ICT EMAIL FEEDBACK ANALYSIS

Below please find the latest client feedback statistics for the period January-March 2024.

Who are our clients and where are they located?

Category of Respondents

mstudents @ staff

Campus Categories

m Main campus m Gty campus  § Msa campus

86% of feedback respondents were students
14% of the feedback came from staff

91% of respondents were at Main Campus
5% were from Mombasa Campus
4% from City Campus

- Opur clients at Parklands, Nakuru and Kitui

Campuses did not offer any feedback.

How did they contact us and for which service?

The methods of contact

mEmail mTelephone mWritten Correspondses

Category of Services offered

B Corporate email B Campus Nexus

m Application & Software m Kusoma services
B Workflow B Eduroam & Wifi services

m Timetabling & Unit Scheduling

77% of respondents contacted us via email | -
14% used circulars and memos -
9% placed calls to our support desk.

50% of our tickets were email related

23% were related to the student information
system

9% were E-Learning related queries

4-5% covered timetabling, HR, Wi-Fi,
application and software support queries.




How were our services?

Courtesy & Understanding by our staff

mYes mNo

82% of our clients who
responded to our
feedback survey
reported that we were
courteous to our clients

18% of clients who
responded to the
feedback did not think
we were courteous.

Level of proffesionalism & willingness of
our staff

mYes mNo

91% of clients who
responded to the
feedback thought we
were professional and
willing to help them
with their queries.

9% of clients who
responded to the
feedback did not think
we were professional
and willing to help them
with their queries.

Meeting of timelines

n'Yes m Mo

91% of our respondents
reported that we
completed their requests
within the service
timelines.

9% felt we took longer
than the service timeline
to resolve their
incidents/queries.




How did our clients rate us?

Level of technical ability (1-5) ICT Support service
1l w2 53 wd w5 m Excellent wVerygood w» Good = Fair o Poor
- 33% of our respondents rated our technical | - 55% of our respondents considered ICT
ability as (5). Support services as excellent.
- 27% of our clients evaluated our technical - 23% of our clients evaluated our services
ability as (4). as very good.
- 20% of our respondents rated our technical | - 14% of our clients rated the ICT services
ability as (3). as good.
- 13% of our respondents evaluated our - 4% of our respondents found our services
technical ability as (2). as fair.
- 7% of our clients gauged our technical - 4% of our clients evaluated our services

ability as (1). as poor.




