






DHRM Customer Satisfaction Survey - Stats & Summary - Nov 2010

Agency: Agency Desc: Total of All AgenciesALL

Strongly Disagree Disagree Agree Strongly Agree Not Applicable Total 

Resp's

Score 

out of

During the past six months, the Department of Human Resource Management staff . . . # % 4# % # % # % # % #
1. Has been readily available to meet with or speak with you by phone.  1.3  128  34.1  217  57.9  6  1.6  375  3.5 5  19  5.1

2. Has been available on the days and hours you need.  3.4 159  174 9  8  375 25 2.4  6.7  42.4  46.4  2.1

3. Has responded to your questions/concerns in a timely manner.  4  1.1  24  6.5  159  43.1  174  47.2  8  2.2  369  3.4

4. Has exhibited a solid understanding of employment law, DHRM policy and HR 

issues while also demonstrating a flexible approach to HR problem solving.
 3.5 375 3.5 13 53.1 199 37.6 141 4.3 16 1.6 6

5. Has provided accurate data and information to assist you in evaluating issues, 

assessing impacts and making decisions.
 7  1.9  23  6.1  142  38.0  190  50.8  12  3.2  374  3.4

6. Has sought out opportunities to expand the use and utilitiy of HR data to assist 

with human resource management for your work unit.
 3.1 371 12.9 48 27.5 102 41.2 153 15.6 58 2.7 10

7. Has demonstrated a good understanding of agency operations and strategic 

planning; is able to partner with you to develop effective solutions.
 3.3 374 7.0 26 40.9 153 42.8 160 6.7 25 2.7 10

8. Has managed the job posting and applicant screening processes effectively and 

provided an adequate number of qualified applicants for your vacant positions.
 3.5 372 15.6 58 46.5 173 30.9 115 5.6 21 1.3 5

9. Has provided an acceptable level of communication on benefits & benefits changes.

peak with you by phone

 3.4 374 6.1 23 44.1 44.4  165 4.5 17 0.8 3  166

10. Has provided an effective level of assistance with classification issues.  3.4 368 19.0 70 38.0 37.5 4.9 0.5  138  140 2  18

11. Has conducted training & coaching that has enhanced the capability of supervisors 

and managers in your work unit to effectively manage the work unit's employees.
 3.1 373 15.0 56 27.3 102 43.7 163 11.8 44 2.1 8

                                                       T O T A L S:  69  1.7  7.1  1,624  39.6  1,789 290  328 43.6  8.0  4,100  3.4

                                                       Overall:  Agree or Strongly Agree % (percent):  83.2  90.5           Overall:  Agree or Strongly Agree excluding "Not Applicable" % (percent):

Sometime during 2011, DHRM anticipates opening a service center for HR 

transactions; benefits assistance; retirement consulting and processing; and for 

some agencies, payroll processing. 

Aware of service center Not aware of service center Total Resp's

# #%#%
Were you aware of this?  126  33.8  247  66.2  373

Do you anticipate the service center will meet your agency's needs for the 

transactions listed above?
Yes, definitely Total Resp'sN/A--not awareNo, definitely notNo, probably notYes, probably

%# %# %# %# %# #

 369 27.4 101 21  5.7 27.4 48 41.5 153 12.5 46

How would you rate your interactions with HR Staff? Unpleasant Pleasant Very Pleasant Total Resp's

#%#%#%#

HR interactions were:  9  124  238  371 2.4  33.4  64.2

                                              Overall:  Pleasant or Very Pleasant % (percent):  97.6

Dissatisfied Satisfied Very SatisfiedPlease indicate your overall level of satisfaction with DHRM operations: Very Dissatisfied Total 

Resp's

Score 

out of

# % # % # % ## % 4

Level of satisfaction:  7  1.9  22  5.9  173  46.4  171  45.8  373  3.4

 92.2                                              Overall:  Satisfied or Very Satisfied % (percent):
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DHRM Customer Satisfaction Survey - Stats & Summary - Mar 2011

Agency: Agency Desc: Total of All AgenciesALL
Strongly Disagree Disagree Agree Strongly Agree Not Applicable Total 

Resp's

Score 

out of

During the past six months, the Department of Human Resource Management staff . . . # % 4# % # % # % # % #
1. Has been readily available to meet with or speak with you by phone.  1.0  114  38.3  160  53.7  7  2.3  298  3.5 3  14  4.7

2. Has been available on the days and hours you need.  3.4 126  142 5  5  297 19 1.7  6.4  42.4  47.8  1.7

3. Has responded to your questions/concerns in a timely manner.  3  1.0  19  6.4  117  39.3  153  51.3  6  2.0  298  3.4

4. Has exhibited a solid understanding of employment law, DHRM policy and HR 

issues while also demonstrating a flexible approach to HR problem solving.
 3.5 298 3.4 10 51.3 153 38.3 114 6.4 19 0.7 2

5. Has provided accurate data and information to assist you in evaluating issues, 

assessing impacts and making decisions.
 3  1.0  19  6.4  120  40.4  143  48.1  12  4.0  297  3.4

6. Has sought out opportunities to expand the use and utilitiy of HR data to assist 

with human resource management for your work unit.
 3.1 296 17.2 51 24.3 72 40.5 120 16.6 49 1.4 4

7. Has demonstrated a good understanding of agency operations and strategic 

planning; is able to partner with you to develop effective solutions.
 3.3 296 6.1 18 41.2 122 42.2 125 8.4 25 2.0 6

8. Has managed the job posting and applicant screening processes effectively and 

provided an adequate number of qualified applicants for your vacant positions.
 3.4 298 15.8 47 38.9 116 38.3 114 5.7 17 1.3 4

9. Has provided an acceptable level of communication on benefits & benefits changes.

peak with you by phone

 3.3 299 5.0 15 38.1 45.5  114 9.7 29 1.7 5  136

10. Has provided an effective level of assistance with classification issues.  3.3 296 20.6 61 33.4 39.9 4.4 1.7  118  99 5  13

11. Has conducted training & coaching that has enhanced the capability of supervisors 

and managers in your work unit to effectively manage the work unit's employees.
 3.0 295 18.3 54 23.7 70 40.3 119 15.3 45 2.4 7

12. Has been both timely and accurate in processing payroll transactions.  5  2  4  1  72  118  96  295 24  40  33  3.5

13. Has provided accurate retirement scenarios and information for employees 

considering retirement.
 2 5  19  6  104  74  92  294 35  25  31  3.2

                                                       T O T A L S:  47  1.4  8.2  1,323  40.5  1,344 268  286 41.1  8.8  3,268  3.33

                                                       Overall:  Agree or Strongly Agree % (percent):  81.6  89.4           Overall:  Agree or Strongly Agree excluding "Not Applicable" % (percent):

Sometime during 2011, DHRM anticipates opening a service center for HR 

transactions; benefits assistance; retirement consulting and processing; and for 

some agencies, payroll processing. 

Aware of service center Not aware of service center Total Resp's

# #%#%
Were you aware of this?  154  51.9  143  48.1  297

Do you anticipate the service center will meet your agency's needs for the 

transactions listed above?
Yes, definitely Total Resp'sN/A--not awareNo, definitely notNo, probably notYes, probably

%# %# %# %# %# #
 290 19.3 56 22  7.6 20.3 59 42.8 124 10.0 29

How would you rate your interactions with HR Staff? Unpleasant Pleasant Very Pleasant Total Resp's

#%#%#%#

HR interactions were:  6  129  161  296 2.0  43.6  54.4

                                              Overall:  Pleasant or Very Pleasant % (percent):  98.0

Dissatisfied Satisfied Very SatisfiedPlease indicate your overall level of satisfaction with DHRM operations: Very Dissatisfied Total 

Resp's

Score 

out of

# % # % # % ## % 4

Level of satisfaction:  3  1.0  22  7.4  158  53.4  113  38.2  296  3.3

 91.6                                              Overall:  Satisfied or Very Satisfied % (percent):
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DHRM Customer Satisfaction Survey - Stats & Summary - Sept 2011

Agency: Agency Desc: Total of All AgenciesALL
Strongly Disagree Disagree Agree Strongly Agree Not Applicable Total 

Resp's

Score 

out of

During the past six months, the Department of Human Resource Management staff . . . # % 4# % # % # % # % #
1. Has been readily available to meet with or speak with you by phone.  1.3  130  42.2  150  48.7  5  1.6  308  3.4 4  19  6.2

2. Has been available on the days and hours you need.  3.3 135  136 3  4  308 30 1.0  9.7  43.8  44.2  1.3

3. Has responded to your questions/concerns in a timely manner.  5  1.6  24  7.9  117  38.4  155  50.8  4  1.3  305  3.4

4. Has exhibited a solid understanding of employment law, DHRM policy and HR 

issues while also demonstrating a flexible approach to HR problem solving.
 3.4 308 1.9 6 51.6 159 39.0 120 5.5 17 1.9 6

5. Has provided accurate data and information to assist you in evaluating issues, 

assessing impacts and making decisions.
 6  2.0  25  8.2  119  38.9  143  46.7  13  4.2  306  3.4

6. Has sought out opportunities to expand the use and utilitiy of HR data to assist 

with human resource management for your work unit.
 3.0 307 16.0 49 23.5 72 42.0 129 16.6 51 2.0 6

7. Has demonstrated a good understanding of agency operations and strategic 

planning; is able to partner with you to develop effective solutions.
 3.3 307 6.8 21 38.8 119 43.0 132 9.4 29 2.0 6

8. Has managed the job posting and applicant screening processes effectively and 

provided an adequate number of qualified applicants for your vacant positions.
 3.3 307 15.6 48 42.0 129 30.3 93 8.8 27 3.3 10

9. Has provided an acceptable level of communication on benefits & benefits changes.

peak with you by phone

 3.2 307 4.6 14 34.9 50.8  107 8.1 25 1.6 5  156

10. Has provided an effective level of assistance with classification issues.  3.3 305 23.0 70 30.8 38.0 7.2 1.0  116  94 3  22

11. Has conducted training & coaching that has enhanced the capability of supervisors 

and managers in your work unit to effectively manage the work unit's employees.
 3.0 307 17.9 55 25.7 79 35.2 108 17.9 55 3.3 10

12. Has been both timely and accurate in processing payroll transactions.  5  2  15  5  77  102  108  307 25  33  35  3.4

13. Has provided accurate retirement scenarios and information for employees 

considering retirement.
 2 5  22  7  97  81  100  305 32  27  33  3.2

                                                       T O T A L S:  60  2.0  10.0  1,227  40.0  1,193 306  284 38.9  9.3  3,070  3.28

                                                       Overall:  Agree or Strongly Agree % (percent):  78.8  86.9           Overall:  Agree or Strongly Agree excluding "Not Applicable" % (percent):

On Sept. 19th, DHRM opened the Employee Resource Information Center (ERIC), 

a service center for HR transactions; benefits assistance; retirement consulting 

and processing; and for some agencies, payroll processing.

Aware of service center Not aware of service center Total Resp's

# #%#%
Were you aware of this?  12  4.0  289  96.0  301

Do you anticipate the service center will meet your agency's needs for the 

transactions listed above?
Yes, definitely Total Resp'sN/A--not awareNo, definitely notNo, probably notYes, probably

%# %# %# %# %# #
 292 3.1 9 7  2.4 21.2 62 64.4 188 8.9 26

How would you rate your interactions with HR Staff? Unpleasant Pleasant Very Pleasant Total Resp's

#%#%#%#

HR interactions were:  7  127  165  299 2.3  42.5  55.2

                                              Overall:  Pleasant or Very Pleasant % (percent):  97.7

Dissatisfied Satisfied Very SatisfiedPlease indicate your overall level of satisfaction with DHRM operations: Very Dissatisfied Total 

Resp's

Score 

out of

# % # % # % ## % 4

Level of satisfaction:  2  0.7  29  9.7  153  51.0  116  38.7  300  3.3

 89.7                                              Overall:  Satisfied or Very Satisfied % (percent):
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DHRM Customer Satisfaction Survey - Stats & Summary - March 2012

Overall

Strongly Disagree Disagree Agree Strongly Agree Not Applicable
Total 

Resp's

Score 

out of

During the past six months, the Department of Human Resource Management staff . . . # % 4# % # % # % # % #

1. Has been readily available to meet with or speak with you by phone.

2. Has been available on the days and hours you need.

3. Has responded to your questions/concerns in a timely manner.

4. Has exhibited a solid understanding of employment law, DHRM policy and HR 

issues while also demonstrating a flexible approach to HR problem solving.

5. Has provided accurate data and information to assist you in evaluating issues, 

assessing impacts and making decisions.

6. Has sought out opportunities to expand the use and utilitiy of HR data to assist 

with human resource management for your work unit.

8. Has managed the job posting and applicant screening processes effectively and 

provided an adequate number of qualified applicants for your vacant positions.

7. Has demonstrated a good understanding of agency operations and strategic 

planning; is able to partner with you to develop effective solutions.

9. Has provided an effective level of assistance with classification issues.

10. Has conducted training & coaching that has enhanced the capability of supervisors 

and managers in your work unit to effectively manage the work unit's employees.

                                                       T O T A L S:

                                                       Overall:  Agree or Strongly Agree % (percent):            Overall:  Agree or Strongly Agree excluding "Not Applicable" % (percent):

 271 38.0 3.0 3.0  55.0  1.1  3.5 103 8  3 149 8

 110 19  133 7  2

 14  4 99  144 9  270

 271

 98 10  8 144 11

 108 8  12 131 12

 112 37  40 72 8  269

 271

 271

 109 17  115 11  271 19

 90 10  36 118 15  269

 104 8  46 104 8  270

 99 40  49 68 13  269

 40.6 7.0  0.7 49.1 2.6  3.4

 36.7 5.2  1.5 53.3 3.3  3.4

 36.2 3.7  3.0 53.1 4.1  3.4

 39.9 3.0 4.4  48.3  4.4  3.4

 3.1 13.8  14.9 41.6 3.0  26.8

 40.2 6.3  7.0 42.4 4.1  3.3

 33.5 3.7  13.4 43.9 5.6

 38.5  38.5  17.0  3.4

 3.3

 3.0  3.0

 4.8  25.3  18.2 14.9  36.8  3.0

 102  1,032 171  1,178  219  2,702 38.2 6.3  8.1 43.6 3.8  3.3

 81.8  89.0

Last September, DHRM opened the Employee Resource Information Center 

(ERIC), a service center for HR transactions; benefits assistance; retirement 

consulting and processing; and for some agencies, payroll processing

Not aware of service center Aware of service center Total Resp's

# #%#%

Were you aware of this?  263 4  267 1.5%  98.5%

Has ERIC been meeting your agency's needs for the transactions listed above? Yes, definitely Total Resp'sN/A--not awareNo, definitely notNo, probably notYes, probably

%# %# %# %# %# #

 17 36 32  163  8  256 12.5%  63.7%  14.1%  6.6%  3.1%

How would you rate your interactions with HR Staff? Unpleasant Pleasant Very Pleasant Total Resp's

#%#%#%#
HR interactions were:

                                              Overall:  Pleasant or Very Pleasant % (percent):

 269 103  164 2  38.3% 0.7%  61.0%

 99.3%

Please indicate your overall level of satisfaction with DHRM operations:
Dissatisfied Satisfied Very SatisfiedVery Dissatisfied

Total 

Resp's

Score 

out of

# % # % # %# % 4#

Level of satisfaction:

                                              Overall:  Satisfied or Very Satisfied % (percent):

 4  121 124 19  7.1%  46.3% 1.5%  45.1%  268  3.4

 91.4%
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For more information, 
talk to your friendly human 

resource representative.

ERIC will give 
you crystal clear 
answers to your 
human resource 

questions.

Ask ERIC | 801.538.ERIC (3742) | AskEric@utah.gov
employeegateway.utah.gov
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Fold hereFold here

Q:�What kind of human resource work  
will ERIC handle?

A: This team will handle routine human 
resource actions such as entering information  
into the DHRM information system, new hire 
processing, payroll, benefits, and retirement 
processing. 

Q:Why is DHRM implementing ERIC? 

A: ERIC is a part of DHRM’s initiative to 
optimize human resource staff, technology, and 
process improvement. Our goal is to provide the best 
customer service possible in a cost-effective way.

Q:�How will ERIC ensure quality customer 
service is maintained?

A:Maintaining quality customer service is one 
of DHRM’s highest priorities. To ensure that ERIC 
is responsive to its customers and customer service 
is maintained, ERIC will use various methods to 
capture customer satisfaction feedback on a routine 
basis, including surveying our customer agencies.  
ERIC will then use this feedback to enhance or 
revise customer service delivery as needed.

Q:How is ERIC going to impact me?

A: The most important way that ERIC will 
impact you is through immediate 24/7 online access 
to human resource information, including payroll, 
benefits, and retirement information. You will also 

have immediate access to the ERIC team to 
answer questions during business hours by 
phone, email, or Instant Message. This is in 
addition to continued access to your agency 
HR staff to assist you with recruitment or 
liability questions.

Q:  Why will human resource staff no 
longer be located on-site in agency 
offices located in St. George, Price, 
Provo, Clearfield/Ogden?

A: In order to provide more cost-effective 
and efficient services, human resource is 
centrally locating all staff.  While human 
resource staff will no longer be located on-site 
in some agency offices, human resource staff 
will still be available to provide the same level 
of quality human resource services that have 
been provided in the past to these offices. 

Q:When is this going happen?

A: ERIC will begin providing services to 
state employees on September 19, 2011.

What is ERIC?

A: ERIC is the Employee 

Resource Information Center, 

which is a centralized team of 

highly trained human resource 

staff who will handle the routine 

human resource work that they 

have always handled for you. 

Your agency will still have field 

office staff assigned to handle 

more complex human resource 

actions such as recruitments, 

liability issues, and assist with 

strategic management. ERIC 

will also provide you with 24/7 

online access to human resource 

information.

A sk Er ic @utah.g ov

For answers to your human resource questions, 
ask ERIC | 801.538.ERIC (3742) | AskEric@utah.gov

Online  24/7 employeegateway.utah.gov

ERIC Info Brochure art (B).indd   2 9/12/11   4:30 PM
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For more information, 
talk to your friendly human 

resource representative.

ERIC will give 
you crystal clear 
answers to your 
human resource 

questions.
Wondering 

what ERIC is all 
about? 

Ask ERIC | 801.538.ERIC (3742) | AskEric@utah.gov
employeegateway.utah.gov

ERIC Info Brochure art (A).indd   1 9/12/11   4:31 PM
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Q:�What kind of human resource work  
will ERIC handle?

A: This team will handle routine human 
resource actions such as entering information  
into the DHRM information system, new hire 
processing, payroll, benefits, and retirement 
processing. 

Q:Why is DHRM implementing ERIC? 

A: ERIC is a part of DHRM’s initiative to 
optimize human resource staff, technology, and 
process improvement. Our goal is to provide the best 
customer service possible in a cost-effective way.

Q:�How will ERIC ensure quality customer 
service is maintained?

A:Maintaining quality customer service is one 
of DHRM’s highest priorities. To ensure that ERIC 
is responsive to its customers and customer service 
is maintained, ERIC will use various methods to 
capture customer satisfaction feedback on a routine 
basis, including surveying our customer agencies.  
ERIC will then use this feedback to enhance or 
revise customer service delivery as needed.

Q:How is ERIC going to impact me?

A: The most important way that ERIC will 
impact you is through immediate 24/7 online access 
to human resource information, including payroll, 
benefits, and retirement information. You will also 

have immediate access to the ERIC team to 
answer questions during business hours by 
phone, email, or Instant Message. This is in 
addition to continued access to your agency 
HR staff to assist you with recruitment or 
liability questions.

Q:  Why will human resource staff no 
longer be located on-site in agency 
offices located in St. George, Price, 
Provo, Clearfield/Ogden?

A: In order to provide more cost-effective 
and efficient services, human resource is 
centrally locating all staff.  While human 
resource staff will no longer be located on-site 
in some agency offices, human resource staff 
will still be available to provide the same level 
of quality human resource services that have 
been provided in the past to these offices. 

Q:When is this going happen?

A: ERIC will begin providing services to 
state employees on September 19, 2011.

What is ERIC?

A: ERIC is the Employee 

Resource Information Center, 

which is a centralized team of 

highly trained human resource 

staff who will handle the routine 

human resource work that they 

have always handled for you. 

Your agency will still have field 

office staff assigned to handle 

more complex human resource 

actions such as recruitments, 

liability issues, and assist with 

strategic management. ERIC 

will also provide you with 24/7 

online access to human resource 

information.

A sk Er ic @utah.g ov

For answers to your human resource questions, 
ask ERIC | 801.538.ERIC (3742) | AskEric@utah.gov

Online  24/7 employeegateway.utah.gov

ERIC Info Brochure art (A).indd   2 9/12/11   4:31 PM



For more information talk to your friendly Human Resource representative

Employee Resource Information Center

Crystal clear answers to your 
human resource questions.

Coming in 
September 2011



For more information talk to your friendly Human Resource representative

Employee Resource Information Center

Introducing...

ERIC will have the human resource 
answers you need when you need them.



For more information talk to your friendly Human Resource representative

Employee Resource Information Center

Q:what’s eric? 

A:�The Employee Resource Information Center. ERIC is a centralized team 
of human resource staff to assist you with benefits, payroll and other 
human resource matters during business hours.

          ERIC is also an enhanced Employee Gateway portal with a powerful, 
searchable, user friendly human resource knowledge base you can access 
24/7 to answer general HR questions and view your personal employment 
and benefits information.


