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Introduction 
For the past three years, the Iowa Telecommunications and Technology Commission has annually surveyed its customers to determine the level of satisfaction 
with the services provided by the Iowa Communications Network’s staff.  Customer satisfaction is an objective of our independent executive branch agency, one 
that is taken seriously. 
 
The results from previous years’ surveys along with input received from customer focus groups have provided the ITTC and ICN staff a basis for developing the 
agency’s strategic plan and to gage its performance. The feedback has also generated specific action items that resulted in beneficial enhancements for the 
customers. 
 
The ITTC and ICN staff value customers’ opinions and perceptions and strive to meet their expectations. 
 

Methodology 
 
This survey was conducted to determine the overall customer satisfaction level in regards to the organization as well as the customer satisfaction on an individual 
function-specific level.  The survey also addressed satisfaction with specific services. 
 
To achieve this goal, a list of ICN contacts was generated and a total of 1,718 customers were invited to take the survey.  The past three annual customer surveys 
were conducted by a third party.  This survey was conducted internally by using a system called SurveyMonkey, a survey service provided by a third party, which 
has an anonymity feature. The survey period was between the initial invitation date of April 29 and the termination date of May 13, 2009.  The customer survey can 
be found in Appendix A of this document. 
 
A total of 1,455 invitations were successfully received.  Of those, 413 customers clicked on the survey link, and 353 completed the survey.  The total response rate 
for this survey is 24 percent.  The response rate has decreased by 8 percent from a rate of 32 percent a year ago.  
 
The sections are aligned with seven of the customer contact areas.  This survey included skip logic feature that allowed respondents to answer those sections of 
the survey that were applicable with their ICN experiences.  The functional areas included in this survey are as follows: 

• ICN Sales 
• ICN Project Management 
• ICN Delivery of Service 
• ICN Billing 
• ICN Service Desk/Network Operations Center NOC)  
• ICN Maintenance and Repair 
• ICN Video Scheduling 

 
This report contains a table for each functional area.  There were also “open-ended” survey questions for each area. Although comparisons between scores 
achieved in the May 2008 and May 2009 for similar questions, the following methodology changes should be considered:  

• The 2008 survey was conducted by an independent third party vendor and anonymity may have been perceived as being greater.  ICN did have the e-mail 
and IP addresses removed by SurveyMonkey and did not have privy to that information. 

• The 2009 survey required only those persons indicating a relationship with a functional area to respond to those questions relating to that area.
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General Information 
The first five questions of the survey were designed to measure overall satisfaction as well as providing demographic information regarding the respondents.  
 
Demographic Information 
 

 
 

 
 
 
Overall Satisfaction 
Overall satisfaction with the services 
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Value of ICN Services:  

 
 
Recommend the ICN: 
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Functional Areas Response 

Sales 
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Project Management 
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Delivery of Service 
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Billing 
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ICN Service Desk/Network Operations Center (NOC) 
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Maintenance and Repair  
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Video Scheduling  
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