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

October 2009 5b

Percent of customers who contacted MoDOT that felt they were 
responded to quickly and courteously with an understandable 
response-5b 

Result Driver:  Shane Peck, Community Relations Director 
Measurement Driver:  Sally Oxenhandler, 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:  
The percentage of customers that feels they received 
prompt, courteous and understandable service is just 
shy of 100 percent.  Based on 5,963 surveys, 97 
percent felt they were responded to quickly; 99 
percent felt they were treated courteously and 98 
percent felt the response they received was 
understandable.  MoDOT customer service 
representatives continue to do an outstanding job in 
providing a positive first point of contact for 
MoDOT.  

Percent of Customers Who Contacted MoDOT That 
Felt They Were Responded to Quickly

97.097.497.798.197.6
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Result Driver:  
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Percent of Customers Who Contacted MoDOT That Felt 
They Were Responded To In a Personal and Courteous 

Manner

99.099.399.699.499.4
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Percent of Customers Who 
Contacted MoDOT That Understood

the Response Given

98.098.198.698.498.6
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