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EXECUTIVE SUMMARY 
 

In April 2021, UW Information Technology (UW-IT) conducted a confidential survey to gather feedback 
about our customers’ experience. Broader than a customer satisfaction survey, this effort enabled UW-
IT to learn from our customers regarding their perceptions and related feelings caused by the one-off 
and cumulative effort of interactions with services, communications and support resources provided by 
UW-IT. Survey results will allow UW-IT to refine its services to better meet the needs of the UW 
community.  

The survey invite was sent to all 72,368 University of Washington (UW) students, faculty, staff 
and researchers (defined as the “customers” for UW-IT services) on all three campuses to learn more 
about their experiences; 5,610 customers completed the survey, providing UW-IT with a statistically 
significant sample for each individual customer group (Students, Faculty, Staff and Researchers) as well 
as for the total population. The survey topics were high-level, addressing customers’ awareness, usage 
and experience. 

 

Key Findings 
 

● Positive Experience: A substantial majority of customers (81%) reported overall positive experience 

with the services, communications and support resources provided by UW-IT in 2021. 

○ In UW-IT’s 2015 customer experience survey, 76% of customers stated that they would 

recommend UW-IT technologies and services to others. 

● Strengths: Professional interactions with support staff (93%), prompt assistance from support staff 

(86%), response to unplanned interruptions to IT services (80%), UW-IT communications overall 

(76%), were the top areas where customers rated their experiences as positive. 

● Opportunities for Improvement: Understanding UW-IT Service Catalog documentation (53%), 

keeping informed about available technologies and services (58%), understanding documentation 

on IT Connect website (60%), were areas that scored lower according to customer satisfaction, 

pointing to opportunities for improvement. 

● Service Usage and Awareness: To accurately survey customer’s usage and awareness for relevant 

UW-IT services, each survey respondent was given a customized list of services based on their 

selected primary UW affiliation (Staff, Faculty, Student, and Researcher). As shown in the table 

below, there are UW-IT services that the majority of customers, within relevant audience groups, 

do not use and do not know exist. 



 

 

Services with highest percentage of respondents stating they “didn’t use and were unaware of service” 

Staff (N = 2,948) Faculty (N = 824) Student (N = 1,715) Researcher (N = 155) 

UW Autopilot (79%) UW Autopilot (88%) Azure Subscription (75%) 
Data Viz Publishing (UW 
Tableau Server) (73%) 

IT Vendor Risk 
Management (75%) 

Term & Data Definitions 
(Knowledge Navigator) 

(83%) 

Data Viz Software 
Licensing (Tableau 

Desktop) (69%) 

Text Messaging Service 
(TMS) (72%) 

Centralized Fax (70%) Centralized Fax (82%) 
UW Shared Web Hosting 

(66%) 
Password Manager 

(LastPass) (68%) 

● Desire for More Information on Services and Tools: When asked, “How can UW-IT improve its 

communications and/or documentation?” Customer’s top feedback theme was a desire for more 

information about IT tools and services offered by UW-IT. Specifically seeking information that 

distinguishes similar tools and services being offered. 

● Customer Support Challenges:  When asked, “What can UW-IT do to improve its customer 

support?” The top customer support issues mentioned by Staff, Faculty and Students, are related to 

lack of follow up on pending issues and ensuring problems are resolved before help tickets are 

closed. 

Customer Response Examples: 

Staff – “While customer service is usually excellent, I do often get the feeling that certain service 

lines are rushing to close tickets. However, I understand a balance needs to be had between 

leaving tickets open and never hearing back from end users.” 

Faculty – “Too quick to close a ticket. Check to be sure the issue is actually resolved.” 

Staff – “At times I feel like my tickets get closed prematurely. Like there is more interest in 

closing tickets instead of making sure the issue is resolved.” 

 

● Desire for Adobe Suite: Adobe Suite was the top technology mentioned by Staff, Faculty and 

Student respondents who answered the write-in survey question: “what is the most important 

technology for your work or learning not provided by UW-IT?” (See table below) 

 



 

 

Count of write-in answers for the question: “what is the most important technology for your work or 
learning not provided by UW-IT?” 

Staff (N = 276) Faculty (N = 86) Student (N = 115) 

Adobe Suite (19%) Adobe Suite (44%) Adobe Suite (58%) 

Slack (10%) Dropbox (2%) Office 365 (3%) 

WiFi while remote (7%) Mac Support (2%) Slack (3%) 

 

● Mixed Feedback for UW Phones Service: While many Staff and Faculty listed UW Phones as a top 

five most important technology to their work, UW Phones was also the most mentioned technology 

by both Staff and Faculty when asked “what UW-IT provided technologies are no longer needed for 

your work?” (See table below) 

 
Survey Question Staff Faculty 

Most important UW-IT services 
needed for work 

 
(Each respondent could select up to 

five services) 

UW Phones (N = 333) 
9th most of selections by Staff 

(out of 39 services) 

UW Phones (N = 43) 
12th most of selections by Faculty 

(out of 35 services) 

UW-IT provided technologies no 
longer needed for work 

 
(Write-in answers) 

UW Phones (N = 44) 
Top technology mentioned by Staff 

UW Phones (N = 29) 
Top technology mentioned by 

Faculty 

 
 

Recommendations 
 

Based on these findings, the survey team encourages UW-IT senior leadership and governance 
boards to consider developing action plans to address the following recommendations, or a subset 
thereof, in the near future. 
 

● As part of ITIL service design, UW-IT service teams identify current and potential new customer 
groups in order to better deliver targeted service communications. 

○ Each UW-IT service team develop service communication plans designed to target identified 
customer groups, and as needed, collaborate with the UW-IT Communications team on 
timing, messaging and vehicles for service communications. 

● Prioritize current and future initiatives that focus on clarifying documentation and content within 
UW-IT customer-facing platforms such as UW-IT Service Catalog, IT Connect website and UW 
Connect system.  



 

 

 

● Explore customer experience improvement opportunities related to following up and closing 
pending help tickets.  

○ Explore improvement opportunities from a systems/tools aspect, a metrics aspect, and a 
support team management aspect. 

● Explore how Adobe Suite is currently being offered to Staff, Faculty and Students in order to identify 
opportunities to improve customer experience, accessibility and awareness. 

● Examine how to improve awareness and understanding of UW Phones service’s full scope of work 
to Faculty and Staff.  

○ Consider a rebranding UW Phones service (name, communications, Service Catalog 
taxonomy etc.) to better highlight how the service is designed to meet the evolving needs of 
its customers.  

○ Prioritize UW Phones service team initiatives to voice-enable communication applications 
such as Zoom and Microsoft Teams.



 

 

 

INTRODUCTION 
 

The UW-IT 2021 Customer Experience Survey is one component of a larger, continuous 
data collection strategy for UW-IT; it supplements data collected by other efforts targeted more 
narrowly at active users of specific services or gathering feedback on specific support interactions. 
The survey seeks to gain information about the general population, including individuals who may 
not currently be using, or even be aware of, our services, to fill in our picture of how UW-IT is 
perceived across the UW. UW-IT’s Senior Leadership Team decided against including a Remote 
Work and Learning section that would have surveyed customers about experiences and 
satisfaction levels with specific remote work/learning technologies and services provided by UW-
IT. 

UW-IT conducted similar surveys in 2011 and 2015 asking a representative sample of 
customers (2015 survey sample was 8,204 individuals; 1,016 responded) to rate their experience 
associated with a subset of key UW-IT services (2015 survey included 15 UW-IT services). The 
2021 survey scope was expanded by surveying the entire UW population instead of surveying 
representative sample subset (2021 survey sample was 72,368 individuals; 5,643 responded). Also 
in 2021, the vast majority of UW-IT services were included in the survey which differed from 
previous surveys that focused on a smaller number of services (2021 survey included 42 UW-IT 
services). Expanding both the survey sample size as well as the number of UW-IT services included 
in the 2021 survey will maximize UW-IT ability to collect, analyze and act upon more holistic 
customer feedback. 

The 2021 survey was developed by a UW-IT survey project team, consisting of division 
representatives from across the organization and individuals with survey design expertise. The 
UW-IT survey project team designed the survey; tested its flow and feel; performed data analysis; 
and produced this report. In order to ensure confidentiality and impartiality, the survey was 
administered by University of California San Diego’s Tritonlytics team. The Tritonlytics team is a 
unit within the Office of Operational Strategic Initiatives at UC San Diego that specializes in higher 
education survey design, administration and analytics. Tritonlytics conducted initial survey data 
analysis and behalf of UW-IT.  

 

Report Contents 
 

This report describes the survey methods, summarizes key findings, discusses their implications 
for UW-IT, and makes specific recommendations for moving forward. Readers should come away with a 
clear awareness of UW-IT’s ongoing commitment to improving the customer experience, and the next 
steps UW-IT will take to better meet the needs of its customers moving forward.  



 

 

 
 

METHODS 
 

Participants 
 

In collaboration with UWHR Benefits Analytics and Information Systems team, the 2021 UW-IT 
survey sample size included all students, faculty, staff and researchers with an active UW NetID (2021 
survey sample was 72,368 individuals; 5,643 responded). UW Medicine staff members were not 
included in the 2021 UW-IT survey due to UW Medicine having its own robust IT organization that 
independently serves its staff. 

 
UW-IT survey participants were recruited via an email invitation to complete the survey, which 

was sent out to their UW email address by the University of California San Diego’s Tritonlytics team. 
Three reminders were sent to non-responsive individuals. Survey email templates showed as being sent 
from Aaron Powell, Vice President for UW Information Technology and CIO and utilized UW-IT support 
email address help@uw.edu. Unlike the 20215 UW-IT survey, no incentive for participation was offered 
for the 2021 UW-IT survey.  

Instrument Description  
 

The 2021 survey focused on key UW-IT services, communications and support resources, which 
were selected by the survey team. Each UW-IT Division representative works with division colleagues to 
select which UW-IT services, communications and support resources to include in the survey. For 
services specifically, the following criteria was utilized to determine which UW-IT services to include in 
the survey:  

 
1. Service is external customer facing and in broad use (e.g. at least 50% of campus community 

benefits) 
2. Having the service significantly enhances user experience 

 

The survey was personalized for each respondent, with answers to questions in early sections of the survey 
determining questions received later in the survey. Not all questions were asked of all populations. The 
survey was designed so it would take less than ten minutes to complete by giving each individual the most 
relevant questions to their experience. Each section included a combination of quantitative and qualitative 
(write-in) questions. Questions were distributed across five sections:  
 
1. Demographics: Questions asked for participants to identify their primary affiliation with UW (faculty, 
staff, student or researcher), campus (Seattle, Bothell or Tacoma). Follow up questions asked students to 
identify class standing and asked staff to identify if IT support is a primary part of their formal job 
responsibilities.  

mailto:help@uw.edu


 

 

2. UW-IT Services: Questions focused on respondent usage and awareness of particular UW-IT services or 
support resources, and asked how important the services used were to their daily work over the past 12 
months. It also included questions about services used not provided by UW-IT.  

3. UW-IT Communications: Questions asked about preferences, experiences, and satisfaction levels with 
UW-IT communications over the past 12 months. Respondents were asked to identify the ways, if any, they 
get information about UW-IT technologies and services. 

4. UW-IT Customer Support: Questions focused on respondent experience with UW-IT customer support 
over the past 12 months. Respondents were asked to identify the ways, if any, they contacted UW-IT for 
customer support or technical help. Respondents were also asked about their satisfaction level with UW-IT 
when an unplanned interruption to an IT service (outage) occurs. 

5. Overall Experience with UW-IT: This section asked respondents to rate their satisfaction level for their 
overall experience with UW-IT during the past 12 months. The survey concludes by asking respondents a 
write-in question, “What can we do to improve your experience with UW-IT?” 

Timeline 
 

The UW-IT project team began meeting in October 2020 to determine the contents and design 
of the survey. A pilot test survey was conducted in January 2021. University of California San Diego’s 
Tritonlytics team programmed the full survey in February 2015, with testing taking place during the 
development process. The survey was deployed on April 13th and closed on May 7th.  University of 
California San Diego’s Tritonlytics team conducted preliminary analysis of results in May and June 2021; 
and the UW-IT project team completed data analysis and wrote this report in June and July 2021.  

 

Procedures 
 

The survey was written by the UW-IT project team with feedback from UW-IT senior leadership. 
The survey instrument was programmed by the University of California San Diego’s Tritonlytics team 
according to specifications provided by UW-IT. The survey team tested the instrument during the 
development process for clarity and to ensure the correct application of skip logic to provide the desired 
personalized survey. University of California San Diego’s Tritonlytics team conducted a preliminary 
analysis of survey data and shared a Tableau workbook containing quantitative survey results data. 
University of California San Diego’s Tritonlytics also delivered a qualitative analysis report which 
provided respondent feedback themes for all write-in survey questions. These preliminary reports were 
shared with the UW-IT project team for additional analysis.



 

 

FINDINGS 
 

 
The findings section provides a detailed summary of survey responses to both quantitative 

and qualitative questions. Since not all questions were asked of all respondents, we indicate the 
conditions determining receipt of each question. Our analysis focuses on patterns across all survey 
responses, and we discuss any variations of note among populations.  

 

Demographics 
 

Initial questions asked respondents to indicate their primary UW affiliation (student, faculty, 
staff or researcher) and campus (Seattle, Bothell or Tacoma). Responses to these questions 
determined whether or not respondents received survey questions targeted for each affiliation 
group. Table 1 shows the distribution of survey respondents and the response rate for each 
population. 

 
*1,515 individuals with active UW email addresses were associated and did not have a documented 
Faculty, Student or Staff affiliation in the dataset provided by UWHR Benefits Analytics and Information 
Systems. These individuals show an “Unknown” role within the population sample as shown in Table 1 
below. 
 
**Researcher population was not a standalone list of contacts provided to the survey team. Instead, 
Researcher respondents were identified when Faculty, Staff, and Student populations identified Researcher 
as their primary UW affiliation. 
 

TABLE 1: Survey Respondents by Population 

  Population Sample 
Percent of 

Sample Respondent Count Response Rate 
Percent of Survey 

Respondents 

Role 

Faculty 10,689 14.8% 824 7.7% 14.6% 

Staff 14,114 19.5% 2,948 20.9% 52.2% 

Student 46,050  63.6% 1,715 3.7% 30.3% 

Unknown* 1,515 2.1% - - - 

Researcher** - - 155 - 2.7% 

Total 72,368 100% 5,642 7.8% 100% 

Campus 

Bothell 5,784 8.0% 314 5.4% 5.5% 

Seattle 61,594 85.1% 5,041 8.2% 89.3% 

Tacoma 4,990 6.9% 287 5.8% 5.0% 

Total 72,368 100% 5,642 7.8% 100% 

Of the respondents who selected “Student” as their primary role, 66% (n=1,134) indicated they were 
“Undergraduate Student”, 33% (n=565) “Graduate/Professional Student”, and 0.6% (n=11) indicated 
“Other”. Respondents who selected “Staff” received a follow-up question asking them if IT support was “a 
primary part of their formal job responsibilities”; 18% (n=541) answered “Yes” to this question. 



 

 

Overall Use of UW-IT Services & Support 
 

In this section of the survey, questions identified how many respondents used or were aware of 
several customer-facing UW-IT services and support resources. Respondents were also asked to select the 
most important services they used for work and learning.  

 
Figure 1 shows how many respondents used, during the past year, each of the UW-IT services and support 
resources included in the survey. For services they did not use, respondents could indicate if they were 
aware or unaware of the service.  

 
FIGURE 1: Use of UW-IT Services & Support 

 



 

 

The three most used services were UW NetID, Zoom Video Conferencing, and MyUW. The least used 
services that respondents also indicated they were not aware of was Azure Subscription, Data Visualization 
Publishing (UW Tableau Server), and Data Visualization Software Licensing (Tableau Desktop). Note: Use of 
UW-IT Services & Support by Population Group (Faculty, Staff, Student, and Researcher) can be found in 
the Appendix   
 
Importance of Services 
 

All Respondents were asked to identify the services that they consider to be most important for 
their work and learning. Each respondent could select up to five services from the list of services they 
identified as using shown in Figure 1. Figure 2 below shows the responses to this question for all 
respondents while Figure 3 shows responses by UW affiliation (student, staff, faculty and researcher). 
Note: UW NetID service was excluded from this question as the survey team deemed it was a given 
that all participants would rank this service as important. 

 
FIGURE 2: Most Important UW-IT Services Used (sorted by total selections per service) 

 



 

 

 
FIGURE 3: Most Important UW-IT Services Used By Population Group (sorted by total selections per service) 

 



 

 

 
 
Information Technologies Not Provided by UW-IT 

 

All Respondents were asked to identify, if any, information technologies important to their UW 
work or learning that are not provided by UW-IT. As a follow up, respondents were asked how they 
obtain those information technologies not provided by UW-IT. Results shown in Figure 4 and Figure 5 
below. Note that not enough responses came in from Researcher respondents to populate Feedback 
themes shown in Figure 5. 

 
FIGURE 4: Information Technologies Not Provided By UW-IT  

 
 
 
 



 

 

FIGURE 5: Most important technologies not provided by UW-IT 

 

 
 
UW-IT Provided Technologies No Longer Needed 

 
All respondents were asked to list any UW-IT provided technologies no longer needed for work 

or learning. Results shown in Figure 6 below. The majority of respondents stated that they need all 
technologies currently being offered by UW-IT. UW Phones was identified as the top technology no 
longer needed by Staff and Faculty by a large margin. Students identified Poll Everywhere as the top 
technology no longer needed, but not by a significant margin. Note that not enough responses came in 
from Researcher respondents to populate Feedback themes shown in Figure 6. 

 
 
 
 
 
 
 
 



 

 

FIGURE 6: UW-IT provided technologies no longer needed 

 
 

 

Experience with UW-IT Communications 
 

In this section of the survey, respondents were asked to express their preferences, overall 
satisfaction level and level of agreement to statements about their experience with UW-IT 
communications. Respondents were also asked to provide feedback regarding how UW-IT could 
improve its communications and documentation. Results have been broken out by respondent 
population groups. 

 
 



 

 

UW-IT Communication Preferences 
 
FIGURE 7: Obtaining Information about UW-IT technologies 

 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

FIGURE 8: Frequency of UW-IT communications 

 
 
How Well Does UW-IT Communication Keep Customers Informed 
 
All Respondents were asked how much they agree or disagree with the following statements shown in 
Figure 9 related to UW-IT communications keeping them well informed. Respondents could select Strongly 
Agree, Agree, Neutral, Disagree, Strongly Disagree, and N/A.  
 
Results were compiled by combining Strongly Agree and Agree into a single grouping and combining Strongly 
Disagree and Disagree into a single grouping. A mean (average) score was populated for each question using 
a five point scale using the Agree/Disagree scale. A color scale has been applied to the mean scores to show 
which scores are low, marginal, good, and excellent. 
 
A 2-Box Ratio was calculated for each question that shows a number of customers that are in agreement with 
the statement (Agree, Strongly Agree) for every one customer that is not in agreement with the statement 
(Disagree, Strongly Disagree).      
 
 
 
 
 



 

 

FIGURE 9: How Well Does UW-IT Communication Keep Customers Informed 

 



 

 

 
Service Catalog & IT Connect Documentation 
 
All Respondents were asked how much they agree or disagree with the following statements shown in 
Figure 10 related to UW-IT documentation within UW-IT Service Catalog and UW-IT IT Connect website. 
Respondents could select Strongly Agree, Agree, Neutral, Disagree, Strongly Disagree, and N/A.  
 
Results were compiled by combining Strongly Agree and Agree into a single grouping and combining Strongly 
Disagree and Disagree into a single grouping. A mean (average) score was populated for each question using 
a five point scale using the Agree/Disagree scale. A color scale has been applied to the mean scores to show 
which scores are low, marginal, good, and excellent. 
 
A 2-Box Ratio was calculated for each question that shows a number of customers that are in agreement with 
the statement (Agree, Strongly Agree) for every one customer that is not in agreement with the statement 
(Disagree, Strongly Disagree).  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

 
 
FIGURE 10: Service Catalog & IT Connect Documentation 

 



 

 

Satisfaction with UW-IT Communication 
 
All Respondents were asked to rate their satisfaction level with UW-IT communications over the past 12 
months. Results are shown in Figure 11. Respondents could select Very Satisfied, Satisfied, Neutral, 
Unsatisfied, Very Unsatisfied and N/A 
 
Results were compiled by combining Very Satisfied and Satisfied into a single grouping and combining 
Unsatisfied and Very Unsatisfied into a single grouping. A mean (average) score was populated for each 
question using a five point scale using the Satisfied/Dissatisfied scale. A color scale has been applied to the 
mean scores to show which scores are low, marginal, good, and excellent. 
 
A 2-Box Ratio was calculated for each question that shows a number of customers that are Very Satisfied or 
Satisfied for every one customer that is Dissatisfied or Very Dissatisfied. 
 
FIGURE 11: Satisfaction with UW-IT communications 

 
 
 



 

 

Improvement Feedback for UW-IT Communications and/or Documentation 
 
All Respondents were asked to provide feedback for how UW-IT can improve its communications and/or 
documentation. Respondents were provided with a textbox to write in their answers.  
 
Results were compiled by University of California San Diego’s Tritonlytics team using verbatim analysis 
portal to identify top feedback themes.  
Feedback themes shown in Figure 12 have been color coordinated to indicate if the same feedback theme 
appeared across multiple population groups. Note that not enough responses came in from Researcher 
respondents to populate Feedback themes shown in Figure 12. 
 
FIGURE 12: Improvement Feedback for UW-IT Communications and/or Documentation 

 
 

 

 

 

 

 

 

 

 

 

 



 

 

Experience with UW-IT Customer Support 
 

In this section of the survey, respondents were asked to identify their usage, preferences and 
level of agreement to statements about their experience with UW-IT customer support services and 
resources. Respondents were also asked to provide feedback regarding how UW-IT could improve its 
customer support. Results have been broken out by respondent population groups. 

 
Contacting UW-IT Customer Support 
 
FIGURE 13: Contacting UW-IT 

 
 
 
 
 
 
 
 
 
 
 



 

 

 
FIGURE 13: Methods for getting technical help 

 



 

 

 
Interactions with UW-IT Customer Support 
 
All Respondents were asked how much they agree or disagree with the following statements shown in 
Figure 14 and Figure 15 related to their experiences interacting with UW-IT support staff. Respondents could 
select Strongly Agree, Agree, Neutral, Disagree, Strongly Disagree, and N/A.  
 
Results were compiled by combining Strongly Agree and Agree into a single grouping and combining Strongly 
Disagree and Disagree into a single grouping. A mean (average) score was populated for each question using 
a five point scale using the Agree/Disagree scale. A color scale has been applied to the mean scores to show 
which scores are low, marginal, good, and excellent. 
 
A 2-Box Ratio was calculated for each question that shows a number of customers that are in agreement with 
the statement (Agree, Strongly Agree) for every one customer that is not in agreement with the statement 
(Disagree, Strongly Disagree).  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

FIGURE 14: UW-IT Customer Support Interactions 

 
 
 
 
 



 

 

FIGURE 15: Unplanned IT service interruption support 

 
 

 
Improvement Feedback for UW-IT Customer Support 
 
All Respondents were asked to provide feedback for how UW-IT can improve its customer support. 
Respondents were provided with a textbox to write in their answers.  
 
Results were compiled by University of California San Diego’s Tritonlytics team using verbatim analysis 
portal to identify top feedback themes. Feedback themes shown in Figure 16 have been color coordinated 
to indicate if the same feedback theme appeared across multiple population groups. Note that not enough 
responses came in from Researcher respondents to populate Feedback themes shown in Figure 16. 
 
 
 
 
 



 

 

 
FIGURE 16: Improvement Feedback for UW-IT customer support 

 
 

Overall Experience with UW-IT 
 
Satisfaction Level with UW-IT 
 
All Respondents were asked to rate their satisfaction level with UW-IT based on their overall experiences 
over the past 12 months. Results are shown in Figure 17. Respondents could select Very Satisfied, Satisfied, 
Neutral, Unsatisfied, Very Unsatisfied and N/A 
 
Results were compiled by combining Very Satisfied and Satisfied into a single grouping and combining 
Unsatisfied and Very Unsatisfied into a single grouping. A mean (average) score was populated for each 
question using a five point scale using the Satisfied/Dissatisfied scale. A color scale has been applied to the 
mean scores to show which scores are low, marginal, good, and excellent. 
 
A 2-Box Ratio was calculated for each question that shows a number of customers that are Very Satisfied or 
Satisfied for every one customer that is Dissatisfied or Very Dissatisfied. 

 
 
 
 

 
 



 

 

FIGURE 17: Satisfaction with UW-IT experience 

 
 

 
Drivers of Positive Experiences 
 
Respondents that selected Satisfied or Very Satisfied regarding their overall experiences with UW-IT as 
shown in Figure 17 above, were asked to provide feedback for what made their experience positive. 
Respondents were provided with a textbox to write in their answers.  
 
Results were compiled by University of California San Diego’s Tritonlytics team using verbatim analysis 
portal to identify top feedback themes. Feedback themes shown in Figure 18 have been color coordinated 



 

 

to indicate if the same feedback theme appeared across multiple population groups. Note that not enough 
responses came in from Researcher respondents to populate Feedback themes shown in Figure 18. 
 
FIGURE 18: Drivers of positive experience with UW-IT 

 
 
Improvement Feedback for UW-IT Overall 
 
All Respondents were asked to provide feedback for what UW-IT can do to improve its customer 
experience. Respondents were provided with a textbox to write in their answers.  
 
Results were compiled by University of California San Diego’s Tritonlytics team using verbatim analysis 
portal to identify top feedback themes. Feedback themes shown in Figure 19 have been color coordinated 
to indicate if the same feedback theme appeared across multiple population groups. Note that not enough 
responses came in from Researcher respondents to populate Feedback themes shown in Figure 19. 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

FIGURE 19: How can UW-IT improve its customer experience 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

APPENDIX 
 

Use of UW-IT Services & Support by Population Group 
 



 

 

 

 
 



 

 

 
 



 

 

 


