
Personal, Fast, Courteous and  
Understandable Response to Customer 
Requests (Inbound)
Tangible Result Driver – Shane Peck, 
Community Relations Director

Responding to customers in a 
courteous, personal and un-
derstandable way is important.  
MoDOT listens and seeks to 
understand, because it values 
everyone’s opinion. MoDOT’s 
goal is to delight them with its 
customer service.
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Personal, Fast, Courteous and Understandable Response to 
Customer Requests (Inbound)  

 
 
Percent of overall customer satisfaction 
 
Result Driver:  Shane Peck, Community Relations Director  
Measurement Driver:  Sally Oxenhandler, Community Relations Coordinator 
 
Purpose of the Measure: 
This measure tracks MoDOT’s progress toward the mission of delighting its customers. 
 
Measurement and Data Collection: 
This is an annual measure.  Data is collected from interviews with over 3,500 randomly selected adult Missourians 
each May.  MoDOT continues to use Federal Express as the benchmark for this measure.  Based on information 
compiled by the American Customer Satisfaction Index, Federal Express has the highest customer satisfaction rate – 
84 percent – out of the 200 companies and government agencies that the ACSI scores.  MoDOT continues to 
research customer satisfaction rates for other state departments of transportation.  One example is Alaska, which had 
an 80 percent customer satisfaction score in 2005. 
 
Improvement Status:   
MoDOT has made significant accomplishments in the year since the last customer satisfaction study was taken.  
Completing the Smooth Roads Initiative a year ahead of schedule; tackling the largest construction season ever; 
announcing plans to fix 800 of Missouri’s worst bridges; and unveiling the Better Roads, Brighter Future program 
are just a few of the department’s recent successes.  As a result, customer satisfaction with MoDOT rose from 75 
percent in 2006 to 79 percent in 2007.  Since the customer satisfaction survey was first taken in 1999, the percent of 
people who are satisfied with MoDOT has grown from 64 percent to 79 percent.  The increase in the percentage of 
people who are very satisfied with MoDOT rose 9 percent in the last year, from 16 percent to 25 percent.  In the past 
four years, the percentage of people who are very satisfied with MoDOT has grown 20 percent.  The percentage of 
those who reported being dissatisfied with MoDOT dropped from 25 percent to 21 percent in the past year.  
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Personal, Fast, Courteous and Understandable Response to 
Customer Requests (Inbound)  

 
 
Percent of customers who contacted MoDOT that felt they were responded to 
quickly and courteously with an understandable response 
 
Result Driver:  Shane Peck, Community Relations Director 
Measurement Driver:  Jeff Briggs, Community Relations Manager 
 
Purpose of the Measure: 
This measure indicates whether customers are comfortable with the speed, courtesy and clarity of MoDOT customer 
service. 
 
Measurement and Data Collection: 
Customers who contact MoDOT Customer Service Centers are asked to complete a short telephone survey when 
their business with the customer service representatives is complete.  Callers who agree are forwarded to an 
automated survey that asks three “yes or no” questions on the timeliness, accuracy and courtesy of the call.   
 
Improvement Status:  
Results continue to be extremely high across the board, and are slightly higher this quarter.  This data comes from 
3,002 surveys taken in the past quarter. Ongoing “secret shopper” efforts encourage continued improvement. 
 

Percent of Customers Who Contacted MoDOT That 
Felt They Were Responded to Quickly
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Percent of Customers Who Contacted MoDOT That 
Felt They Were Responded To In a Personal and 

Courteous Manner
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Percent of Customers Who 
Contacted MoDOT That Understood

the Response Given

99.398.998.898.998.3
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Personal, Fast, Courteous and Understandable Response to 
Customer Requests (Inbound) 

 
 
 
 
 
Percent of documented customer requests responded to within 24 hours 
 
Result Driver: Shane Peck, Community Relations Director  
Measurement Driver: Jeff Briggs, Community Relations Manager 
 
Purpose of the Measure: 
This measure tracks how quickly MoDOT responds to customer requests through the customer service centers.  
 
Measurement and Data Collection:  
This information comes from the customer service database, where customer requests requiring follow-up are 
documented from the time the call comes in until the request is responded to. This may include requests for signs, 
traffic signal review, pothole patching or work zone congestion. More than 90 percent of our total customer requests 
are responded to immediately, including basic phone call transfers, questions, or requests for general information; 
these routine contacts are not documented here.  
  
Improvement Status:  
Numbers are extremely high in this area, and continue to improve.  Database improvements to document response 
times, including automated e-mail reminders for delayed responses, helped these numbers improve.  There were 
7,377 documented customer requests in the quarter. 
 

Percent of Documented Customer Requests 
Responded to Within 24 Hours 

99.396.5 99.198.597.8

0

20

40

60

80

100

3rd Qtr.
2006

4th Qtr.
2006

1st Otr.
2007

2nd Qtr.
2007

3rd Qtr.
2007

Calendar Year

Pe
rc

en
t

 

Desired 
Trend: 

 

October 2007 TRACKER – Page 5c 



Personal, Fast, Courteous and Understandable Response to 
Customer Requests (Inbound)  

 
 
Average completion time on requests requiring follow up 
 
Result Driver:  Shane Peck, Community Relations Director  
Measurement Driver:  Jeff Briggs, Community Relations Manager 
 
Purpose of the Measure: 
This measure tracks MoDOT’s responsiveness to customer inquiries that are received through the customer service 
centers and documented in the database.   
 
Measurement and Data Collection:   
Customer requests in the customer service database are tracked for average completion time.  Longer-term requests 
that require more than 30 days to complete are removed from the results because these longer-term requests would 
skew the overall results. Time is measured in working days; weekends and holidays are excluded. 
 
Improvement Status:  
Average completion times remain low, although there was a slight increase this quarter.  This was the first complete 
quarter using new, more specific definitions of what should be reported.  This resulted in more consistency among 
districts, but also may have led to the increased completion time, since some districts’ routine customer requests 
were removed.  There were 7,377 documented customer requests in the quarter. 
 

Average Completion Time on Requests
 Requiring Follow-up 
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