sfact on 
Contra er s OFF ce 

800% - - - --. -. .- -- -. .-. 



ADMISTRATION AND FISCAL 
Employee and Public Services 
Public Safety Communications 

Surveys were mailed to customers rncludlng fire law enforcement and medical transport agencies as well 
as members of the public who had dialed 9-l-l during the survey period (March through December) A total 
of 18 responses were received 20 less than the previous reportrng period A total of 100% of respondents 
rated overall satisfaction with services as good or better This represents an Increase of 13 2 percentage 
points from the previous reporting period One comment requiring follow up was made regarding the 
dispatchers resourcefulness for the disabled community Public Safety Communlcatlons will conduct 
training on resources available to this part of the commumty 

In addition efforts have been made to address the Items that required follow up for the first reportrng 
period These Items Include 
0 Confrnue to conduct outreach ef7orf.s to hre vacant d/spafcherposrf/ons PSC has continued an 

aggressive campaign for the recruitment testing and selectron processes for hrnng dispatchers 
Currently PSC has three vacancies with a recruitment open for entry and lateral dispatchers 
AddItIonally PSC has been successful rn hlnng per diem personnel to fill shift vacancies when 
appropriate 

0 Confmue to conducf customer serwce framng PSC conducts required training for all dispatch 
personnel monthly The results of the surveys are shared with staff and methods to Improve 
customer service are provided at that time 

Overall Satisfaction 
Employee 8 Public Svcs - Pubhc Safety 

100 0% 

80 0% 

Excellent Good Far Poor 
- - .- -- ---~- I 

1 q September 1999 thru February 2000 n March 2000 thru December 2000 1 18 Surveys Resulted - - 



ADMISTRATION AND FISCAL 
Employee and Public Services 

Revenue Services 

Surveys were available In the lobby during the period March through December 2000 There were 13 
responses two higher than the previous reporting period received by Revenue Services A total of 84 6% 
of the respondents rated overall services as good or better This rating IS srgnrflcantly higher than the 
72 8% rating received during the first reporting period (October 1999 through February 2000) The issues 
raised from the last survey dealt with 1) the collectors becomlng defensive when dealing with customers 2) 
having more than one wrndow open at all times and 3) some employees being slow when addressing 
customer Issues All of these concerns have been addressed and did not show up in the current survey 
results 

The only Issue raised during this reportrng period had to do with Revenue Servrces credrt card process 
The followlng action will be taken to determine If any changes need to be made review existing procedure 
with supervlsors and leads evaluate and document If changes need to occur and train (If necessary) staff 
on revised procedures 

The posltrve responses Revenue Servrces received centered on employees being helpful responsive 
courteous pleasant rnformatrve accommodatrng friendly and efficient 

100 0% 

Overall Satisfaction 
Employee 8 Public Services 

Revenue Svcs 

800% -~ -- ----. ~- 

60 0% 

40 0% 

20 0% 

0 0% 

69 2% 

.~. .--. .-- 

.~- ~. .- 

27 3% 

.~ 

Excellent Good Fa r Poor 

ISeptember 1999 thru February 2000 m March 2000 thru December 2000 13 Surveys Returned 



ADMINISTRATION AND FISCAL 
Employee and Public Services 

Animal Licensing 

Surveys were avarlable In the lobby dunng the penod March through December 2000 There were 10 
responses one less than In the prior reporting period received by Animal Licensing A total of 100% of the 
respondents rated Anlmal Licensing s servlce as good or better This reflects an Increase of 9 1 
percentage points from the last reporting period This increase IS due to Animal Licensing addressing the 
concerns that were reflected In the last reporting period relating to the lack of blllngual staff Animal 
Licensing has added an addItIonal blllngual staff position to assist the Spanish-speaking customers 

The only Issue raised dunng this reporting period had to do with the amount of time It takes to process an 
animal license The old system (PetNet) utlllzed by the Animal Licensing group was very slow and 
researching InformatIon was very time consumtng In an effort to address this situation the followlng 
actions have been taken 

0 The PetNet software has been replaced with better/faster software (Chameleon) 
0 All computer hardware upgrades have been completed 

Overall customers Identified employees as responsive courteous helpful pleasant Informative 
accommodating friendly and efficient 

Overall Satisfaction 
Employee 8 Pubhc Serwces 

Animal Licensing 

100 0% 

80 0% 

Excellent Good Fair Poor 

September 1999 
-.-. 

thru February 2000 - .- q March 2000 thru December 2000-l 10 Surveys Returned --- -- 



ADMINISTRATION AND FISCAL 
Information Services Department 

There were a total of 600 surveys drstnbuted to departments this reportrng period A total of 140 of these 
surveys were completed and returned to ISD Overall 100% of the respondents rated overall satrsfactron 
with ISD services as good or better lnformatron Services drstnbuted questronnarres upon the completron of 
protects or problem resolutron to primary customer contacts during sampling period at front desk, with 
user bllllng the 2nd week of the second month of the quarter and vra Pony marl to every Help Desk call for 
the sampling period 

There were a few comments and suggestlons for areas that ISD can Improve service Most of these can 
be dealt with on a case-by-case basis with the affected customer There were a couple of areas where ISD 
received several comments to Improve service overall Customers appear to be satisfied with the servrces 
received from Cardkey admlnlstrators however the office can be dlffrcult to find for staff not working at the 
main Redwood City campus ISD will work wrth departmental contacts and provide maps as well as hours 
of service for their staff Another area with room for Improvement IS the category of provrdrng InformatIon 
about the process Various comments regarding this have shown up for several types of services Thrs 
will be addressed at a department as well as work team level and will be monitored in the next survey 
cycles 

ISD staff also received numerous complements These comments reflect a high level of responsrveness 
technrcal skill and thoroughness 

100 0% 

Overall Satisfaction 
InformatIon Services 

80 0% 

60 0% 

Good Fa r POW 
_.-~- .--.- - 

- aMarch 2000 thru December 2000 --. -~. ! 140 Surveys Returned 



AMINISTRATION AND FISCAL 
Tax Collector’s Office 

San Mateo County Cares1 Surveys were available at the Tax Collectors Information counter Through 
December 31 2000 41 surveys were returned of which 92 7% of the respondents rated satlsfactlon with 
servlces as good or better 

There was only one Item that required followed In which the respondent was concerned about the 
coordlnatlon between the Assessor and Tax Collector The Tax Collectors Office will be dlscussing this 
Issue with the Assessors staff during their weekly meetings Overall the comments were posltlve 

Overall Satisfaction 
Tax Collector Services 

80 0% _ 

60 0% 

40 0% 

L - 

-~ 

20 0% 

0 0% 

85 4% 

Excellent Good 

I--- .._- 

- 
q March 2000 thru December 2000 -1 

Far Poor 

41 Surveys Returned 



II. CRIMINAL JUSTICE 

Criminal Justice 
Coroner’s Office 

Surveys were dlstnbuted to family members of decedents law enforcement and fire department personnel 
dunng field calls and were made available In the office from April 1 2000 through December 31 2000 one 
survey was returned rating overall satlsfactlon as good All surveys are revrewed by the Deputy Coroner for 
further review and follow up with staff Given the delicate nature of the work performed the Coroners 
Office will follow up with surveys sent to public safety agencies and wrll continue to look for ways to Improve 
service 

Overall Satisfaction 
Coroner’s Office 

97 0% 

80 0% 

60 0% 

40 0% 

20 0% 

0 0% 
Excellent Good Fair Poor r -- 

HSeptember 1999 thru March 2000 HApnl2000 thru December 2000 1 Survey Returned -- 



CRIMINAL JUSTICE 
District Attorney 

Consumer Fraud and 
Environmental Protection Units 

There were 330 Customer surveys distributed to clients seeking services and court personnel during 
Interviews Surveys were sent through the mall and were made available In the lobby of the Dlstnct 
Attorneys Office from March 2000 through December 2000 There were 14 responses received of which 
80% rated overall satisfaction with services as good or excellent In the one comment received It was 
suggested that an envelope should be Included with the complaint form All surveys are reviewed by the 
Dlstnct Attorney and then routed to the Chief Deputy Dlstnct Attorney for further review and follow up with 
staff The District Attorneys Consumer Fraud Unit continues to find ways to Incorporate suggestions for 
Improved service delivery 

Overall Satisfaction 
Distnct Attorney - Consumer Fraud 

100 0% 

80 0% 

60 0% 

40 0% 

20 0% 

0 0% 

- 

Excellent Good Far Poor 

-- 
Cl September 1999 thru February 2000 q March 2000 thou December 2000 1 14 Surveys Returned 
.- -- 



CRIMINAL JUSTICE 
District Attorney 

Family Support Division 

Surveys were provided to clients during personal IntervIews through the mall and were made available In 
the lobby of the Family Support Dlvrslon Office In Redwood City Of the 160 surveys distributed 56 had 
been returned through December 31 2000 of which 83% of respondents rated overall satlsfactlon with 
services as good or better All surveys were returned to the Family Support Office where the Admlnlstrator 
reviewed them and provided follow up as necessary The surveys were then forwarded to the District 
Attorney for further review Despite the drfflcult nature of the work undertaken by Family Support overall 
satisfaction IS high and the division continues to find ways to Improve service delivery 

Overall Satlsfactlon 
District Attorney - Family Support 

80 0% 

60 0% 

40 0% 

20 0% 

00% 

67 0% 

~. -- 

Excellent Good Far Poor 
--.. -. 

La .September 1999 thru February 2000 q March 2000 thru December 2000 56 Surveys Returned ~ .-- 
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CRIMINAL JUSTICE 
District Attorney 

Public Administrator 

A total of 41 Surveys were mailed to attorneys realtors and heirs to estates In addition surveys were 
available In the AdmInIstratIve Office from April through December 2000 A total of 14 surveys were 
returned with 92 9% of respondents rating overall satisfaction with services as good or better SIX 
employees were mentioned for excellence In service delivery All surveys were returned to the Public 
Admlnlstrators Office for rnltral review and follow up and then forwarded to the Dlstnct Attorney for further 
review The Public Admlnlstrator s Offrce IS committed to providing professional service to customers and 
anticipates continued favorable ratings from clients 

Overall Satisfaction 
District Attorney - Public Admmlstrator 

100 0% 

80 0% 

60 0% 

Excellent Good Far Poor 
-~- q Se@ember 1999 thru February 2000 n March 2000 thru December 2000 

14 Surveys Returned 
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CRIMINAL JUSTICE 
Probation Department 

Dunng the reportmg penod of Apnl through December 2000 surveys were dlstnbuted to parents or 
guardians of juveniles referred to Probation juventles referred to Probation adult defendants victims and 
attorneys Juvenile offenders and their parents or guardians and adult defendants were provided surveys 
during personal Interviews vlctrms were surveyed by mall and surveys were available In the reception 
areas of each Probation office Camp Glenwood Juvemle Hall and the Private Defender Program Office 
Through December 2000 51 surveys had been returned 98% of which rated overall satisfaction with 
services as good or better Several comments and suggestions to Improve service were provided and 
numerous employees were recognized for service provlsron There were no respondents that requested 
follow-up during the reporting period Surveys were reviewed by the Chief Probation Officer and then 
forwarded to the appropriate Deputy Chief Probation Officer for further review and follow up with staff 
Based on the total responses received the department IS satisfied with the results and believes the efforts 
of Its dedicated staff will result In continued high levels of service and customer satrsfactlon 

Overall Satisfaction 
Probation 

100 0% 

80 0% 

60 0% 

---. -- 

68 6% 

.- 

- -. .-- .~ -.- 

.- ----. -.- - -- 

-. -- -- - - --. 

29 4% 

Excellent Good Far 

q September 1999 thru March 2000 q Apr I 2000 thru December 2000 ~- 

Poor 

51 Surveys Returned 



CRIMINAL JUSTICE 
Sheriff’s Office 

Surveys were provided during personal contacts mailed to customers and available In the lobbies of all 
offices and substations as well as during a series of community-based meetings conducted by the Sheriffs 
Office during the reporting period Through December 2000 82 surveys were returned of which 69 5% 
rated overall satlsfactlon with services as good or better Comments were received which mentioned 
excellence In several programs and servlces Identified some areas rn which service provrslon could be 
improved and recognized a number of employees for quality service delivery All surveys were reviewed by 
the Sheriff and forwarded to the appropriate Captains and Lieutenants for further review and follow up The 
Sheriffs Office plans to continue rts leadership role In County law enforcement and provide the County with 
the highest level of service dellvery 

100 0% 

Overall Satisfaction 
Sheriff s Office 

Excellent Good Far 

--mApr I 2000 thru December 2000 -7 

POW 

82 Surveys Returned 



III. ENVIRONMENTAL SERVICES 

ENVIRONMENTAL SERVICES 
Agriculture/Weights and Measures 

The AgncultureNVelghts and Measures Dlvlslon continues to provide surveys at the front counters of Its 
Redwood City and Half Moon Bay field offices In addition 200 surveys were mailed In conjunctIon with 
annual pesticide permltlreglstratlon correspondence All surveys were returned directly to the Agncultural 
CommlsslonerlSealer for review and then routed to the Deputy CommlsslonerlSealer for further review and 
follow-up actions 

For the period of March through December 2000 a total of 6 surveys were returned All respondents rated 
overall satisfaction wrth services as excellent There were no comments made requiring follow-up As a 
result of a comment made dunng the previous survey cycle the department has developed a checklist of 
required InformatIon for the Restricted Material Permit Notice of Intent 

Overall Satisfaction 
AgrlculturalMleights & Measures 

Excellent Good Fa r Poor 

--- .- - q September 1999 thru February 2000 HMarch 2000 thru December 2000 I 6 - .--. Surveys Returned 



ENVIRONMENTAL SERVICES 
Library 

This IS the first period In which the Library has reported out on customer satlsfactlon Surveys were made 
available at each of the twelve llbrarres that make up the County Library system A total of 254 surveys 
were received lncludmg 22 surveys from respondents on-line Over 90% of consumers gave an overall 
rating of excellent or good for services received Only 1 2% rated overall services as fair and there were no 
poor ratings 

Comments from the libraries vaned from site-to-site There were numerous comments recognlzlng staff for 
outstanding service Results will be reviewed by the Library staff for follow-up action 

Overall Satisfaction 
Library 

100 0% 

80 0% 

60 0% 

Excellent Good Fa r Poor 

I-. - -1 q March 2000 thru December 2000 
254 Surveys Returned 



ENVIRONMENTAL SERVICES 
Parks and Recreation 

The Parks and Recreation Drvrslon drstnbuted 2 000 customer surveys during this survey period They 
were placed at park kiosks offices and gatehouses They were also handed out to park vrsrtors by staff 
and sent to those who made park reservations A total of 199 surveys were returned during this period 

Respondents rated overall satlsfactlon as good or excellent 93% of the time Only 7% rated servrce as fair 
or poor Staff courtesy knowledge and helpfulness were the most highly rated areas of the survey Two 
areas of dlssatrsfactron stood out this period The areas reported are slmllar to rnformatron gained from 
prevrous surveys and Includes poor printed materials and poor facllrty condltrons The facrlrtles most often 
mentioned as poor were restrooms and showers at Memorial Park and roadway condltrons at various 
parks Both of these Issues are lrsted as high pnonty capital protects on the departments 2000101 capital 
protects list but no funding IS currently available Alternative funding IS being explored for these 
Improvements The other Item of drssatlsfactlon IS the parks printed materials speclfrcally maps The 
Department has budgeted $20 000 to begin revising and reprinting these materials Staff has begun the 
brochure redesrgn project and several new publlcatrons will be available within the next SIX months 
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ENVIRONMENTAL SERVICES 
Planning and Building Division 

Since September 1999 the Planning and Building Division has been dlstnbutrng surveys During this 
reporting period the scope of dlstnbutlon was expanded to Include a survey form being attached to every 
building permit receipt Issued at the Building Counter handed to each customer the staff greeted In the 
lobby or at the Planning Counter Included with certlflcates of occupancy and letters of decision sent to 
owners and applicants and provided In the waiting area lobby sign-in area and Planning Building 
Counters To Improve the response rate return postage was provided for those surveys that were mailed 
out The department IS also Investigating the posslblllty of providing a survey form on Its web site 

A total of 175 surveys were returned with 86% rating overall satlsfactlon as good or excellent and 14% 
rating services as fair or poor The majority of results and comments from the surveys Identified long 
waiting times and lack of staff However there were numerous comments recognizing several employees 
for their excellent service As a result of comments from the previous survey period the Department made 
several changes Including the addition of a full-time front counter Building Permit Technician to assist with 
bullding permit appllcatlons The Current Planning Section has also evaluated the reserve counter 
planner duties and has Implemented a more responsive plan to have the reserve planner assist the other 
counter planners when waiting times Increase for planning services Also the receptlonrst IS now 
monltonng applicant check-in times and alerts supervisors when back-up assistance IS needed As a result 
of these changes the average customer wait time has been reduced to approximately 13 minutes 
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IV. HEALTH SERVICES AGENCY 

The Health Services Agency surveyed clients from the followrng programs 

l Clrnrcs - 39th Avenue I Belle Haven I WIIIOW 
l Hospital and Ancrllary Services 
l Mental Health 
l Envlronmental Health 
l Aging & Adult Services 

l In-Home Supportive Servlces 
l Public Authority 
l Brown Bag Program 
l Public Guardian 
l Congregate Nutntron Program 
l Meals on Wheels 
l CornmIssIon on Dlsabllltres 

A total of 765 surveys were returned The programs will be contrnuously reviewed to Improve return rates 
Approximately 94% of the surveys returned Indicated that servrces were either excellent or good This 
does not Include returns from Mental Health Youth and Caregrvers which uses federally mandated survey 
Instruments that collects data In a somewhat different format 

Public Health Prenatal to Three and the AIDS Program administer customer surveys every January and 
the results are reported at the end of the third quarter North County Health Center Daly City Youth Health 
Center and the South San Francisco Health Center reported results In the last report and will survey again 
for the next cycle 

In the last report the AIDS Program responses Indicated concerns with the wait times lack of waiting room 
space and a TV at the Edison Clrnrc as well as the avarIabIlIty and trmellness of HIV testing In the tails The 
concern wrth wart times was an Issue when patients had multiple appointments to see different providers at 
the same site Staff has since worked to decrease wart times at clrnrcs by making appointments as close 
together as possible A televrsron with a VCR for showing educational tapes has been Installed in the 
Edison Clinic and the AIDS program has developed an arrangement with Correctional Health to assist in 
HIV testing shortenrng the testing time 

Issues requiring follow up In Public Health Included the wait list for California Children Services (CCS) 
Medical Therapy Unrt (MTU) the turnover of therapists In the MTU the complexrty of the CCS program and 
delays experienced In receiving therapy services The CCS Program Therapy Assessment (TA) has been 
streamlined so that there IS virtually no delay getting to a TA and therapy staffing IS now full The wart list 
has been reduced to only a few clients Program staff continues to make changes in the therapy process to 
provide a better service While 99% of the Pre to Three program clients rated services as good or 
excellent last period a theme emerged from the comments rndrcatrng that some clients felt rushed in 
contacts with staff Since then management and supervisors have given staff support around trying to 
reach as many clients as possible whrle marntarnrng the same high quality of rndrvrdual interacttons with the 
clients 
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HEALTH SERVICES 
Clinics - 39th Avenue I Willow Clinic I Belle Haven 

Nrnety-four percent of all respondents at the 39” Avenue Cllnlcs and 83 3% of respondents at the WIIIOW 
and Belle Haven Clrnlcs gave excellent or good ratings The cllnrcs at WIIIOW and Belle Haven were 
surveyed in March 2000 Surveys were available In Spanish and English to patients at the front desk with a 
return brn Staff also encouraged patients to partrcrpate However only four surveys at WIIIOW and fourteen 
at Belle Haven were returned The Cllntcs are planning to place posters In English and Spanish 
encouraging patients to partrclpate to Increase the return rate 

Areas of concern Include access to services (telephone access and registration) and wait time for 
appointments The phone system was also the subject of the 1999 Grand Jury Report WIIIOW has Installed 
a new phone system to handle the high volume of calls and IS attempting to hire staff specifically assigned 
to phones The tnagelscreenlng nurses function has been streamlined to handle drop-ins more effrcrently 
and the staff contrnuously reviews ways to Improve patient flow WIIIOW has requested an addrtronal 
computer in the Dental Cllnlc area so that patient wartlng for dental and optometry appointments may be 
registered separately and Improve patient flow Management and staff have been working to decrease the 
wait time for phone calls but the number of calls recerved IS so large that some delays are lnevrtable In 
addition the Outpatient Services Quality Management Committee IS presently conducting wait-time study to 
Identify problem areas to make recommendations for Improvement Staff continues to discuss ways to 
improve patient flow 

Wart times for all Cllnrcs are also measured In the Performance Measures report and have shown 
Improvement In the second quarter with 57% of the patients being seen within 30 minutes of their 
appointment time This an Increase of 7% over the first quarter actuals Continuous review of wait times 
will take place 

All of the Community Health Center Cllnrcs at 39th Avenue were surveyed during the month of March 2000 
The Family Health Center located on the 3rd floor consists of Pediatrics Primary Care and OBlGYN 
services The Medical Clrnrc and Surgical Specialty are located on the 2nd floor of Outpatient Services 
Five hundred surveys were drstnbuted In March 2000 half In English and half in Spanish Total responses 
received from patients was 86 The surveys were made available to parents at each of the clinics 
registration counters Cllnlc staff encouraged all patients to partrcrpate In the survey Areas of concern 
rndrcated by comments focused pnmanly on access including calling clrnrcs and registration Clrnrc 
management has worked with staff to Improve these areas however because of the volume of phone 
calls complaints regarding delays rn the phone system continue to be received The registration process IS 
being addressed by attempting to pre-register patients prior to their clrnrc vrsrts Pre-registration can reduce 
an average registration time from 5-8 minutes to 3-5 minutes Overall there were more posrtrve comments 
such as compassronate efficient helpful excellent courteous and friendly Negative comments were 
consistent with what clrnrc staff have already rdentrfred as areas needing Improvement such as access to 
servlces and the wart-tlme for an appointment 
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HEALTH SERVICES 
Hospital and Ancillary Serwces 

All Hospital servtces rncludrng ancrllary services were surveyed which Included the followtng Inpatient 
MedlcallSurglcal lnpattent Psychlatnc Inpatient Special Care Long-Tern Care Psychratrrc Emergency 
Services Emergency Department EndoscopylShort Stay Surgeries Physical and Occupatronal Therapy 
Laboratory Pharmacy Radiology Admrttrng Business Office and FoodlNutntron Services The surveys 
were distributed during the month of November Total dlstnbuted were 1 200 half In English and half In 
Spanish Unfortunately only 151 were returned A review will take place as to how the return rate can be 
Increased Surveys were available In all care areas Ninety-four percent of all respondents rated services 
as excellent or good Overall there was a 27% Increase In the number of responses and there were 
more positive than negative comments There were no trends Identified by the negative comments 
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HEALTH SERVICES 
Mental Health 

Results from the last report were discussed at the department leadership meeting as well as at tndlvldual 
adult unit meetings Adult clients had rated the statement staff believe I can grow change and recover 
less highly than other statements In this reporting period the positive client rating of that statement has 
Increased 3 9% While not statlstrcally slgnlfrcant thrs may Indicate that staff efforts to Improve In this area 
are beglnnlng to produce results In the last report caregrvers and youth tended to Indicate that they were 
less satisfied with the amount of servlces that they received (21% and 56% respectively) In this report 
those numbers have changed to 27% and 51% These data will also be used In department drscusslons to 
improve services 

Overall ratings of satisfaction with Mental Health Services continues to be high ranging from 81% to 90% 
for all three groups of customers There were some exceptions Youth tend to be less satisfied with the 
amount of help that they received Adults Indicated slightly lower satisfaction rates for staff sensitivity to 
culturallethnrc background and understanding written materials received Parents and caregrvers gave 
slightly lower ratings In two areas These were the extent to which the program has met their needs and 
being satisfied with the amount of help received These data will be presented to managers In order to 
determine areas of further drscussron with staff and for future training topics 
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HEALTH SERVICES 
ENVIRONMENTAL HEALTH 

Staff avallabrllty was identified as an Issue In the last report A coverage policy has been implemented to 
ensure that a program supervrsor IS always available to assist the public as needed There were not 
comments on the lack of staff avarlabrllty In this reporting period and ninety-six percent of all respondents 
rated services as excellent or good Surveys were available during this reportmg penod on the Internet 
site as well as at the front counter No areas needing responses have been identified 
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HEALTH SERVICES 
AGING & ADULT SERVICES 

In overall satlsfactton 97% of Aging and Adult clients rated servtces to be excellent or good The Publrc 
Guardian had two areas of some concern response time and helpfulness of wntten rnformatron The 
Managers will be working on these Issues Overall the Public Guardian had a slightly lower satrsfactlon 
rate compared to the other programs Comments from the Nutntlon Program contained Issues with the 
expiration dates of foods distributed which appears to be a mrsunderstandrng of the dates stamped This 
was also mentioned In the previous report Staff has provided additional education to those receiving the 
products and the comments In thts area has subsided slightly Efforts wrll continue The Congregate 
Nutntlon Program IS also funding grants for four pilot programs to address Issues raised in the previous 
report of ambiance hosprtallty and menu choices at senior congregate nutntlon sites The Public Authority 
IS also recruiting staff to assist with telephone coverage as that had been an Identified area during the 
previous reporting period Some confuslon stall exist for those completing surveys for the In-Home 
Supportive Services Program and Public Authonty The Survey document has been changed to Indicate 
the program name on the actual Instrument however comments continue to show some confusion and 
addrtronal efforts will need to be made 

100 0% 

80 0% 

60 0% 

Overall Satlsfactlon 
Agmg 8 Adult Services 

Brown Baa Proaram 

63 4% 

Excellent 

L-.- 

Good Far Poor 

Cl March 2000 thru December 2000 
A 227 Surveys Returned 



Overall Satisfaction 
Aging (L Adult Services 

Commission on Disabilities 

80 0% 

Excellent Good Fa r 

aseptember 1999 thru February 2000 WMarch 2000 thru December 2000 
L. ~ .~ --J 9 Surveys Returned 

Overall Satisfaction 
Aging & Adult Services 

Public Guardian 

100 0% 

80 0% --- .- .- 

60 0% 

40 0% 

20 0% 

0 0% 

Excellent Good Far Poor .--. 
0 March 2000 thru December 2000 -1 36 Surveys Returned 

-- 

San Alaleo Connp CamtSnng Resnf~s~.llanh 2000 Jhmngh DrctvzLw.?OOO Paxe .?S 



60 0% 

60 0% 

40 0% 

20 0% 

0 0% 

Overall Satisfaction 
Aging &Adult Services 

In-Home Supportive Services 

81 2% 
.-- .~ -- 

Excellent _ -. Good- Poor Far. 

q September 1999 thru February 2000 n March 2000 thru December 2000 
.- 117 Survey Returned 

Overall Satisfaction 
Agmg 8 Adult Services 

Public Authonty 

80 0% 

60 0% 

Excellent Good 

- 
I 6 3% 

, 00% I1 00% 0 0% 00% 

Far 

-1 
Poor 

q September 1999 thru February 2000 n March 2000 thru December 2000 
-1 3 Surveys Returned 

San Alateo Conn~ Cat& Ssng Reds Alan-h 2000 thmNQ/I DecenAer -3000 Page 39 



600% 

600% 

Overall Satisfaction Overall Satisfaction 
Aging & Adult Services Aging & Adult Services 

Meals on Wheels Meals on Wheels 

Excellent Good Fa r Poor 

0 September 1999 thru February 2000 q March 2000 thru December 2000 I 12 Surveys Returned 

San Naieo Corm9 Cad Snn ty Ibdis Alard -7000 ihmugh Decedwr 2000 l’qe 30 



V. HUMAN SERVICES AGENCY 

The Human Services Agency provided surveys at all counters In Its dlstrrct offices lncludlng Redwood City, 
East Palo Alto Belmont Daly City (2) Menlo Park OICW and South San Francisco Surveys were also 
marled to Housrng Authority tenants and owners Addttlonally seven of the Family Resource Centers were 
added to the dlstnbutron Overall satrsfactron rates and comments have been broken down by site 
Customers can return surveys either at the office In which they received servrces or the surveys may be 
returned by mall postage prepald All surveys were returned to the Research Manager for review and any 
Items requtnng follow-up are forwarded to District Managers for action 
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The number of surveys returned Increased dramattcally during the second period from 253 to 725 The 
Research and Planmng team Increased awareness of the surveys by vrsltlng each of the Agency sites to 
Inform new staff and remind exlstrng staff of the Importance of the survey Responses were also Increased 
by adding seven of the Family Resource Centers to the dlstnbutron Of the 725 surveys returned 
respondents rated overall satlsfactlon as excellent or good 90 9% of the time 
While the Agency falred well In overall satlsfactlon and there were numerous comments recognlzlng staff 
for outstanding service the areas where respondents reported dlssatlsfactlon are slmllar to Information 
gained from previous surveys and includes the amount of time staff takes to return calls and concerns 
related to the lack of sensltlvrty to the clients srtuatlon In response to these concerns In November 2000 
all HSA staff attended Flight to the Future a seminar In appreciating diversity AddItIonally the HSA 
Research and Planning Unit IS comprlrng and analyzing all of the InformatIon from the first two survey 
periods Into an Annual Report This report will provide analysis of the surveys with the goal of rdentlfylng 
Agency service strengths and weaknesses This report will Include both process and policy 
recommendatrons lmtral findings suggest that HSA needs to Improve staff avarlabrlrty response time 
Information about the process and follow-up 
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(continued) 
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HUMAN SERVICES AGENCY 
(continued) 

Overall Satisfaction 
92nd Street Daly City 

80 0% 

Excellent Good Fa r Poor 

iSeptember _ 1999 - .- thru February 2000 ~ -.- .~ HMarch 2000 --- thru -. December - 2004 157 Surveys Returned 

Overall Satlsfactlon 
90th Street Daly City 

-- -. - -- -- - ~ ~ -~ 
52 6% 

_-LB 2%-- - - -- .- _- - - .-- ~ 

Excellent Good Fa r Poor - --- .- .- - -- -. .-. 
-. q September - 1999 thru February - - 2000 n March 2000 thru December 2000 1 39 - - -- .- - Surveys Returned 

S~II Afafeo Comty Cared Survq Redfs Narch -7000 fhmrgh Delember -3000 Pap 34 



100 0% 

80 0% 

60 0% 

40 0% 

20 0% 

0 0% 

100 0% 

80 0% 

60 0% 

40 0% 

20 0% 

00% 

HUMAN SERVICES AGENCY 
(continued) 

Overall Satisfaction 
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HUMAN SERVICES AGENCY 
(continued) 
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VI. PUBLIC WORKS 

The Department dlstnbuted more than 887 surveys and received 287 responses Servlces overall were 
rated excellent or good 90 4% of the time There were 48 unsatisfactory comments and 55 suggestlons to 
Improve services Most of these comments were In the area of Water services Overall there were 36 
complimentary comments about service and 122 comments recogmzlng staff for outstanding public service 
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PUBLIC WORKS 
Engineering/Maps 

Since November 1999 the Engineering Services Dlvlsron has been provldlng customer feedback forms at 
the Map Checking and Survey Counter located at the Public Works offices at 555 County Center 5th Floor 
Upon completron all surveys were routed to the Admlmstratlve Services Dlvlslon Manager Any Items 
requlnng further action such as comments regarding unsatisfactory service or suggestlons to Improve 
service were forwarded to the Section Manager-Pnnapal Engineer for further review and follow-up As of 
December 2000 there were 31 surveys returned all rating services good or better There were 5 
suggestions to Improve service 6 complimentary comments and 22 comments recognlzlng staff for 
outstanding public service 
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PUBLIC WORKS 
Airports 

The Airports Division mailed out 500 surveys with tenant bllllngs for hangars tie-downs and concesslons 
Surveys were also made available to the public on customer counters located at the San Carlos and Half 
Moon Bay Airports Completed surveys were routed to the AdmInIstratIve Services Dlvlslon Manager of 
Public Works for reporting purposes Any items requiring further action such as comments regarding 
unsatisfactory service or suggestlons to Improve service were forwarded to the Airport Manager for review 
and follow-up As of December 2000 41 surveys were returned There were 3 comments regarding 
unsatisfactory service Involving hard to remove stickers on parked cars vandalism and sweeping of 
paved areas around the hangars and 11 suggestions to Improve service In response to the suggestions 
the Department IS continuing to explore the feaslblllty of electronic payments (automatlcally billed to a credit 
card) for the monthly Airport fees and the monthly tIedown and hangar fees In addition they have 
increased the frequency of sweeping In the hangar and tledown areas There were 4 complimentary 
comments and 18 comments recognlzlng staff for outstanding public service 
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PUBLIC WORKS 
Road/Street Sweeping 

Since November 1999 the Road Maintenance Dlvlslon has marled surveys to customers requesting service 
and provided surveys In the field There were 187 surveys distributed and 51 surveys returned Completed 
surveys were routed to the AdmInIstratIve Services Dlvlslon Manager of Public Works for reporting 
purposes Any Items requiring further action such as comments regarding unsatisfactory service or 
suggestions to Improve service were forwarded to the Maintenance Division Manager for review and 
follow-up There were 6 comments regarding unsatisfactory service and 10 comments with suggestions for 
Improved service All customers wrth lndlvldual comments requlnng attention were lmmedlately contacted 
and Issues were resolved In a timely manner There were 4 complimentary comments and 35 comments 
recognizing staff for outstanding public service 
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PUBLIC WORKS 
Sewer Maintenance 

Since November 1999 the Sewer Maintenance Dlvlslon has mailed surveys to customers requesting 
service and provided surveys In the field Completed surveys were routed to the AdmInIstratIve Services 
Dlvlslon Manager of Publrc Works for reporting purposes Any Items requiring further action such as 
comments regarding unsatlsfactoty service or suggestlons to Improve service were forwarded to the 
Maintenance Dlvlslon Manager for review and follow-up The Sewer Maintenance Dlvlsron distributed 200 
surveys and 51 were returned There were 9 comments regarding unsatisfactory service and 4 comments 
with suggestions for improved service There were several comments about customer service In this 
division The Department IS responding by provldlng customer service training for staff who answer the 
phone There were 7 complimentary comments and 35 comments recognlzlng staff for outstanding public 
service 
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PUBLIC WORKS 
Water 

Surveys were made available to Water customers at service counters and 113 surveys were completed as 
of December 2000 Surveys were routed to the AdmInIstratIve Servlces Dlvrslon Manager of Public Works 
for reporting purposes Any Items requiring further action such as comments regarding unsatisfactory 
service or suggestions to Improve service were forwarded to the Maintenance Dlvlslon Manager for review 
and follow-up There were 30 comments regarding unsatisfactory service and 24 comments with 
suggestions for Improved service The Department lmmedlately addressed concerns regarding service and 
shut off problems There were 17 compkmentary comments and 10 comments recognlzlng staff for 
outstanding public servlce It should be noted that the East Palo Alto Water Dlstnct was transferred to 
Callfornla American Water Company In October 2000 Therefore the Department will no longer be 
reporting survey results In thrs area 
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