CIVIL SERVICE COMMISSION
 CUSTOMER SERVICE SURVEY

SUMMARY OF RESULTS
7/1/15 — 12/31/15




Launched on July 1, 2015.

Survey is sent to parties who go through the entire appeals process (i.e. — pre-hearing and full
hearing), which represents about 50% of all appeals filed with the Commission.

Parties receive an email one week after Commission decision is issued, asking them to click on

a link to complete a 20-question (plus comment section) online survey created using Survey
Monkey.

Questions were developed after reviewing surveys from: another state’s Civil Service
Commission; the SJC’s Judicial Evaluation forms; and private sector surveys.

92 surveys have been sent to the parties since July 1, 2015. 34 responses have been received
for a response rate of 37%.

60% of the survey responses were from individuals whose appeal was resolved in their favor;
40% of the survey responses were from individuals whose appeal was not resolved in their
favor.

Average time to complete survey: 3-5 minutes.




After the appeal was filed, did you receive a
notice to attend a pre-hearing in a timely
manner?

7/1/15-12/31/15

Total Responses to This Question: 33




How informative was the pre-hearing
conference?

Slightly Informative or Not
Informative at all
18%

Somewhat, Very or
Extremely Informative
82%

7/1/15 - 12/31/15

Total Responses to This Question: 28




How would you describe the physical office
space where the hearing took place?

Slightly comfortable or not
comfortable at all
3%

Somewhat, very or
extremely comfortable
97%

Total Responses to This Question: 30
7/1/15-12/31/15



The hearing officer explained the hearing
process and procedures

Neither Agree or Disagree Somewhat or Strongly
7% Disagree
0%

what or Strongly
Agree
93%

7/1/15-12/31/15

Total Responses to This Question: 30




The hearing officer treated me with respect
and courtesy

Neither Agree or Disagree Somewhat or Strongly
Disagree
3%

mewhat or Strongly
Agree
97%

7/1/15-12/31/15
Total Responses to This Question: 30




The hearing officer was fair and impartial
when conducting the hearing

Somewhat or Strongly
Disagree
3%

Neither Agree or Disagree
7% =]

Somewhat or Strongly
Agree
90%

7/1/15-12/31/15

Total Responses to This Question: 30




| received the decision in a timely manner

mewhat or Strongly
Agree
53%

Neither Agree or Disagree
6%

7/1/15-12/31/15 ' Total Responses to This Question: 32



Regardless of the result, was the decision
clear?

T/1715-12/31/15

Total Responses to This Question: 32




Regardless of the result, how satisfied were
you with the overall appeals process?

Somewhat or very
dissatisfied
18%

Neither satisfied or
dissatisfied
9%

it or very satisfied
73%

7/1/15 - 12/31/15

Total Responses to This Question: 33




How helpful was the Civil Service
Commission's website?

Slightly helpful or not
helpful atall

omewhat, very or
| didn't visit the wefd ,

21%

Total Responses to This Question: 33
7/1/15-12/31/15




| found the appeal forms to be clear and easy
to fill out

Somewhat or strongly
disagree
Q0 -

Somewhat or strongly
agree

58%
Neither agree or disa °

33%

7/1/15-12/31/15

Total Responses to This Question: 33
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- [t would be helpfut to stafe on the wehsite how often ctectslons are tssued It woutct al%o be very mformatlve to pos’r © 112412016 9:21 PM

Massachusetts Civil Service Commission Customer Service Survey

111§ Please provide any comments
regarding those aspects of the appeals
process you found most helpful and/or

those areas that need improvement.

Answored: 14 Skdppud: 26

. Responses . o _ - Date
Mr Bowman was outstandlng, clear and respectfutl 12/21f2(}15 7 53 PM
hearing and overat] process very pmfesslonatty run. 12/21!2015 10 44 AM

The Commrssroner showed real rnterest and understanctlng ofthe Iaw and the rules : 12/21/201 5 10 24- AM

Three months was a I|t'tte: Iong to walt for the decismn : 12.’21;’2015 10 O'I AM

It would be a better pracnce to have th:s decismn be |ssued at the same ttme or shortly aﬁarthe related daclstons were
isslied, as it was the exact same issue, Here, this decision was issuad months later than tha related decisions, even

12:'2."2015 12 5'." PM

though the mottons and accompanylng br|efs were submftted wlthln & week of each other and the tsaue was the same.

: perledic reports of how many cases have been pending for how long; this would either demonstrate how smoofhly the
process Is running, or help make your case for more funding. Separately, there is no form or explanation on the
website for how to Hte ] ctarm under c 31, s. 42 that the appomtrng authortty has acted wrthout proper procedures

| found myself to be ata dlstmctdrsadvantage in the process admin was representmg myself Fwould encourage tha . 41/B/2015 B:55 AM

' commisslon te encourage all parties to be represented by counsel. | truly belleve that it impacted my decision and any
; strategy that was mvolved

+ Now that dec]slons are emailed to counsel |t appears they are put on the wsbstte wrthin ]ess than 24 hours Just " B/2B/2015 12:15 PM

because an email is sent, It does not always mean that it is instantaneously read or forwarded to a client, It would
seem to be falr to walt 2-3 business days befaore posting anifine, so that counsel and perties can be provided with the

! decaston befora itis posted pubtlcly

| find the Comm|sston s policy regardlng contmuances partlcutarly when there is a conflict wrth a court date very © B/28/2015 11:48 AM

troublesome, | also tmd the Commfssnon 5 pohcy on limited dlscovery drsturbtrtg

The deiay tn recervmg the dectston ht(ely harmed tha appel]ant g 8!28/2015 11 36 AM

CSC process, system and admrnsstratlon to ansure falr and |mpart|at treatment was excellent Medrator C. Bowman 1 8/21.’201 5 10 05 AM
. was professronat falr and batanced

A good demsmn summartzes the arguments on both stdes and then Says why one Is bettet i good declsmn quutes © 730/2015 14:50 AM
: documents In full and accuratety Thls decasron did nerther

. Webstte nawgatlon process and procedures shoutd be revamped and mada slmpter to undcrstand for someons who ' 712812018 1113 AM

i doesn't have alot of expenance in CtVI[ service ratatect maters

Commrssrcner Bowman clearly and pahently explain the entlre nrocess, dur;ng the prehearmg as wetl as durmg the 112/2015 2:26 PM

full hearmg He always stnce his decrstons ina timety manner.,




