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REPORT ON CUSTOMER SERVICE

In March, the Department announced its twenty-second annual customer
satisfaction questionnaire. This is the seventh time state-chartered credit unions
were asked to provide their opinions electronically.

Pursuant to Tex. Gov't Code ch. 2114, the Department creates an inventory of
external customers for each of its budget strategies.

TNVFNTORY of ri).STOMFR.S BY STRATEGY

Strategy Customer

Safe and Sound Credit Union Industry State Chartered Credit Unions and

Members of State Chartered Credit

Unions

Information Gathering Methods. Results and Analysis

The Department assesses its customer service through communication with
its constituents. The Department utilized an electronic survey to reach out to
each of its customers.

Each Texas-chartered credit union received a link to the online annual

questionnaire. Completion of the electronic survey was voluntary and
anonymous. Out of the 186 credit unions provided the opportunity to complete
the survey, 90 completed the online questionnaire for a response rate of 48
percent. This compares to a 59 percent response rate in 2016 and a 48
percent response rate in 2015.

In the following pages, the results of the survey are detailed. Charts are provided
to show how credit unions as a whole responded to each question. Tables are
also provided to break out those responses by credit union asset size.

Within 15 days after the Department responds to a complaint from a credit union
member, the Department emails a link to a survey for each member to respond
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September 1, 2016 thru December 31, 2016

Questions

Strongly

Agree

Somewhat

Agree Neutral

Somewhat

Disagree

Strongly

Disagree

No

Response

Q1. It was relatively easy to file a complaint with

the Department. 4 1 1 1

Q 2. Department staff communicated with me in a

courteous and professional manner. 5 1 1

Q 3. 1 believe Department staff understood the

basis of my complaint. 1 2 2 2

Q 4. The response provided by the Department

addressed the important aspects of my complaint. 1 2 1 3

Q 5. The explanation give was fair considering

applicable laws.

1 1 1 1 3

Q 6. The Department website was helpful In the

complaint process. 4 1 1 1


