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Introduction

This report presents the results of a survey that was made available to the customers and working partners of the
Texas State Soil and Water Conservation Board (TSSWCB). The purpose of this survey is to assess the quality of
service delivered by the agency in fulfillment of legislative requirements. The survey was available on our
website since the last survey and all 216 Soil and Water Conservation Districts (SWCDs) are reminded of its
availability. SWCDs and the individually elected directors that govern each district comprise the customer
population with whom the agency employees interact most.

Each SWCD Board of Directors had the option of completing the survey as a district board or individually.
Customers who participated in the survey off of our website did so as individuals and in limited cases as a
summary of district board collaboration. In addition, our Regional Offices inform customers the survey is
available to landowners or operators as contact is made with them.

A total of 179 surveys were recorded from the website. The responses were received from around the state. We
point out, the totals in various summaries and figures do not add up to the total number of responses because not
all respondents replied to all questions.

The survey instrument consisted of 21 questions that measure quality of service delivery by the Texas State Soil
and Water Conservation Board. The questions were designed to gather the level of satisfaction from customers
concerning TSSWCB facilities, staff, communications, internet site, complaint process, service delivery and
timeliness, cost-share payment processing and printed information. The survey also asks the respondents the type
of customer they are as well as their race, age, and gender.. Figures 1 through 4 present the demographic
breakdown of the respondents.

We point out that one area of our survey deals with the Brush Control Program. When the survey was original
posted on our website in June 2010, our program was known as a Brush Control Program. However, the 82"
Legislature changed the program to be a Water Supply Enhancement Program. Our survey results show a
combined response to both programs as many still use the old name for that program.

To score the data, responses were recorded in one of five categories from Very Satisfied to Very Dissatisfied.
Respondents were also provided a Not Applicable choice. Responses were tallied for each category and are
represented in a pie chart for each question.

Customers were invited to add comments and suggestions at the bottom of the survey. The comments received
have been included in this report.

Executive Summary

The overall satisfaction level of respondents to our survey measures of service delivery can be found in Table
1.0ur average rating is shown in Table 2. In general, the customers and working partners of the Texas State Soil
and Water Conservation Board are satisfied with the agency’s service delivery as measured by the survey
guestions. On a scale of 1 to 5 the survey had an average of 4.4 overall. We believe our overall rating shows we
have maintained consistent level of service with past surveys.

TSSWCB endeavors to provide the highest quality of service to all our customers. As reported in this document,
TSSWCB is working to track and monitor customer feedback to identify specific needs and problems within the
agency.

TSSWCB is determined to demonstrate high standards by not only meeting, but also exceeding the expectations
of all our customers.



INVENTORY OF EXTERNAL CUSTOMERS BY STRATEGY

The customer service functions outlined below are based on the strategies included in the Fiscal Year
2012-2014 General Appropriations Act (GAA).

GENERAL APPROPRIATIONS ACT STRATEGIES

A. Goal: Soil and Water Conservation Assistance
Soil and Water Conservation Assistance

A.1.1. Strategy: PROGRAM MANAGEMENT AND ASSISTANCE
o Program Expertise, Financial & Conservation limplementation Assistance

o Direct customers include 216 local soil and water conservation districts, locally elected
district directors, district employees.

o Indirect customers include USDA-Natural Resources Conservation Service (NRCS)
employees, agricultural landowners and producers, agricultural commodity groups, and
the general public.

A.1.2. Strategy: FLOOD CONTROL, DAMS
o Flood Control Dam Maintenance & Structural Repair

o Direct customers include local soil and water conservation districts, locally elected
district directors, district employees, and agricultural landowners and producers with
flood water retention structures within their district.

o Indirect customers include cities and towns and residences living downstream of
protective dams.

B. Goal: Nonpoint Source Pollution Abatement
Administer a Program for Abatement of Agricultural Nonpoint Source Pollution.

B.1.1. Strategy: STATEWIDE MANAGEMENT PLAN
o Implement a Statewide Management Plan for Controlling NPS Pollution.

o Direct customers include 216 local soil and water conservation districts, locally elected
district directors, district employees, and agricultural landowners and producers.

o Indirect customers include various state and federal agricultural/environmental/natural
resource/commaodity/research agencies, various river authorities, agricultural commodity
groups and the general public.



B.1.2. Strategy: POLLUTION ABATEMEMNT PLAN
o Pollution Abatement Plans for Problem Agricultural areas.

o Direct customers include 216 local soil and water conservation districts, locally elected
district directors, district employees, and agricultural landowners and producers.

o Indirect customers include various state and federal agricultural/environmental/natural

resource/commaodity/research agencies, agricultural commodity groups and the general
public.

C. Goal: Water Supply Enhancement
Protect and Enhance Water Supplies

C.1.1. Strategy: PROVIDE FINANCIAL/TECHNICAL ASSISTANCE FOR WATER
QUALITY ENHANCEMENT

o Direct customers include local soil and water conservation districts in targeted areas,
locally elected district directors, district employees, and agricultural landowners and
producers.

o Indirect customers include various state and federal agricultural/environmental/natural
resource/commaodity/research agencies, various river authorities, agricultural commodity
groups and the general public.

D. Goal: Indirect Administration
D.1.1. Strategy: INDIRECT ADMINISTRATION

o Provide indirect administration to programs.

o Direct customers include agency employees, soil and water conservation districts, district
directors and district employees and agricultural landowners and producers.

o Indirect customers include the general public.



2016 CUSTOMERSERVICE SURVEY

Table 1: Overall Levels of Satisfaction (Number of Responses)

Very Just Very

Satisfied Satisfied Okay | Dissatisfied Dissatisfied
Overall satisfied with TSSWCB 113 43 17 2 5
Satisfied staff is professional and courteous 139 30 8 3 1
Satisfied staff identified themselves adequately 136 31 8 14
Satisfied staff is sufficiently knowledgeable 122 39 11 0 7
Satisfied with WQMP Program 67 30 15 4 4
Satisfied with receiving WQMP Technical Assistance
(TA) 67 21 7 3 4
Satisfied with Brush Control Program 34 21 6 3 7
Satisfied with receiving Brush Control TA 34 14 6 2 0
Satisfied with accuracy and timeliness of cost-share 67 27 7 4 5
Satisfied with accuracy/helpfulness of written
information 86 31 15 2 8
Satisfied with ease of understanding written information 79 44 15 6 6
Satisfied with handling your telephone calls/e-mails 115 37 4 7 6
Satisfied with ability to reach correct person by phone 103 46 8 2 7
Satisfied with response to your e-mails 105 44 5 3 5
Satisfied with ease of finding information on our
website 75 63 21 6 3
Satisfied with usefulness of website information 88 62 12 3 5
Satisfied with appearance and location of our facilities 56 28 11 0 3
Satisfied with the way filed complaint was handled 7 7 1 1 1
Satisfied with response to filed complaint 5 8 0 1 2
Satisfied with timeless of handling filed complaint 6 8 0 1 0
Satisfied TSSWCB is attentative to customer
complaints 25 11 0 9 1




Table 2: Average Rating (On a scale of 1 to 5, with 5 being Very Satisfied)

Average Rating

Overall satisfied with TSSWCB 4.43
Satisfied staff is professional and courteous 4.68
Satisfied staff identified themselves adequately 4.63
Satisfied staff is sufficiently knowledgeable 4,52
Satisfied with WQMP Program 4.27
Satisfied with receiving WQMP Technical Assistance (TA) 4.41
Satisfied with Brush Control Program 4.01
Satisfied with receiving Brush Control TA 4.70
Satisfied with accuracy and timeliness of cost-share 4.34
Satisfied with accuracy/helpfulness of written information 4.30
Satisfied with ease of understanding written information 4.18
Satisfied with handling your telephone calls/e-mails 4.47
Satisfied with ability to reach correct person by phone 4.42
Satisfied with response to your e-mails 4.46
Satisfied with ease of finding information on our website 4.20
Satisfied with usefulness of website information 4.32
Satisfied with appearance and location of our facilities 4.37
Satisfied with the way filed complaint was handled 4.41
Satisfied with response to filed complaint 4,70
Satisfied with timeliness of handling filed complaint 4.30
Satisfied TSSWCB is attentative to customer complaints 4.28
Overall Average 4.40




2016 Customer Service Survey Tally

Which customer type would you consider yourself: (Please mark only one)
e Soil and Water Conservation District — 53 responses
e Soil and Water Conservation District Director — 43 responses
e Soil and Water Conservation District Employee — 72 responses
e  Farmer/Rancher — 4 responses

e Citizen — 2 responses

Public/Elected Official/Government Employee — 5 responses

Agricultural Industry/Association Representative — 1 response

Figure 1 Which customer type would you consider
yourself?

oSWCD Employee

B Soil and Water Conservation District Director
OFarmer/Rancher

oswcD

B Public/Elected Official/Government Employee
OCitizen

@ Agricultural Industry/Association Representative




What is your Gender?

e Male — 89 responses
e Female — 81 responses

Figure 2 What is your gender?
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What is your Ethnicity?
e African American — 5 responses
e Hispanic — 10 responses
e Anglo — 131 responses

e  Other — 19 responses

Figure 3 What is your Ethnicity?
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What is your age group?

Under 20 - 1 response
20 to 29 — 6 responses
30 to 39 — 9 responses
40 to 49 — 26 responses

50 and Over — 128 responses

Figure 4 What is your age group?
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For the following questions, the rating system that was used is below:

5 — Very Satisfied 4 — Satisfied; 3 — Just OK; 2 — Dissatisfied; 1 — Very Dissatisfied

Overall how satisfied are you with the TSSWCB? Total Responses — 180

5 Very Satisfied — 113 responses
4 Satisfied — 43 responses

3 Just OK — 13 responses

2 Dissatisfied — 2 responses

1 Very Dissatisfied — 5 responses

Figure 5 Overall how satisfied are you with the
TSSWCB?
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Staff:

How satisfied are you that staff is professional and courteous?
Total Responses — 180

5 Very Satisfied — 139 responses
4 Satisfied — 39 responses

3 Just OK — 3 responses

2 Dissatisfied — 0 responses

1 Very Dissatisfied — 3 responses

Figure 6 How satisfied are you that staff is

professional and courteous?
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How satisfied are you that staff identified themselves adequately?
Total Responses — 180

5 Very Satisfied — 136 responses
4 Satisfied — 31 responses

3 Just OK — 8 responses

2 Dissatisfied — 1 response

1 Very Dissatisfied — 4 responses

Figure 7: How satisfied are you that staff identified

themselves adequarely?
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How satisfied are you that staff is sufficiently knowledgeable? Total Responses — 179

5 Very Satisfied — 122 responses

4 Satisfied — 39 responses

3 Just OK — 11 responses

2 Dissatisfied — 0 responses

1 Very Dissatisfied — 7 responses

Figure 8 How satisfied are you that staff is
sufficently Inowledge?
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Agency Programs:

How satisfied are you with our Water Quality Management Plan (WQMP)

Program? Total Responses — 120

e 5 Very Satisfied — 67 responses
e 4 Satisfied — 30 responses

e 3 Just OK — 15 responses

e 2 Dissatisfied — 4 responses

e 1 Very Dissatisfied — 4 responses

Figure 9 How satisfied are you with our Water Quality
Management Plan (WQMP) Program?
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How satisfied are you with the length of time it took to receive WQMP technical

assistance? Total Responses — 102

5 Very Satisfied — 67 responses
4 Satisfied — 21 responses

3 Just OK — 7 responses

2 Dissatisfied — 3 responses

1 Very Dissatisfied — 4 responses

Figure 10 How satisfied are you with the length of
time it took to receive WQMP technical assistance?
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How satisfied are you with our Brush Control Program/Water Supply Enhancement
Program? Total Responses —71

e 5 Very Satisfied — 34 responses

4 Satisfied — 21 responses

3 Just OK — 6 responses

2 Dissatisfied — 3 responses

1 Very Dissatisfied — 1 response

Figure 11 How satisfied are you with our Brush
Control Program/Water Supply Enhancement
Program?
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How satisfied are you with the length of time it took to receive technical assistance
for your brush control plan? Total Responses — 56

5 Very Satisfied — 34 responses
4 Satisfied — 14 responses

3 Just OK — 6 responses

2 Dissatisfied — 2 responses

1 Very Dissatisfied — 0 responses

Figure 12 How satisfied are you with the length of
time it took to receive technical assistance for your

brush control plan?

o5-
|4 -
03-
o2-
m1-

Very Satisfied
Satisfied

Just OK
Dissatisfied

Very Dissatisfied

18



How satisfied are you with the accuracy and timeliness of cost-share payments?

Total Responses —110

5 Very Satisfied — 67 responses
4 Satisfied — 27 responses

3 Just OK — 7 responses

2 Dissatisfied — 4 responses

1 Very Dissatisfied — 5 responses

Figure 13 How satisfied are you with the accuracy
and timeliness of cost-share payments?
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Communications:

How satisfied are you with the accuracy/helpfulness of the written information or

documentation you received? Total Responses — 142

5 Very Satisfied — 86 responses
4 Satisfied — 31 responses

3 Just OK — 15 responses

2 Dissatisfied — 2 responses

1 Very Dissatisfied — 8 responses

Figure 14 How satisfied are you with the
accuracy/helpfulness of the written information or

documentation you received?
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How satisfied are you with the ease of understanding the written information or

documentation you received? Total Responses — 152

5 Very Satisfied — 79 responses
4 Satisfied — 44 responses

3 Just OK — 15 responses

2 Dissatisfied — 6 responses

1 Very Dissatisfied — 6 responses

Figure 15 How satisfied are you with the ease of
understanding the written information or

documentation you received?
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How satisfied are you with the handling

placed to the TSSWCB? Total Responses — 169

e 5 Very Satisfied — 115 responses

4 Satisfied — 37 responses

3 Just OK — 4 responses

2 Dissatisfied — 7 responses

1 Very Dissatisfied — 6 responses

Figure 16 How satisfied are you with the handling of
telephone calls and/or e-mails you've placed with the
TSSWCB?
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How satisfied are you with the length of time you wait to reach the right person on
the phone? Total Responses — 166

5 Very Satisfied — 103 responses
4 Satisfied — 46 responses

3 Just OK — 8 responses

2 Dissatisfied — 2 responses

1 Very Dissatisfied — 7 responses

Figure 17 How satisfied are you with the length of
time you waited to reach the right person on the
phone?
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How satisfied are you with the response you received from e-mailing our offices or

staff? Total Responses — 163
e 5 Very Satisfied — 105 responses
e 4 Satisfied — 44 responses
e 3 Just OK — 5 responses
e 2 Dissatisfied — 3 responses

e 1 Very Dissatisfied — 5 responses

Figure 18 How satisfied are you with the response
you received from e-mailing our offices or staff?
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Website:

How satisfied are you with the ease of finding information on our website?
Total Responses — 168

e 5 Very Satisfied — 75 responses

4 Satisfied — 63 responses

3 Just OK — 21 responses

2 Dissatisfied — 6 responses

1 Very Dissatisfied — 3 responses

Figure 19 How satisfied are you with the ease of
finding information on our website?
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How satisfied are you with the usefulness of information on our website?

Total Responses —170

e 5 Very Satisfied — 88 responses
e 4 Satisfied — 62 responses

e 3 Just OK — 12 responses

e 2 Dissatisfied — 3 responses

e 1 Very Dissatisfied — 5 responses

Figure 20 How satisfied are you with the usefulness

of information on our website?
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Facilities:

How satisfied are you with the appearance and location of our facilities?

Total Responses — 98

5 Very Satisfied — 56 responses

4 Satisfied — 28 responses

3 Just OK — 11 responses

2 Dissatisfied — 0 responses

1 Very Dissatisfied — 3 responses

Not Applicable — 125 responses

Figure 21 How satisfied are you with the appearance and
location of our facilities?
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Complaint Handling:

If you have filed a complaint with the TSSWCB, how satisfied are you with the way
your complaint was handled? Total Responses — 17

5 Very Satisfied — 7 responses
4 Satisfied — 7 responses

3 Just OK — 1 response

2 Dissatisfied — 1 response

1 Very Dissatisfied — 1 response

Figure 22 If you have filed a complaint with the TSSWCB
how satisfied are with the way your complaint was handled?
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If you have filed a complaint with the TSSWCB, how satisfied are you with the
response you received regarding your complaint? Total Responses — 13

e 5 Very Satisfied — 5 responses
e 4 Satisfied — 8 responses

e 3Just OK -0 responses

e 2 Dissatisfied — 1 response

e 1 Very Dissatisfied — 1 response

Figure 23 If you have filed a complaint with the TSSWCB
how satisfied are you with the response you received
regarding your complaint?
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If you have filed a complaint with the TSSWCB, how satisfied are you with the

timeliness of staff in handling your complaint? Total Responses — 15

5 Very Satisfied — 6 responses
4 Satisfied — 8 responses

3 Just OK — 0 responses

2 Dissatisfied — 1 response

1 Very Dissatisfied — 0 responses

Figure 24 If you have filed a complaint with the TSSWCB
how satisfied are you with the timeliness of staff in

handling your complaint?
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Overall how satisfied are you that the TSSWCB is attentive to customer complaints?
Total Responses — 46

e 5 Very Satisfied — 25 responses

4 Satisfied — 11 responses

3 Just OK — 9 response

2 Dissatisfied — 0 responses

1 Very Dissatisfied — 1 response

Figure 25 Overall how satisfied are you that the TSSWCB is
attentive to customer complaints?
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Suggestions/Comments:

Do you have any other comments or suggestions on how we could serve you better?
(Signed names and mention of staff member names have been deleted)

1. Could use the current poster info each year at an earlier date for school programs
leading up to poster deadline of Feb. 15th.

2. We really need assistance in East Texas with wild hog control. There is a
need for an effective program to help address this issue.

3. lam happy to see on the SWCD
Resource page employment info-Thank-
you.

4. The state office staff and our area representative have always been very helpful,
knowledgeable, considerate, and prompt in answering or finding answers to any
of our districts and our area farmers and ranchers needs and/or concerns.

5. Have not had a question/complaints that could not be quickly and efficiently be
handled by Ben Wilde, therefore cannot answer the last 5 questions.

6. There have been no complaints reported to TSSWCB.

7. No complaints

8. No complaints have been reported

9. This survey includes all of the County SWCD### Board of Directors.
No complaints have been reported.

10. No complaints have been reported. As an employee for the County
SWCD###, | am very satisfied with the people that represent the TSSWCB. The
TSSCWAB are always very attentative when calling them and asking questions
they are always there to help as much as they can.
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11. This survey was answered by the County SWCD### Board of Directors.
No complaints have been reported. The County SWCD### Board of
Directors are very satisfied with the people that represent TSSWCB.

12. Keep up the good work!

13. I have answer the questions as | have understood them. Some of the question
didn't apply to me.

14. 1 would like for the forms we use (TA request for example) to be spell checked
before they are available for use.

15. The State Award's Program does not adequately recognize the State Winner.
There needs to be more guidance on how to prepare for a local award ceremony,
maybe a checklist. Also there needs to be more guidance on the preparation of the
PowerPoint Presentation to be entered into the Area/State Competition. The
"Friends of Conservation™ has too many categories.

16. Our Rep. is excellent, well informed and does a great job!

17. The SWCD Board is very satisfied with the customer service
standards and performance of the Texas State Soil Water Conservation Board,
Field Office Representative and staff. Our board has no suggestions at this time
but would like to thank the TSSWC Board, our Field Office Representative, and
staff for all their hard work and assistance.

18. The questions of Ethnicity and age group should be changed for SWCDs. This
district has one black and four white directors and their ages range from 40 to above 60.

19. Thanks for all that you do. Keep up the good work.

20. Where the WQMP is not applicable, the following questions related to WQMP
should be skipped.

21. The new ranking system is still not clear to us. We would like more information

on how producers are ranked when applying for WQMP Conservation Plans and
Cost Share Assistance.
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22.

23.

24,

25.

26.

217.

28.

29.

30.

31.

32.

We were expecting to hear something about the new programs coming up
through/for the districts. We heard about them in September, but haven't heard
anything since. This is why we chose dissatisfied regarding all the program
questions.

My main interaction with the State Board is with . He continues to
be a great help to me. | appreciate his work and great updates and input at our
Board Meetings

Timely emails and direction to forms | need are also a great help to me.

Thanks for all you do to assist our district!

Poster and Essay information is hard to access. Sometimes the information given
IS very vague. Teachers have a hard time getting accurate information.

Put the Manual of Fisical Operations in a PDF document.
Postage for those has to be awful.

Not satisfied with brush program. Need more clarification of qualifications.

Keep up the great work!

This survey was taken as a group by the Board Members

503 is not a cost share program. Return to the original format and areas that
needed a water quality plan. It is not a hand out program.

The new WQMP ranking criteria destroyed the SB 503 Program for those SWCD
that relied on it to imporve water quality. The new ranking criterion allocates
more to some SWCD while totally eliminating others that depended on the SB
503 to improve water quality within our SWCD. The old method of specific
allocations and then redistribution of unused funds utilized the SB 503 Program
much more efficiently.
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