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Two years ago. Ohio State Parb develctped a methodology of 
measuring customer satisfactior, to gauge the effectiveness o f  our 
customer service. What follows is a discussion of our installation 
of systems to measure and irilprove custr)rt3er satisfaction. the 
interpretation of the data. and the positive results we have 
en.joyed. 

Measuring Customer S:stisfaction 
We elected to deveiup our own custorner satisfaction survey form 
(see Figure 1 otr foliowing pages) to enable our customers to 
respond to us akmt  how they enjoyed their visit to one of oilr 
Ohio State Parks. 'This fonn is pre-franked and is [nailed directly 
to our Colurnbus headquarters. It contains both structured and 
ur~structurwl response sectiorrs. l h e  survey is run for the five 
summer inonths of May, June, July, August, and September whet3 
80% of the visitation to Ohio State f'arks occurs. Since it takes at 
leas1 two employees to i lpsate and imposes a strain on rnany 
other managers it is not cost effective to operate during the seven 
off season months. 

In Colurnhus the structured response section is erltered illlo rjur 
computer da& base and Ineans and standard deviations are 
calculated from this base. for the Ohio State f'ark system as a 
whole and for each of the 72 individual parks. 

We are most interestcrl in the responses to the question: "f-low 
would you rate your visit to this park overall'?". t l  five point scale 
i s  used for responses to all structured qucstiuns with excellcnt = 5 
and unacceptable : 1. ? b e  custcmer returns are tabulated by park 
m d  means are calculateci to 3 decimal places. I h e  cornparisor: in 
how these rneans fare from rnonth to month is tracked hy park 
and for the Ohio State park system as a whole. We have found a 
very high currelation with what is going on in a park and the 
trend of this mean. When it goes down we can usually identify 
the reasons why; and likewise when it  goes up. Certainly smdill 
spot random vitriatioi~s do occur. however they easily are weeded 
out by trend line analysis. (The table of means calculated for 1992 
and 1993 is attached in Table 1: see following pages.) 

'Ihe balance of the structured portion of the questionnaire is uscci 
to spot prohiern areas in particular service categories and &c, make 
rough comparisons of service categories between parks. 

The unstructured response areas of the questionnaire provide the 
park staff with ideas. examples, and data on how they improve 
customer satisfaction by resolving problems, instituting 
innovations, and capitalizing on particularly customer pleasing 
situations. In the unstructured portions of the customer survey 
forms we find many of our best ideas and innovations. We do  
read these in Columbus and do  an anecdotal andysis of these 
returns over the winter p r i e d .  

To provide a statistical validation of our in-house analysis 18 the 
customer survey returns, we have engaged ?%e Ohio State 
University Polymetrlcs Laboratory to run a randomn telephone 
survey c o n c m n t i y  in the same time period each year that we are 
operating our own survey. ?hey use exactly the same 
questionnaire form and gather some additional information as 
well. The results of the OSU surveys. randomly conducted with 

rigorously sound statistically protui-oIs, have provirlccl meant; that 
;ut: not statistically diffcrcnt trurrl crur trwla Iruearrinih. Ti:c h3SI.i 
Incalls have an error f:ict{ir uf 4 . 4 %  for the 305 valic! sespanse 
sainpre they use. We feel quite cunfidcnt that our "X's" which 
eoual9,ROO returns in 1992 3nd 2Ci,2@ returns in 1993. are 
sufficiently high enough to give us statisticnily valid ciiata 3s 
cr)rrobora'sd hv the 0St.J sui-vevs, f A comnarison of C)SU incails , .  
and our own mGems is shou-rr In 'Fable 2.) eh io  Srale I'arks 
experience 65.MM63.W) visitors nn:iu;lily who picked up about 
6M.m surveys in  1993. The 20.2MI receiveif In C:nIt~rnbus 
represents a retun] of 3.5%. which i s  excellent by intiustry 
srand:sds. 

Inlproving Cust~~n14:~ Satisfaction 
We have established ?'ctt;li Quality Miul:!gel~~cnt II 'QM) Icciihack 
Imbps with the cnpioyec teams in crich of ui i r  p:rrk:i .is one i>f ciur 
il.rethotis of continuousiy making irni>n.)vcrncrits in customer 
s;rtisfaction. C'opics of 01c survcys arc retunlcd to each p:trk each 
week. 7 h e  eririrc park stitfi'sits ciiiwn ZLS a tcarr? an<? :.cviewi; the 
results of the siirveys lirlcl eslwcially the no!-r-siructured 
comrncrlts. Our cenlral tlfficc also retarns the means caicullikii 
f<!r ei~ch pi1r.k c)n a rnol~ttriy il;ir;i.; with co?il[~i i~i~i) l is  tvith lllc 
previt:irs year, sciine indication { i f '  how the ilivisiirri ii  doing :IS a 
whole. r i r ~ d  treniis i l l  h t ~ w  clthe; parks arc doing. 

Each park staif' iciun has hecn c~npowcrcti t<: ~tniliatcraily rnake 
whatcvcr chartges arc appiopriatc (I) irrzprovs customer 
satisfaction. 'I'he Ohio State Park system has 72 p a k s  and some 
of those irrc large enough to havc scpliraic e!npli)ycc tearn 
meetings alr~ng f'unc'tionii1 Iiries. Ciolf C ~ ~ L L ~ S C  C I Y I ~ I O ~ C C S  for 
cx;unplc tc11~1 ti) 111cct hy thernselvcs anil wixk c?n i1nprt)ving golf 
ci.)ursc custoi:lcr s;~!islhc!ion. Wi!li :n;iny. inany tcaii?s c?pcra!i!~g. 
the re.~i~lts  drive custctrnes siitirf;:ctio:~ i'iu Ilettcr ti1311 k~ny ~ i r s h i f r i ~  
cfrorr !'ii~m solnc ccntritl ati!rlir~istr;~lii,~~. i.itc:aliy irtirld!stls ~ r f  
cha~ge:: in w:ty wc do t~u~inc ' is  ;KC i ~ x ~ p l ~ ~ i ~ ~ r i ! i f - d  C ~ I C I I  visitor 
scasc)n hv  the crrlpl:~yeci rhcrnscivcs 

Idea:, ii~tjric~nr~r~teil by thcsc pus&; tcarris havc rarlgcd ficxn 
changing the hours ctf c0rckir i~ ii: and i):lt i?f cai;>psites aiiil 
cahiris !o the acceptance of credit carcls in the siiitc systern i j r   he 
first time, :inti provi~ling rnultiplc picnic rltllles for  grciups staying 
t~getficr i t :  cahini or cainpiitcs. Wc arc ovcrhailting thc: entire 
check-in jrrrtcetlurc tit:. c;~hiiii arid campgrountis and eiirninaring 
a!i but one siinplt: uriiver.s;ii form ?;t:inewiifc at ~~~;pliiyet!s' 
s~jggestitin. This wil! sp:t:c? up circck-it) lime arxf grcutly sixnplify 
check-in procciiarcs which plcascu our customers. Cjnc park li~uilt 
a 51i139l. i!~ex~~"risivc fish ~lcatllrlg station. Arncrlhcr rehahilirated a 
shower hililifing into a rnadzi of what a nrodern shower house 
shouitl be like. Yet another changec! its entire cIe:+riit~g schedule 
Lo meet custorncr preferences. 

Most irnrmrtanriy i s  the feedhack received on ciranii~ess itf 
facilities. 'ihis is the nlost commented upon scwicc and "ie ciric 
we have heen able rcl influence most significiniltly as a iiirect 
result o f  this t'eedhack. ?he  :99:4 <)St.! survey fountl a slatis!icaliy 
significant increztse in customers' favorable ptrccpiion of 
cleanliness in Ohio State Parks versus 1992's users. 'lhe C)S'ii 
survey aiso inciicated that. a signiEcant increase in favorable 
response to our campground crnpic>yccs was seen as weif. 
Expansion of pet campirig to a!] parks in the sysrern, the 
systematic improvement of' food service at restaurants, camper 
store services of' firewood. ice. and citlrrr products, ax:d greally 
increased naturalist programs are additional examples of how this 
feedhack is driving increased customer satisfaction in Ohio State 
Barks today. 

Ma:y parks post the CUI~II I ICI-  survey rcsiiltq and sigmi?l?iani 
returns i > n  bulletin ix)itrtls. 7 h c  d'hief of f'itrki: wriks a persona: 
letter to any cinployec who gets a prsrin~el mentiuti 0:) the f<,nns 
r ~ - r r n i ~ ~ g  hack i : ~ .  We provide z3an;tl awards for the park:; whose 
rrzearls achieve 4.SIK) or better. lil I O V 2  terl parks m d e  tha: satiilp. 
in 1Y43 seventeen p r k s  ritade &at ra.f.ijig. -The pique: presented a: 
the annual managcrs conference is Iargc enough for the names of 
&the employees in that. park to be engraved as recognitlor! of the 
idea that customex sstisf'actior: i s  a ieam effort &at dl empinyees 



must pa-ticipati" in 10 be successful. 'bhe employees i ike the 
sysremn. iike the fecdbazk which i s  over 80% psi t ive.  m~ntl iikc the 
f rcdo in  to make changes Lhey sec fit. 

Positive Results We Have Enjoyed 
Since its inception the customer survey meat:; for the Ohio State 
Park system as a whole have increased cacR mu every month 
over h e  previous month's rneatrs fix !c11 straight nl~nttrs  (5-month 
siunrner seasons each in 1992 and 19(>)3). A sraphic tfisj,lay of 
those rnearts i s  showri in I:iguse 2. Whcfhcr one agrees with the 
"e1cg:mce" of our sQtlstica1 approach i>r not, the it~disp~ttiii~le f : ~ ?  
remains that each month we have imprcsscci more i ) f  ciur 
ciisiorrters favcrrably, nixtl f~wcx' custorrtcrs urs!'avor;rl7ly, than the 
prt:vioi:s month. '[he ;icr~i:nl iitirnetic:il counts of cornplaints are 
down and the nurncrical cuirnts t~ fmmpl in~e i i l s  are up. 

i:;ivoraf.rie mention of this gwograrn :auJ focus !TOIL pieasii~g i!llr 
custcmcrs has hegtjn to iipperir in the press. Z,egislators arc alscj 
becomiiig aware trf tile "new itxlk" i n  i9iuks and arc: responding 
favorably to rnorc satisfied ct:ilstituent.. . 

Our ernployecs are rcsp)iiciirtg favorably to this prograiti irr a 
variety of ways. As merrtioneil above they r1:trticrrlarly like {he 
pt)sifive fccdbiick dirncnsitrn from rhc pcoplc they serve. I t  sirnpiy 
r;ie;irls more to ernj,li,yees to receive feedl>ack i'rotir their 
custonricrs as r,pp)setl ti) their bms,  t'hcy also iiko the recognitiori 
thcy rcceivc in the fitsm c)f !etkers. pIarjrrcs. atlct peer awards. Our 
elilj)it)yees have aJ(rpted :j "go our OF your way l o  pfe:ti;e crtir 
custorrrcss" attituiie as a nriijc~r p)silivc result. -l'iiis trcw altitirclc in 
nus einployees is gairiirlg favoratlie cctmmerlt l ' ron~ Inany quarters 
;is the "new lnok" in Ohio Stale kirks. 

C'crtainly 11ot rtle least fwlieflt t'rctrn rtur i~bcr'casctl ctrsltirncr' 
satisf;icfictn h ; , ~  corxic at !hc ~xllEs i r ~  Novernher. 1993 in the fiwn 
of :t S 2 0 0 . O  rniliiorr rcf'crcr~durn passet! 1~ rchuilil Ohio Itirks 
infs;>struc~ture. Ohio State I'itrks was irrturratc eltough to tre llle 
p(oiru agency in the Otrio I'itrks ; t r ~ i !  Nictltrnl Kestmrces I;untl horiti 
issire at~tttiwii.;ttion. This I ~ o r r ~ l  i ss i~e ;~tithorixatior~ hiid to p:isx ltre 
f )hie (;errera1 Asseinlrly by a 60'Z) iniirgin : is  ;I rcfurciltlrisn ; i~ ,r l  
tl~erl Ilc stlr:cc:ssf~.ll ;it thc pr!ls wiOr ali vot.cr's. 'Illc goal o f  titis 
rcfercrid~irn is to reh;rhiliti~tc. rvm~vatc. anii rnotiernizc existirig 
hkc-iiitics ira Ohitr St;itc Parks irrld crt!~es $iiitus:!i resotircr arc;is in 
Otiio. I I  incl\.wficd :i i l irt~ci l i ic?r~ i9f rrl:ttt,t-sirrg gr:ir~!s tix I:bcol p:trk 
SS'"'"'L"S. 

I:> our- c f ' i ~ i s  to pass ?his rel'c.n:riiiirrj~ v c ~ t t t  strl!o icgisl;itorz firs:, 
iir~ii then in a grass rnc!ls rl'fivt wiih (air piirk 1iSCt.S itr~il rieighhirrs. 
we cot~starltly ciirnt: ;!cross tllc t%etlt>irck that the: p;u.ks hat! seer) 
litany charlgcs Liir rf~c Ircltcr. i r i  crlst<ilncs scrvice. i'copte scerrictl 
tci in: r~srtz)nsjvc to OIIT ct~st t>rt~er  s;~tiif:ti.ti~n i ; i t ~ p h : ~ ~ i s  ;ltri! felt 
ih;tr if the referentluln pirsxcd. i!s fbntls wctt~fd likcly he put k) 
gOt)i1 UW tt) care of orrz. custt~rhlprr's. 'I'tke rt:~cr.crliiullx p:!sscci h y  
a 6i"% ntr 30'%, ~r-rilrgirt wliistl rc!lecte~i iri part !he grtrcving sLi/lp)r? 
kir sert~ir~g orrr carstolrlcis right i n  Ol.>io's st.& pitrke. 



As c ! i i t ~ f : y  t l i ~  Ohio i'i,?~mr.trnr'rrf o , f h i u r n l  R~oi i rces ,  Diz7ision ojPnrks and Rrrircnfiorz, I striilc. to ;rristiiffc tire b a f  possiirl~ 
i ~ r i ) ~ ! r i ~ : ~ ~ < ~ , f o r  ieli pork visifo~s. Your comrr:t:rrts ciln help 9nc m k e  oiir park:: 17 hftter yincc fi7: you io vis:t. PIam fait: just n 
i.i:: irlitltitts io fiii c;rit iiptdic'i?!?i:$ saciions (3; tiris ~"~x!/lioiior~ form nnii drop it in ihc rtmii io rn?. 

Ercclient G d  Avcragr Pnor Unacceptable 

I-low wouId you rate your visit i r ~  this park overall! CJ C ]  

Spccii'ii;illy, i~oav \%-ouid you rate the iollowing ... 

Campground Fxci,licnt Ztx~d A v c r . i f ~  F m r  Unaricirtal~ic 

Cabin I ' tccl lcnt  C c ~ > d  Avcr.:src f w r  iinrctcrrtahli. 

Lodge Fxicilcnt Good Avf ragr  I'ocir L' ; td<rc .?t~hl~~ 
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Figure 1. Custorner satisfaction survey fur Ohin State Parks 



Table 1. Sumnary of results of Ohio State Parks customer satisfaction survey ibr all parks. 

a n l a  orvrsroM OF PARKS AND RECREATION 
Customer Satisfaction Survey 
SUMMARY QF ALL PARKS 

1 1993 1 1992 I % C H ~  
Total Suweys Returned: 20,213 9,832 105.6% 

1 OVERALL Average: 4.358 4.289 1.8% ] 
GENERAL PARK Average: 4.321 4.268 6.296 

AVERAGE RATING 
1993 1 1992 

Appearance: 
Cleanliness: 
Canvenience: 
Employees: 
Facilities: 
Experience: 
Services Received: 

CAMPGROUND Average: 
Cleanliness: 
Appearance: 
Employees: 
Facilities: 

CABIN Average: 
Cleanliness: 
Camfoit: 
Facilities: 

LODGE Average: 
Acttvities: 
Facilities: 
Cleanliness: 
Empfoyees: 

FOOD Average: 
aualit)b: 
Senlice: 

PlCdMiC Average: 
Cleanliness: 
Facilities: 

TRAB L Average: 
Cleanliness: 
Condition: 

BEACH Average: 
Emplayees: 
Cleanliness: 
Facili@es: 

MARINA Awssage: 
Cleanliness: 
Facilities: 
Employees: 

GOLF COURSE Aweragla?: 
Condition: 
Employees: 
Cleanliness: 
proshop: 

PERCENT 
CHANGE 



Table 2. <.'oinpari;ii>n t;t' V'riie Kigt r l '  ant1 O h i o  Skitc <'usturner. Salisfa~tion Sucvcys su~nrnarizir~g rchults for 311 slati: parks 

onio avrs~olu or; PWKS AF~D RECREATION 
Comparison of Wite Rigtir and Ohio State Gustan#.r Satisfaction S u m p  

Summary for Ail Parks 
1 m  

Tohi Valid Rasprises: 
WRITE RIGHT,.." 20.213 
onro STATE 305 

h r a l l  Percerrt Distribution 
BVEMU. Awrage 4.358 4.292 3.536 

GENEWL PAFPK Awragie 
Appaarace 
Clemliraess 
Employees 
Faciiiks 
Services Recakvad 

CA%aRPQmUND Awr;ap 
Gk~nlinsss 
Appitarance 
Employees 
F ~ - '  uil~t~es . " 

CAB1 N - r a p  
Gieaniiness 
Facilities 

LODGE Ave~aw 
Activities 
Facilities 
Gleanlimss 
Employees 

WOD Amrage 
Quality 
Service 

PtGNIG Averaw 
Gleanlir*ess 
Facilities 

MI t &=rage 
Cbanlinsss 
Cnnditicn 

BWGbl Average 
Empinyees 
Cleanliness 
Facilities 

PdeARIM Awssge 
GCeanliness 
Facilities 
Employees 

GOLF W U m E  Average 
Condition 
Ernpksyees 
Cleanliness 
Pr~Shop  



0 STATE PARKS 
OVERALL PARK RAT 




