Customer Satisfaction Survey - September 2009
The Resource Recovery & Waste Management Division of the Santa Barbara County Department of Public Works has conducted customer satisfaction surveys regarding solid waste services in 1999, 2004 and 2009. The surveys have been carried out by Anthony Mulac, Ph.D., a professional Survey Researcher recently retired from UCSB.  The results from the 2009 survey are similar to those of previous years in that the level of overall satisfaction with solid waste services remains high. Anthony Mulac, Ph.D., put it thusly regarding the most recent data: “By way of summary, it is clear that the residential and commercial customers are highly satisfied with the trash and recycling services they receive.” Listed below are some of the survey results by zone in several areas of key concern and import.
Customer Ratings on a Scale of 1 – 10 

(1 = Bad, 10 = Good)




Residential





Zone 1
Zone 2
Zone 3
Zone 4
Zone 5
Mean

How good are the haulers at making regular pickups?
9.77
9.70
9.92
9.88
9.19
9.61
Overall satisfaction with field collection services

9.33
9.07
9.82
9.75
8.95
9.28

How clear is the billing statement?



9.07
8.95
9.38
9.83
8.62
9.02


Overall satisfaction with office staff



9.48
8.45
9.85
9.44
8.93
9.13

Commercial





Zone 1
Zone 2
Zone 3
Zone 4
Zone 5
Mean

How good are the haulers at making regular pickups?
9.71
9.30
9.54
9.20
9.24
9.40

Overall satisfaction with field collection services

9.42
9.29
9.52
8.92
8.92
9.21

How clear is the billing statement?



9.32
8.55
9.32
9.25
8.78
9.09
Overall satisfaction with office staff



9.45
8.63
9.58
9.32
8.94
9.23

