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Testimony

Good morning Mr. Chairman and Members of the Education Committee. For the
record, | am Dr. Janet Welk, Executive Director of the Education Standards and
Practices Board. | will share the findings of our satisfaction survey from June 2015
through March 2016.

The survey was developed and administered by the Department of Public

Instruction but is accessed from our website at www.nd.gov/espb/ using the Survey

Monkey icon. My understanding is the questions were taken directly from North Dakota
Century Code 15.1-13-36. All applicants receiving an email correspondence from all
staff members or from the automated ND Teach system receive an email asking for
them to complete the survey. Quarterly DPI sends ESPB the results of the survey.

There are eleven questions in the survey with the first being optional
demographic data. The rest of the questions are required and may include comments if
the applicant wishes. Questions 3 through 10 use a Likert scale of excellent, above
average, average, below average, poor, and N/A.

Findings from the survey include:

1. Itis always good to receive feedback from the public.

2. As a regulatory agency, we have done better than | had expected. In my opinion,


http://www.nd.gov/espb
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as a regulatory agency anything above average is frosting on the cake.

3. The staff likes to see their names in the survey, especially when positive. Itis
good feedback for all of us when someone is mentioned in a negative fashion
and we use it to improve.

4. Not everyone understands who they are talking to and mention a name from the
Department of Public Instruction.

5. Applicants/teachers don’t understand we can't control the time issue with FBI/BCI
or getting transcripts from the clearinghouse or issues with the State Login
system.

6. Some people like our website and others don't.

7. Question 9, Cost and Value of the Interaction was in my opinion, the most
misunderstood question.

8. The Satisfaction Survey document attached includes all three quarters. Page 3-
22 includes information from June 2015 through August 2015; Page 23-38
includes information from September 2015 through December 2016; and Page
39-69 includes information from January 2016 through March 2016.

9. I've compiled the findings by question in the attached spreadsheet.

| would be happy to answer any questions. Thank you for your time and support.



Question 2. Type of Licensure Seeking?

N/A

In-State
OSEL
Reciprocal
Endorsement
Information

Excellent
Above Average
Average

Below Average
Poor

N/A

Excellent
Above Average
Average

Below Average
Poor

N/A

Excellent
Above Average
Average

Below Average
Poor

N/A

Excellent
Above Average
Average

Septembe
6.34%
73.50%
7.69%
4.27%
4.27%
3.42%

Question 3.
69.64%
18.22%

8.91%
1.62%
0.81%
0.81%

Question 4.
68.83%
20.24%

6.88%
0.81%
0.40%
2.83%

Question 5
74.38%
16.12%

3.31%
0.83%
0.41%
4.96%

Question 6.
66.67%
17.70%

4.53%

December
4.96%
85.12%
1.65%
3.31%
4.13%
0.83%

Timeliness
79.37%
10.32%

4.76%
3.17%
2.38%
0.00%

Availability
71.09%
14.06%

7.81%
2.34%
1.56%
3.13%

. Courtesy
77.95%
8.66%
1.57%
2.36%
3.15%
6.30%

Knowledge
68.80%
16.00%

3.20%

March
5.39%
78.39%
6.13%
4.65%
4.46%
2.97%

73.43%
15.80%
6.82%
1.97%
1.62%
0.36%

69.46%
18.39%
7.14%
1.25%
1.07%
2.88%

76.13%
13.56%
3.25%
0.90%
0.90%
5.24%

69.98%
15.55%
4.88%

Average
5.56%
79.00%
5.16%
4.08%
4.29%
2.41%

74.15%
14.78%
6.83%
2.25%
1.60%
0.39%

69.79%
17.56%
7.28%
1.47%
1.01%
2.95%

76.15%
12.78%
2.71%
1.36%
1.49%
5.50%

68.48%
16.42%
4.20%

Average or Above

Average or Above
95.76%

94.63%

91.64%

89.10%



Below Average 1.65% 2.40%
Poor 0.41% 2.40%
N/A 9.05% 7.20%

Question 7. Responsiveness of Staff

Excellent 76.21% 73.39%
Above Average 16.12% 12.90%
Average 3.31% 3.23%
Below Average 1.65% 2.42%
Poor 0.41% 2.42%
N/A 3.31% 5.65%

1.45%
0.72%
7.41%

73.59%
15.66%
3.28%
2.00%
0.73%
4.74%

Question 8. Ease of Obtaining Information

Excellent 62.20% 61.11%
Above Average 21.54% 22.22%
Average 11.38% 8.73%
Below Average 2.85% 3.17%
Poor 1.63% 3.97%
N/A 0.41% 0.79%

64.03%
20.68%
9.35%
3.06%
2.52%
0.36%

Question 9. Cost and Value of the Interation

Excellent 44.26% 42.06%
Above Average 20.90% 20.63%
Average 24.18% 22.22%
Below Average 1.64% 3.97%
Poor 1.64% 6.35%
N/A 7.38% 4.76%

Question 10. Quality

Excellent 64.23% 68.25%
Above Average 22.76% 15.87%
Average 8.54% 6.35%
Below Average 1.63% 2.38%
Poor 1.22% 3.97%

N/A 1.63% 3.17%

46.49%
20.54%
22.16%
2.52%
2.16%
6.13%

66.55%
20.50%
7.73%
1.08%
1.62%
1.80%

1.83%
1.18%
7.89%

74.40%
14.89%
3.27%
2.02%
1.19%
4.57%

62.45%
21.48%
9.82%
3.03%
2.71%
0.52%

44.27%
20.69%
22.85%
2.71%
3.38%
6.09%

66.34%
19.71%
7.54%
1.70%
2.27%
2.20%

92.56%

93.75%

87.81%

93.59%
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sure are you seeking?

tomer SatisfactionW / 5
12 What e

Answered: 234 Skipped: 15

100%

80%

60%

40% -

20%

U 3/“

Out of Slate Reciprocal

sy NIA In-Stale g Other State Educator License {OSEL})

Endorsement Information only

Answer Choices

(M1 16
In-State - - ) 7 %3:5[]% 172
Other State Educator License (OSEL) : 77.69% 16
Out of State Reciprocal | 4.27% 10
Endorsement . 4.27% 10
Information anly 3.42% 21
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Answer Choices
Excellent
Above Average

Average
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£33 Timeliness

Answarad: 347 Skippoed: 2

100%
80%
60% -
40% :

20%

0%

i Excellent  EEm Above Average g Average

69.64%

8.91%

1.62%

Below Average

Poor

NIA

Total

0.81%

0.81%

Comment

Yes the process of getling a ranewed 5 year licenses was very quick. ! really appreciated the timsliness and
efficiency.

It was difficull dealing with renawal of my license because of the limeliness. | sent in my fingerprinls and nearly 3
weeks later | was told they were unseadable. It then ook anather 3 weeks and ihen if was oo lale 1o register for
classes needed this fall for licensing. 1 was disappainted. Alsc in daaling with peaple over the phone, | am nol sure
they are even sure what happens on their own website. | explainad a situaticn to Bobby Jo Halle and she did nel
believe me. She then logged into the website under me and leamed 1 was lelling the trulh. The nexl day | called her
{as did my principal) and she didn't even remember the conversation. | sent her an email...she said she never received
unlil my principal cafled her oul on it and then it was conveniently focated in her inbox. Just very frustraling. | know she
deals with many issues but LARGE prablams In two days,..dlfﬁcull to swallow as business as usual.

The finger prlnling and back rnund check was a fong Hmel

Somelimes when there are changes |nforma:rcm may bea slow at gelimg out. Huwever, [ am not sure if that ESPE!
or another respnnstble entﬂy

OCnce they received all the lnformahon the turn around was really fast!

ND has teacher shorlages dn the exireme chaas in the system and the level of frustration with hmlng of application to
approval plus cosis, lis appallzng

| had heard it would take a Sot lnnger than what it dld So l am plaased

The entire staff is so helpfui I espemaliy would like o thank Amy and Lacy for alt thE:r fime and help this week.
Awesame jobll!

s NIA

Date

0/28/2015 8:32 AM

D/27/2015 9:44 AM

9/26/2015 12:32 PM

9/22/2015 843 PM

9.’19!2015 8:51 PM

9.'1812015 9:58 AM

G/18/2015 7:00 AM

S/11/2015 B:47 AM

247
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Customer Satisfaction Survey

1 used the websile to secure infarmation. This is one of the most friendly websites ta i‘nd infurmasion | have ever used,
All responses were immediately acknowledged, everylhlng was answered in a timely fashfon

I submitied my documents onfing on Sunday, received a response on Monday that it had been received and by
Tuesday had email stanng that my hard copy license wnuid be cummg in the maill

I needed to obtain a Provisionzl Teaching License and Mari Fridgen was very helpful She campleled the process
guickiy and | was provided & Provisional License by the end of the day. She really made the process easy and siress-

free.

quick from time | appfied to approval.

Iilled out my application before the due fime, but they kept all the information and when they where able to renew my

. license they did. Thankyou

Mari Frldgen was quick 1o gel back to me!
| apprectaled the support offered every step of the way

s, Fndgen was prumpt with her responses via email and had greai commurication sklfls

[ am naot appreciatlve of haw Amy talks 1o me when | have clanfymg quesllons Sheis demeanlng and accusalnry for
reasons | do not understand. This has occurred for the past two years. | did appreciate Dians when | called back this
year as she Inoked inta the srtuannn and helped by answermg the queshons and resemng the appllca!mn

This email was handled wuhm minuies. | did email someane before that was never answered, The entire process has
taken 6 months, of which perhaps ESPB is nol to blame. The amount of time the gavarnment look for fingerprinis was
unreasonahble, but that is not ESPB's fault.

Amy was FANTASTIC wilh dealmg with my siluation lmmedlately

Applied for lifetime certificale and if was approved in less than 3 days!

Ms. Fridgen responded clearly and grcfessfonally lo my mull;ple questlons within 24 hours each lime.

| had appmval and license gramed within an hnur nf submlsslun That's preliy lITIFIFESSIVB[

I always gola response within a rsay or fwo, enher by emaﬂ or phnne

I was surprised to receive my renewal ﬂcense in ?ess than a week!
VF.;ry .u.serfrie.ndly anl:lrfast! ?.ID\-'E il.! o -

My email inquiry was returned Mlhin hours.

Had myllcense renewal in one day

| like the auio remlnder feature and was pleasen‘ at how qmckly the apprnval happened!

9/8/2015 10:50 AM
9/5/2015 10:04 AM

8/2/2015 5:23 AM

5/1/2015 2:19 PM

81312015 7:35 PM

8/3142015 12:59 PM

BI28/2015 1:32 PM
8/26/2015 10:23 AM
8/21/2015 4:06 PM

B/18/2015 5:08 PM

BM7I2015 413 PM

B/12/2015 3:59 PM

7/20/2015 3:14 PM

7/14/2015 10:05 AM
TITI2015 7:47 AM
6/2512015 11:29 AM

6/20!2[)15 G116 AM

6.’17.’2015 1D 41 AM
EI13.’2015 11:33 PM

. 67372015 12:04 PM

6/2/2015 2:28 PM



Customer Satisfaction Survey

G4 Availability

Answered: 347 Skipped: 2

Answer Chpices | . .

160%

80%

60%

400/9

206%

0%

Excellent

Above Average

%Average

Excellent

Above Average 20.24%

Average 688%

Below Average . D..8l1.%

Paor 040% i

NIA 8%
'f;nai S .

10

H

'Comment

| dld have some queshcms wnh the credits, but lhey were answarad very fast lhrough emad It was very gnnd

If they are not in when | call - they are usually pretty gnud ai gemng back to me in an apprnpnate amount of time,
] gm a few recorded messages Once ln BWhl|E lwnuEd get stralghl foa person

Sameune was auallable eve:y time | contacied the office for help & mfnrmaimn

Had to Ieave a massage dunng ofﬁce hours That was confuslng

i caiied twice and was able to speak loa "PERSON" instead of haanng a recardmg and given instructions on pressing
numbers for |nfnrmahon

Love renewmg onlinel

. Mari was easlly ac:essible via phane and emal[ and she was very prompt

| asked her many questlons in a few emalls and she thoroughly answered each ofthem

1 had to call because | had a questimn about the online appllcahon and | got someone that answered my l:;uestlnn right
away

| only wanled to renew my teal:hlng Ilcense but because my lranscrlpts Ionked hke | had a masters (I am unly two
classes short), # was thought that | wanted 1o add my masiers to my license, which | did not. Because of this, the
process was delayed. | received an email about this with a number to call, VWhen | called back | had to [save a
message. She never refusned my cali, nor did she act on my message by compleling the process. Ong week [aler |
called back at got ahold of the lady and then the process was finished.

Ly ]
T

: Dale

9f28f2015 8: 32 AM

BI2212015 9 433 PM

9/19/2015 8:51 PM
8/13/2015 B:47 AM
5/8/2015 10:50 AM

5/2/2015 11:53 AM

9/2/2015 5:23 AM

89/1/2015 219 PM

8/28/20115 1:32 PM

B/10/2015 9:02 AM

8/7/2015 8:27 AM

170

40

17

(L]

=}

247



Customer Satisfaction Survey

Online applicalion is & greal fealure.

[ had a question and received a response a!most |mmad|alely from a stail member wha was able to help me complele

my application.
Always answerad my queslluns ina llmely matter

i spoke often with Amy Folkesiad. She was so helpful and was always available and kind. | am so apprecialive of her
helpl!

| called Bismarck Gﬂ"ce 3 times with ques!lons and she was very helpful and said cal] back if need be.

Could be easier {0 navigate the wabpage | thirsk, I found it iesg intuitive than mosl, I! warked well overall, though. See
#8 Staff was available through email during business hours but few of us are completing {hese forms then!

2ipy

7/27/2015 11:20 At

F/20/2015 5:56 PM

7116/2015 946 PM

TH312015 5:01 PM

7/6/2015 1:58 PM

6/2/2015 2:28 PM



Answer Choices

Total

10

11

12

Customer Satisfaction Survey

35 Courtesy

Answaorgd: 3242 Bkipped: 7

100%
80%
£0%
40%
20% ’

0%

Poor

Ahove Average

L 231%

0.83%

Below Average

0.41%

" 4.95%

Commenl

Oulstanding cnurlesy and professmnahsm by all Thank ynu E0 rnuuhl
Amy was very helpful and explamed |nformalaon very clear for me.

Great to gel emaxls leilmg where the l am in the prncess of chense renewat

Dlane Weber fhres educainrs did not undersiand what she was askmg for in an email......s0 we called her on the
phone. She became very irate an the phane and kept repeating the same disection, even lhough we kept teiling her
we were not clear, Her voice was seething with anger. She failed in the area of customer service. Embarrassed for
hef....

ari Frldgen

Very kind servlce was prowded hy Man Fndgen She went out of her way o heip ma accomphsh my goals. | was very
|mpressed wnth her effort.

Tha persan who handled my emall Amy. was great
Thanks Amyl
Amy is the grealestl

Ms. Fndgen treated me !lke a person, not a certlrcate number. This has nat always been the case in my imeracuons
with this arganlzaucn

| even received a "thank you for applylng amail.

Very fnendly and helpful

180

39

12

242

Date

91172015 8:47 AM

9/2/2015 11:53 AM

9/2/12015 5:23 AM

#/31/2015 3:40 PM

8/28/2015 1:32 PM

8/21/2015 4.06 PM

BJ'17.'2-.’J15 4:13 PM
: BI12!2D15 3 59 PM

' 7/1512015 7:52 PM

7!14:'201 510:05 AM

1712015 7:47 AM

© BI25/2015 11:29 AM
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Customer Satisfaction Survey

I have emailed and called Mari many fimes and she is always willing and ahla 1o help and answer all my questionsi

Got immediate replies!

Extremely frigndiy!

interaction with staff (e-mail) was helpful, quick, and professicnal. Why can't there be automation going forward so

that we ean update infe withoul keying ia everything that didn'i change?

2

[ oY

P.9

6/23/2015 3:03 PM
G/17/2015 10:41 AM
B/15/2015 11:09 AM

6/2/2015 2:28 PM



Customer Satisfaction Survey

48 Knowledge

Answeted: 243 Skippecl: 6

100%
£0%
60%
40%

20%

Below Average

Excellent Above Average %Average

Answer Choices

Excellent 66.67%
Above Average 17. ?ﬂ%

Average { 4.53%

Below Average

0.41%

Pacr
. - _— 505% .

Totai

& Commem—_m

1 The information | received back fmm khe staff was very sahsfymg Itwas nice lo receive fmm kanIadgeable penpia.

2 ulncanmslent ragardlng cesis and endorsements betwean slaff members -

3 i wasn't told the correct fee for renewal n;;-Was Iinformed about bacml;;q—roﬁr;d_ie;;nd ﬁngerprlms fee“

4 If posmble I wculr:f like to have a place on your w;.'bsﬁe where you can gel an "ok" from your staff as o a parilcu!ar
class hemg suﬂable loward our renewal befare we aclually sign up for it.

5 | appreclate all the halp and information | recalveti frt;m»lhe:jap;rt%;m—lrls unlI-tA:ewtwn iJEibaCk-f-l_C‘I;'nE a;:dtn Vr"acewe the
excelient respnnse and help from everyone at the ESPB that | warked with this week,

6 . Althuugh | have found the ESPB slaff.l_c;i;;;s cau;teous --a"nd wn_lmg twor;r;lpal“s;e—n:l;there |s halwahyS sr;me sort of
miscommunication an either what | am seekmg ar my information.

7 Amywas able lo answer alt Df m;'q;zast;nns -

B . Mari was ahle to answer a[l quesi;;r;;;na_v“\;'as veryr kﬁ{:ﬁ;;;é‘cigeagl; T

8 Expla:ned what I needed Very cl“ema-;i-y and p.r;'-:—cl:_l;-e - -

10 . The Iadyli‘lal answered my quesilon knew r|ght away what lo do. )

11 Ms. Fridgen was very clear aboul what the state's requlremam;aun;;r:c‘i.luc‘\lluc;;m'a Spe;;fcally what m.y opllons were
regardlng my Endnrsement

12 it was wander:’ul to deal with a real ge;sun who wnuld answer queshons and provlde gmdance ~

13 . | was tnld 2 dlﬁerent answers o the same questlon-on two r:hfferent d;y_s-prob.;b;yz d|ﬁi;renl peaple

115.'1"0

Daie

B/28/2015 8:32 AM
9/18/2015 8:59 AM
9!1 71'2015 5 48 PM

9!151‘2015 12 14 PM

5/11/2015 8:47 AM

9/4/12015 8:44 AM

B/2/20%5 11:33 AM

9/1/2015 2:19 PM
8/12/2015 3:59 PM

B/10/2015 9:02 AM

7/14/2015 10:05 AM

6/25/2015 11:29 AM

6/14/2015 12:06 A

162
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Customer Satisfaction Survey

| dan't remember who | first contacted a year ago about middle-school endorsement, but whoever it was told me that
one of the caurses | took at NDSU wouldn't qualify for the process. | was very upset as NBSU told me that it would
ceunt. { began the precess of taking the other course that | neaded, and thank God | did the other course first and
didn't redo the course that [ was told by ESPB wouldn't worl,, becasue now | talked to Mari and she has been
wonderful and told me that it WOULD count towards my endorsement, so 1 am very pleased with her work and help
kit am also very upset that | was misinformed and almos! icok a class and spent maney that | didn't need ta.

2p.11

6/2/2015 9:27 AM



Customer Satisfaction Survey

{37 Responsiveness of Staff

Answered: 242 Skipped: 7

100%
80%
60%
40%

20%

£ Excellent

Answer Choices

75.21%

Excellent
Above Average 16.12%
Average 331% ‘
Below Average ‘ 1.55%
hocr S .at%
WA R
Total . :
# . : Commenvt o .
1 The respunse lrom lhe-peoplerl correspunded w|lh was very good and took na time In answenng my emalls
2 o .When ] called la ask qulemsﬁlmns the staff was frlendly and helpfull
3 Excellent responsiveness by all. It appearé to lﬁe‘ll;;tmll\e sl:'::fi anuc:pazed my queslaans (ancl calls) befure l did. It is
nice 1o have such a suppurlwe slafl of prafessionals avallable when needed
4 . ESPS staflwere almnst |mrned|ale in respons;:‘-'.wt was vary lnl;lesse;:l -
5 Mari Fridgen was llllmedlale in her work. | catled in lhe m;rnlng ;buul a ccmcerll \.'lllih<m;' licensure and within lhe
same day, lhe issue was resolved
] I wish P'd have gotlen a call about my payment nol golng‘throllg;l;..{-énd lﬁwush lhe paymeniwauld have been prncessed
promplly in the first place, so it wouldn't have been rejecled anyway.) And they emailed me, but | emailed them 1o re-
process, and lhey didn't do it. ! had lo go re~gnier all of the information and such
7 DOnce someone rnally responded o my emall lhe prm:e5; was very qulck Thank you Amy
B Inmy lransltlon process, [ felt like ESPB was the faslest—lc.) respom:l to my questlcms and lnok the guesswurk aut of an
overwhelmlng amount of paperwork and Processes.
9 " Ms. Fridgen has cumpleleiy changed my pen:epllnﬁn;f lh;.-'. ;lljl;emli_lla—c‘l;ll;l;;;l"lllnortll;;é-ll;ys" I falt'l_l-ke I gﬂl a

different answer avery fime 1 conlacied ESPB. The tone was barely short of hostile then, and | felt like my certificate
was just a frustrating obstacle 1o leaching, not an affirmalion of my hard wark. This time, | was trealed professionally
and courteously. I'm not even sure | would have "umped through the hoops” to add this endorsement {and to lry to
spread my wings and try a new direction in my career) had Ms. Fridgen nol been so knowledgeable and ancouraging.
She absolulely went above and bayond and | am very grateful,

1p12

Date

0/28/2015 8:32 AM

9/27/2015 714 PM

91112015 8:47 AM

i 0/4/9015 B:44 AM

8/21/2015 4:06 PM

8/20/2015 9:14 AM

B8/17/2015 4113 PM

8/7/2015 10:34 AM

7412015 10:05 AM

242
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Customer Satisfaction Survey

Cnce again, Amy Fotkeslad answered many of my questions. She was timely, courleaus, and helpfull!

| was very please to receive bolh a phone call and an emait from Mari regarding my license renewal. She was very
helpful!
Showed sensilivity to the complications of the process.

Ms. Lacey Hinsz was very kind and nice {o me. Ms. Hinsz makes alillll of us thel come from the Upper Mid-West very
proud and happy in how nice she was lo me when she was helping me. Sincerely, Mr, Jim Mahler

The staff is very helpful and can answer any questions when | call,

7/113/2015 5:01 PM

6/28/2015 1:24 PM

| 61252015 11:28 AM

6/18/2015 11:27 AM

6/18/2015 10:40 AM



Customer Satisfaction Survey

{18 Ease of Obtaining Information or
Services

Answearsd 246 Skipped: 2

100%
80%
0%
40%
20%
0%
Ahove Average {7 Average il NGA
Answer Ch_oit_'_:eé
Excellent 152
Above Average 53
Average 2B
Betow Average 7
Poor 4
NiA 1
Total 246
# ; Comment . _ , Date
1 | see the weh site is under construction, and lhat's a good 1h|ng. because lm not surre everythlng is up o dalelt 9!25f2015 11:35 AM
2 the webslle Is very dlffcult o work in. : 9.’21!2015 12:36 PM
3 Onca in a whlle | would geta staff member, but a Iut of call gol an answanng machine. 9.'19.'2[}15 8:51 PM
4 My only comment is that it would be nice 1o have your phone number listed on the apphcatlun page. | sper'.l qune aiot B."l B/2015 9:27 AM
of lime Iook;ng for it and endad up phonmg PPl o get connected to ESPEI Once | gel there, it was no pmbfem
] The staff receives exira credit and tharefare a grade of Excellen! forlhss quesilun | found the mfom-lallun on the . B/11/2015 8:47 AM
wehbsite infarmative, yet confusing, at times. The staff mare than made up for my lack of understanding of the
information the website contains. Thank youll!
6 Generally, it has heen easy o contect thls office and get excellent servica. 9/9/2015 10:50 AM
7 | nculicecl vast |mprovemenis an the ESPB websna It Is rnuch MOre user fnendly W|lh lnformahnn caiegnnzed better. - §/4/2015 B:44 AM
8 Everylhlng I needed was prowded via phone caII and emall 8/21/2015 4:06 PM
g I had a liitle dlﬂ'culty ﬂndlng the number of cradits reqUIred iz renew. | was informed the number Of credlls had 71202015 5:56 PM
increased. | did have a number required printad on my license but wasn'l sure if it was correct and everything | read
online contradiciad what i'd bean lold regardlng changes {o the raqmremenls
10 There is a ot of well- arganlzed infarmation on the site. Itis user—fnendly 711412015 10:056 AM
i Licensure Imk was hard lo find, Shnuld have its own tab under the Ilcensura page 7112015 11:54 AM

.14
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Customer Satisfaction Survey

Always responded guickly and accurately. 6/25/2015 11:28 AM
Some of NOTeach is gifficull to navigate 6/3/2015 12:04 PM
When asked fo print out the signature page for the franscript lo be malled from Virginia the address was incomplete B/2/2015 2:28 PM

without the zip code. The process feels clunky In some places. Looking up the stale on an alphabetized scrolling fist
seems odd, Most Teachers reside ND and the olhers could still make that change. If we were ta enler aur license
number maybe the data cauld be auto filled fram historical data? It wasn't all that time consuming, but | was never
certain [ was doing any of it $he right way.

‘%‘\
‘-_l.
Sy}



Answer Choices

Total

10

ih

Above Average

Comment

Customer Satisfaction Survey

1% Cost and Value of the Interaction

Ssnswerpd; 244 Bkipped; 3

100%

80%

60%

40%

20%

D%

Exceflant Below Average {53 Poor

Above Average ) Average

44.26%

! 20,90%

i 24.18%

1.64%

Below Average

L 1.64%

7.38%

If you are referrlng 1o the cost of the llcense.'renewel efc. | give thisa (] have not added my two Masler's degrees
because [ cant aflord it

| am not quile sure what you are asklng l am usual[y 5eaklng informetion - so no cost.
Buth rost and value ofmlerac:llon is very goudl

125 00 seems !lke a Iot lGJLlSt renew an exls:mg I|cense

very crabby on the phone - she acled like we were boihenng her.....not something wa need 1o deal with on the first
day of school

The licensing ofiice seems well Drgani..ec! and efiicient in North Dakola is comparison to my cu-wnrkers who peed
services for lhElr ||censes in other states as we seek emp]nyment OVEISeas.

I du not feel it was approprlﬂ:e tD asses a $100 fee benause | had fo geta dlfferent lype of license and thus my

license was nnt renawed an lime.

I was no! aware that there was an added cost for belng late. | am always out of the slale at the 1Ime of my renewal. |
wish thal the renewal date was not the bmhdale month, but the month in which the license was apphed

| wasn't exciled 1o rncf oul E had lopaya 5100 late fee far an explred ticense since | had assumed 1'would be nolified
prior o it explnng, but if was gleasad that | was stilt absa 1o ;usl renew it as Iorlg as i pald lhe Iate fee.

Of caurse no one wants 1o pay for afl the llrlle things it takes io gel a hcense but E expecled it.

Fees are always expenswe I dont make a !ot of money l don't know if | understood this quesllun"‘

.16

N/A

108

&1

55

4

Ll

18

244

; Date

9/28/2015 10:39 AM

B/22/2015 9:43 PM
9/13/2015 8:47 AM
9/4/2015 4:22 PM

B/31/2015 3:30 PM
6121I2015 4:06 PM
é.’18)’2015 5:.08 M
8/17/2015 4:32 PM
BM2/2015 3:59 PM

8/7/2015 10:34 AM

7/25/2015 5:22 AM
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" see the option exists and for me it was a perfect choice.

Customer Satisfaction Survey

I'm excited about the new cpporiunities 1o use Praxis testing for endorsements. While nal cheap, the tests and 7114/2015 10:05 AM

endorsement fees are much more economical and time-saving than coursewerk, and thay honor the knowladge that
experienced ieachers have built in their many years of practice. Testing may not be for everyone, but I'm pleased 1o

| do thinle thal $40 is a bit much for & one year subbing license. 7712015 7:47 AM



Customer Satisfaction Survey

100%
B0%
60%
A0%
20%
0%
Excellent [ Above Average s Average Below Average oo NFA
Answer Choices ' . Responses
Excellent 64.23% 158
Above Average _ 22.76% S
Average 8.54% 21
Below Averaga 1.63% 4
Poor 1,22% 3
NiA 1.63% 4
Total 246
# . Comment ) ) Date
1 The qualily of the service Is well apprecialed. It was done guickly with no hassle and very efficient. Thank you. 9/28/2015 B:32 AM
2 Penple make the differenceil! | appreciale all the efiorts and time of the ESBP staff. 5/11/2015 B:47 AM
3 Due to the issue explained befow... 9/2/2015 7:04 PM
4 Doesn't give a good impression of ESPB 8/31/2015 3:40 PM
5 At B8/21/2015 4:06 FM
8 | received, fast and pleasant service. 7125{2015 5:22 AM
7 | found a couple of different places where the number of cantinuing ed credits required were listed. They don't always B8/2/2015 2:28 PM

agree with each ather... | am afraid | cant remember exactly where that was an the ESPR site though. Qverall, it is
hard to know how we siack up to other states or agencies. Ii seems QK.

11’.’148
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!n farmer dealings with 1hi5 nfrc:e Ive had excellem service wnh knowledgeable slaff

Customer Satisfaction Survey

i1t Please provide any other comments or
suggestions

Shippad: 156

Responses '

| had excellent help over the phcne and a very good experience overall in applying for my re-entry etementary
leachlng license. Thank You ladies in the office!

lwas very pleaseci that all my emails were answered promplly. it was very easy lo renew onlme

Thank ynu for helplng me through this prncess

The slaff was the mosl respunssve staff in siate governmenl Referred me to DPI credenilal office.

Dlane was really easy to work with. She cauld answer any quesllnn and ciu:l soin a vary poille and pmfessmnal
manner

Appreclaled Mari Frldgens heip. ccmpetency. and wlllmgness to help us sorl out aur issue.

Every siafi person {'ve talked to has been so klnd and helpful. This is my first time acquiring a hcense and they have
made it pamlessl

lhad a very goocl experlence with the ESPB slaff They were knowledgeable and exlremely helpful

Redo the system. If you want quallly leachers and teachers 1o not get frustrated coming in from out of slate with
active license and mulliple endorsements ND has to change the procedures from when they were put in place at a
time much d|lferenl than now in whal the needs of our slale and student's are presentlyﬂ

[ was very ampressed wnh the unline appllca%xon, payment and help from Diane! She was greatl 1 nollced ralher la!e
that my cerlifc:ate was due, and she did everythlng she could io see that the prncess was compieled an 1lme

1 think ND needs o talce a real hard look at allowmg teachers lo use CE hours loward renewing their license. 1 find
myseff always searching for a class that is interesting, werthwhile, and has college credit. | see many classes that |
would love lo aliend, but they are for CE hours. These are usually the ones that would beneflit my degreefarea of
sludy. Also, | would have attersded the Teat:hers Conventicn if they would have givan cred|:

The mteraclions 1 had with ESPB were positive, The staff was fnendly and respensive. They were able to direct me to
the mfurmatlnn I needed and helped me nbtaln my license guickly during a very stressful time.

Mari made lhrngs 50 easy for me. Thanks! )

Please conlinue to be pallenl wnth me in the near fulure as | conlinue 1o work fo renew my leach:ng license. Your the

bestill

The onllne app[:c:almn is 50 easy anci qwck 1o complete .8 great convenience to have ava||abte

Excellent services. You always try to find and give alternative solutions o whatever pmhlems applicants encaunter
with tlcense applicauon

Very pleased with the cwerall service. The unly slow par: of the interaction was waltmg on pulside sources fo verlfy
ba:kgmund whn:h couidn’t be contrulled by this service. Thank you'

tt would have been helplu! [H] had been more aware of the 30 year licensure informadian. | lhnught it was teaching 30
years and it was having a license for 30 years...so { had filled out the form incarrectly last ime {five years ago). | called
a year laler 1o report my mistake and was told that the information could not be changed so | had te get 4 more credils
far my Ilcensure this renewai per;od It was disappoin!mg and Coslly

So much easier lhan past renewal pmcedures'

None

Amy and the other persan who helped me through the re-antry for license were very helpiul, professional, caring, and
pallenl H appremale thatt Jc[ene Rummel

| was stressed about the process orubtamlng a ND Teachmg License, but Mari helped gmde me through the process
and macde it very easy for me, She really went about and beyond and she was so easy 1o work with. Thanks Mari!

At oa

P.19

Date

9/27/205 8:23 PM

82712015 3:20 PM

9/23/2015 11:42 AM
9/22/2015 1:57¥ PM

D/18/2015 B:51 PM

8/18/2015 2:53 FM

9/18/2015 11:53 AM

9/18/2015 10:30 AM

5/18/2015 B:58 AM

D/16/2015 9:27 AM

9M5/2015 12:14 PM

971612015 11:27 AM

8132015 4:14 PM

8/11/2015 847 AM

9.’9.'2015 16: 50 AM

9.'9.'2015 8 55 AM

9:’8:’201 54113 PM

9/5/2015 10:04 AM

9/2/20157:04 PM

8/2/2015 10:53 AM

9/2/2015 5:23 AM

9/1/2015 3:03 PM

5/1/2015 2:18 PM
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Substltute license

; Thanks agam Amy for your courteous helpl

: this process clear and easy-t really appreciate it!

Customer Satisfaction Survey

Having the ability to complete this process online saves se much time and is so efficieni!
Treated the new feacher like an idiot. Made her leel 1errible.

1 was unsure of what | was doing bui the staif was really helpful 2nd | was eble ta renew my license in a timely manor.
Thank you, Rebecca Severson

Mari Fridgen does an excellent, helpful and thorough job and 1 greatly appreciale the help.

Evesyone | ever interacted with —from my very first cail to the smallest email- was incredibly heipiul, and always so
nice. | {elt like lhe aﬁemlon to my process was personal nol like | was just a numben’l’ia

Tna cost of renewing a teachers ||censa is ridiculously hlgh for such a lowly paid professian. Nolhlng shorl of a money
making scheme, there is no reason whai-so-ever for such a high cost.

I really would fike 1o see administralive credenllals and {eaching credentials handled by the same group.

| applied for and received the interim substitute license, § think there should have been more information pravided
online {or the length of the process and how 1o renew the license once it has expired. | 1hink the procass 1ook around
one month for me, and was a Imle too expenswe

| was nol expeclmg the ESPB site lo be sasy o use, but | was thrifled at how easy it was Io use.(Especially since
{echnology is nol "my thing.") It was easy o follow and | apprecialed ihe "lo do” box 1o know what was my
responsml]lty to complele

This process - online - wentwell! Whan | came io the offite 1o discuss a concesn, that did not go as well.

Unfortunately. my COncerns could only have been undersiood by those who have a heart for children.
SN, for your he;p e e et e e e 21 e i o e e e
Very helpful Answers lo my queslions were answered prompliy anci accuraiely. 1 was treated respectfully and
professionally. | appreciate the excellent service. Thank you.

,Pmc.e.ss wem.we" mr.".].e;.,..c o TN

Yearly CTIé Subslitute Licensa..;l'hank yot.l.

\.’eariy CTE Suhsiitute License. Thank you.

CTE Substilute license Thank You.

. My quesllons or |nqunr|es or answered nght awayl

) Thanks for tha quick answers, work, and llcensmg.

Janet Welk dees a very good jub

Why is the: send it address not avaiiable and why have [ no mali? 8y now | should have tons of mail if il Is caming

’ through to us, wamng 10 hear fro alf coniacis |nclud|ng MRACTC And state tesllng Barbara J. Knudsan Cnunselnr

[ applted for a substitute license. E retlred after 30 yaars of teachmg in ND and 3 years in MN and SD

: Thank you fcr a very smooth licensrng process

tlike the |mmedxacy of the on-line system, but | f'nd it hard 1o rate above average when there is really no human

interaction involved. To have a password and leamn to use a system for something only every 5 years kind of takes

) away from the convenierice par!

Every single ESF'B sfaﬁ member | inleracied with was ex%remely frlendly, helpful and eﬁ'ciem Thank you for maksng

E had several queslions throughout the Ercenselllcensure process and spoke to different gals an several occasions,

They were excellent at answering my questions and providing the guidance | needed. Tha level af their knowledge and
understanding is exceptional. When | leff a voicerail with a question, my calls were relurned in a very timely manner! [
can't thank them enough for all of their help!

Alihough an error was made when processing my renewal a;)pllcallon the pmblem was reso!ved W|thm rnmutes of my

" cali. The online applrcauon is seamless and easy If{ had any questmns the were answered |mmedlaie!y Thank you!

A s:mple process I liked that the transcnp! rEqulrement cauld be me usmg an unofrcral document.

Thank yout

“P.20

B/31/2015 6:16 PM
B/31/2015 3:40 PM

8/31/2015 12:50 PM

B/28/2015 1:32 PM

8/28/2015 11:50 AM

B/27/2015 8:01 PM

B/25/2015 9:45 AM

8/20/2015 9:18 AM

B/18/2015 1:49 PM

B/18/2015 7:56 PM

8/18/2015 3:03 PM

8/17/2015 10:35 AM

8/17/2015 8:42 AM

B/14/2015 718 PM

 BM4/2015 B:41 PM
' B/14/2015 6:04 PM
 B14/2015 5:56 PM

0811312015 7246 AM

: 8!121'2015 3:58 PM

BN2/2015 10:46 AM

8/12/2015 6:53 AM

B/8/2015 9:01 PM

3171‘2015 4:59 PM

. 81'71'2015 10:34 AM

8/7/2015 9:27 AM

8/G/2015 B:32 AM

8/5/2015 12:10 PM

7{30/2015 5:32 PM

¢ 7129/2015 $:25 AM

7/28/2015 4:13 PM
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Very easy process

Customer Satisfaction Survey

Diane Weber, Thanlk you!

[ did have a liltle trouble finding the correct words o use in my search {o find the correct websile,

| like the option of applying caline and having my guestions answered via email. The process was pretty seamless
once | gat my transcript to go through. Thanks, Chris Kramer

An explanation of whal is neaded to document 30 years of teaching/holding a ND teaching license on the website
would have been nice,

Correspondence was completed via amall and responses were received quickly with |n{armanon requestecl in addition
1o the final email indicaling the licensure had been issuad, Thank Yout!

Ms. Fridgen deserves a raige! ;)
Great Jobltll
Yau are 50 easy to wark withl Thank you for your sameﬂay servicel

Thank for mal:mg lhe licensure process so smooth... [ got an email RIGHT AWAY tallmg me that [ was set to go...
wilhin an hour of my franscript submission. BIG IMPROVEMENT frem ihe past. Navigating the wehsite to slart was a
lithe hitchy, and NDSU"s for getting my renscript was TERRIBLE, so THANK YOU.

It was very easy for me lo obiain my initial license. The halp was awesome and was a simooth process.. Thanks

The entira process seemad very efficient.

Thank you for i lssumg 1h15 Ilcense im graleful and thankfulf You were excellentl

| was seeking & re—erskry Ilcense to ND to teach MS Mari Fnctgen was extremely helpful in hE]pIng me nawgale the
process. She answered all my questions quickly and tharoughly, It was very nice to deal with a real person instead of
the lmpersunal menus and Iack of resy;\unse thatis the case in New York.

Great staff] Qu;{:k response times. Kind, warm and accornmudalmgf

1 wonder why (eachmg in anather siale doaes not allow renewsal to a & year license. | received my education al NDSU
and have taught in bolh ND and MN. But since | am currently leaching in MN | am only allowed 1o renew far two years.
| &m still in the classroom and don't see he difference betwesn being in a classroom in ND versus being in a
classroom in M as changing my qualifications.

Applying for another 5 year teaching license was easy. | dld not have any questlnns or prablems where | needed tip
talk {o someane

The online appllcalmn was 5D easy o0 complete | raceived an emalI canfirmalicn wﬁhln minules of submllhng my
application, and ancther amail 2 shost while later after | emaited my franscripts. My application was approved within a
day ! appramale the pmmpt serwce"

Always a pleasure wnrkmg wilh Diane Weber

Thy system that Is now in placa is awesome! l\io more Walling on mail, which makes the process quu:ker and less of a
hastle. Very fnandly and heipful stafi. Awesome expenence

This whole process was a lot Iess difficult than | anticipaled it would be in the {ime Ieading up in me completing
everything e?eclrnmcally l am lhnmughly |mpressed W|th lhe immediate turn-around llmelf

I had transcripts sent o the Title | office as well to renew my Readlng and Math credenilals l wish | had known to
have ESPE send them to the Tille Ohlce"f

The information on lhe websﬂe was nolall convenient and easy fo undersland "Quallfcahnns" is amhaguous—
guelifications Lo obtzin the license or whal | am gualified 1o teach? My account siill says | nead {o submil my
transeripls 2ven thaugh | sent them the day of the application (and received an email indicating receipt) and now have
raceived confirmalion my license has been renewed. If you're going 1o have a "lo do” list (which could be useful) it has
{o be accurate and up o date

i always recieve great customer service when worklng WIlh Amy F. al ESPBI

Nnthlng to say but Excellenl]nb guys...

Everyone at ND ESPB has been amazmgly kind, helpful knnwledgeabla and FUN. Eleing S0 NEW g0 hlgher

education, | have struggled fo figure things out, and Dr. Welk has been so helpful and willing 1o meet to offer guidance.

She also responds 1o emall queries immediately. t would have been lost with her help and support this year.

57

e
i

/2512015 5:22 AM
72172015 7:57 PM

7/20/2015 5:56 FM

7/19/2015 6:05 PM

7/16/2015 10:03 PM

7/14/2015 10:05 At
7/11/2015 1:00 PM
7/3/2015 11:50 AM

7/2/2015 10:52 AM

TH2015 10034 AM

6/29/2015 5:17 PM

6/29/20%5 1:24 PM

6/26/2015 2:22 PM

6/25/2015 11:29 AM

6/19/2015 2:38 PM

6/18/2015 7:45 AM

6/17/2015 10:11 PM
6/17/2015 9:51 PM
6:'-1?'.’2015 4115 PM
6M17/2015 10:41 AM
6/16/2015 11:45 PM
6/16/2015 2:29 PM

6A6/2015 11:35 AM

B/16/2015 10:17 AM
6/15/2015 9:55 PM

6/15/2015 2:20 PM
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Customer Satisfaction Survey

My experience with ESPB was great in all areas! When | contacted the affice as to haw to go about getiing my
Lifelime Certificate, they were so helpful in explain o me siep-by-step instructions. The online forms was easy also to
follow. | couldn't believe how fast | received my certificatel Thanks so much for your awesome help! It was ail greatly

apprecialed!! )
Greal service.

| find it hard to believe that | had to have my schosl distriet write a letter fo verify that | had a ND license for more than
30 yrs In ND..It seems that since ESPB grants the licenses they should knaw when they first granted me a license. |
was lald they anfy keep records for 5 years...and if thais the case | think that should change. It was not a problem ta
get that Jnformailon from my school but seems ||ke an unnacessary slep

Thanks for your help wuh rny concems'

The online application was very simple to use. I was pleasamly surprised. Aiso the response ta my ema:l was very
quick. Thank yuu

ALWAYS HELPFUL AND WILLING TO FIND ANSWERS

Mari has been qunck to returmn ;Jhcne c:alls am:l emails, she has been very helpful nhtainlng my klndergarten
endorsement.

Since my compuier showed connection problem, | appreciated receiving a pnnt oul and havmg my ficense renewed.
Thank you for your service, MAE

Arly was awesome with ali of her help'

Excellent Service

Anylime { have ever had any queslluns or concerns | have been abla {o contact someone and receive help
immediately, | fruly do appreciate the timeliness, hard work, cocperation, and courtasy of the stafi, Thank you for

workmg so hard to ensure our needs are met!

Thank you Mari for your wonderful assistance, and please make sure 1hal all peeple arg on lhe same page in what
infarmation they give out, or at least defer to somecne else before giving people like me information that you aren't

sure is accurate.
Phone number in phnnebonk

Respnnse o an amatl queslion was answered very qulckiy

pao

6/14/2015 9:29 PM

6/14/2015 10:10 AM

6/14/2015 12:06 AM

6/13/2015 $1:33 PM

5/10/2015 11:30 PM

6/8/2015 4:14 PM

6/8/2015 5:20 PM

6412015 1:53 PM

6/4/2015 1:46 PM
6/3/2015 12:04 PM

6/3/2015 9:35 AM

6/2/2015 8:27 AM

B/4/2015 11:47 AM

6/1/2015 11:41 AM
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September 2015 through December 2015
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mer Satisfaction Survey

=0 1S
{12 What type of licensure are you seeking?

Answered: 1201 Skipped: 7

100%
80%

50% -

##5 Other State Educator License (OSEL) Qut of State Recipracat

* Infarmation anly

85.12% 103

In-State

Other State Educator License {OSEL}) 1.65% 2

QOut of Stale Reciprocal 3.31% 4

Endorsement 4.13% 5
0.83% 1

Information’only

et .

Total

171
P.24
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cgob

Answerad: 126 Skippad: 2

£33 Timeliness

100%
80%
0%
40%

20%

0%

Epie NIA

% Excellent [ Above Averaga [543 Average

Excellent

Above Average o S ‘ 10.32%

Average ' ' M . - ] u4.76% V )
Below Average h “ 7%

Paaor

'Date -

# ;
1 ; i was amazec: at how fast my appllcahon was processed 12.'311’2015 10: 31 AM
2 The people at li-ns agency seems relarded They do not hs!en They dn not communicate, They are rude, : 12!21!2015 5:01 PM
? disrespactiul, arrogant, callus abrasive, and very ignorant. i
3 ¢ Is been a year sin:e my applicalinn and | just ng notice today ihat ll has baen apprnved ‘ 12!21!2015 2 52 PM
4 E Sha was axcellantl!il 1211 7/2015 7256 PM
L e e o e N - - — . (SR [
5 ; They were great about ge!ling back to me when | accidentally sent the wrong form They were alsu quick to update : 12!4.’20‘1 5 2:36 PM
; the status cmlme of my applicatlun .
& f [ fumed my applicalion in early to beat the rush art lhe end of the semester, I think tha! those worklng at ESPB didan 1 12/3/2015 12:56 PM
g awescme job with nmellness Other states are not as efficient. ;
vt SV — e e et et e 1 s m b
7 : | applied for my Ilcensa on December 1st, emalled my transcripts the same day, and had the icense appmved by ! 12/3/2015 11:57 AM
] December 3rc| i
J VRN F T —— - et £ e e 41 e et e e e o s o e AR 8 < e s - S S erm s R
8 } ithought It was a two year, very dlsappomted goad luck keeping teachers | 12/212015 9 18 AM
g | received two apologies during this process. They were apprecialed, but if 1 hadn t hat called on two addihonai | 12.'2!2015 8:15 AM

| required on my paper copy or issued copy verses the number of credils required an the computer. When | called, |

i was instructed that it was an office error and | was given an apology. The secord apology followed a wall and several

; occasions checking the computer for my licensure 1o be processed. | kepl sseing that | needed to submit my
transeripl. Upon czlling, | was offered anolher apology and my ranscript was printed. The gal on the phone said that

I she woutld get right lo it. !

1

i

| occasions the oulcome may have been different. The first apology followed a discrepancy with the number of credits
!

i



Customer Satisfaction Survey

10 My experience with ESPB in person or online has always heen greail The staff at ESPB is very capable and friendly in

‘i persan and online.
1 i They were so fast wﬂh my apphcahonl
12 I should have been nonfed of the problems | was haulng with my License hemg renewed There shaulct at the vary
leas: be an emall nollﬁcahon Yaur websne is extremely confl.fsmg and nnt user fnendly
13 l ihDugh! the pracess look & very long lime,, | am stilt nat sure whyl had 10 prowde 4 sets uf anerpnnls Far‘tunalely,
iha Pchca Dept didnt r.harge me again.
14 . A day aﬂer submilling my credits [ had afready received word that my license was appruved fot ranawal
15 . With the influx of people and shortage of service peupla in tha Willislon area it is amazingly refreshlng {o receive
5erwce frum you folks at 8: 30 @a.m, an @ Monday mornlng manks
16 : Af:er sendlng an emall to Dr, Janel Welk, She responded wnthin minutes wllh a concise and daialfed reply contamln_u,
: aII Dflhe informailnn I reques(ed
17 ; ESF‘B MNarth Dakota staff are AMAZING at respundmg lo quesﬂons quu:k}y ard deahng w:lh any Issuas khat come up
dunng the Ilcensmg prncess
18 ) As soon as the ma:! ail arnved the f:cersse was |ssued'
19 l m surpnsed at the pmmptness | was given. Man did an excelient]ub in gemng the lnformatlun l needed o make a
drﬂerence in a childs educanon
20 : Apprecnaled ESPB sendlng me lhe appllcahon
21 | lwas acmdentally oo early in requeshng my llcense renawal but Lhe ESF‘EI helped me finish all renewal staps and

i then issued the Ilcense as soon as |t was sppropriate

[ recelvad rny fzcense wnlhln 3 weehs.

i So herpful evary time l have called

f have exparlenced bothon a persanal Ievei and pmf355ional !evel ESPB tmly ulilizes the service approach in
aﬁending te lndtvtduals and dlstncl s naeds

i
!
‘i

12/12015 B:56 AM

11/23/2015 1:58 PM

11/23/2015 10:23 AM
11/16/2015 10:05 PM

1112/2015 B:56 AM

1192015 10:18 AM
11/9/2015 7:22 AM

11/5/2015 1:02 PM

i 11/412015 5 21 AM

I 111312015 3:15 PM

UIEBI?.D‘[S 8:53 PM

3!2812015 11 52 AM

! 10.'2512015 12:38 PM
! 1{}.’26!2015 12: 35 PM

i 1e.f13/2015 11:17 AM




mer Satisfaction Survey

C;?OI

Cn

G4 Availability

Answered: 172 Bkipned: 4

100%
80%
60% |

40% -

NIA

figdt Exceltent {E Abave Average i Average

s

Excellent | T.09% 91

Above Average P 14.06% 18

Averaga ¢ 7.81% 10

Below Average . 2.34% 3

Paoor

N/A

: -'I'n_lall

1 ¢ lHound ithard to Initially log an to the websile. | was always taken to the page for initial inquirizs but | knaw | already
§ had an account. | had to gat halp thruugh lhe 10![ rree number to Iog in.

2 % Great spaed ; 12;17/2015 7:2 26 PM

3 I was able to speak with a fepresentallve on ihe f'rst nng i 124’3!2015 11 57 AM

4 | did not have any trouble reaching an office persan by phnne 12!2!2(}15 8 15 AM

5 ! cnuldn’t flnci a place or persun 1t tontact w#lh ques!lons and It was really stressfur to me.
8 Answered :he {elephone right away, and lf sha wasn't avallable she called rack a5 soon as she was free. 11!3!201 5 3115 PM

i

§ 11!30!2015 1:36 PM
7 | needed to change my name due to marriage, and whean | called for assls!ance with this, the people on the phone i 10/28!2015 11 52 AM
f

were Excellem.

| 10.’26!2015 2 35 PM

8 | liked thal my caI[ was re:umed in a lime!y manner,

=
b~
] =



Excellent .
Above Average ! oB.ee%
Average 1.57%
Below Average - 2.36%
Pa; e 4 et ey et e e are o i A AR et 3 A8 A 1 et 5 bt it 115 _ 315% [
N ) T 630%
' D|dlnné;ytnv|ng on- line
_ | had o call se;reml hmesl ;nd_;xrn; ;v;_s v;:y _f;;er;dly anvd—he”;fu; o -
"‘; 1 ham had gr&ai cusiumer ser;lc:ﬁte—;l;'lil-ll_ne‘aople lhat really seém to J_:ar;
“-}kGrEalhE]; ‘Vi;,;hc.';;ca;;,,._ b e 4 A 0 S 1 o S 0 e b
. ”Y""Ev;;;m:;']‘;;l';;; ;; ;;a"s very o T T T T e S e e -
'" H RESDOHSBE Wnrt; ‘s;l‘mr; and ware not courtepus. The‘reslpnn;a- emaﬂ‘s ware‘alrnust to the pmnl of feellngrannuyeci " :
| 1 reBly i ot emals are sent when e s & nextiep n tha procoss. | et ipcled all along he way.
: The woman | s,c:c;vl;e‘\;x;n v;aﬂs Uemr;r.lzfnl;!nnd- mnhsl.p-ﬁ'.ln!mn\-;:ilnln;_:o—z;;nlﬂanln_nn;-qn;;n;ns I had.

14

stomner Satisfaction Survey

(5 Courtesy

Arnswared: 127 Skigps: 1

00%
80%
60% .
40% :.
20%
0%
£ Excellent Above Average [ Average

USRI N
i

i Na malter what, they ara always friandly and available tn answar quesﬂunsl

g was not helpful I've never been trealed so poorly by a professianal.

:Respnnses

77.95%

OIS

f Upon having problems with renewing my license | spake wﬁh Amy at least 1hree ﬂmes Not only was she rude. she

N/A

121'31.'2015 a3 21 PM

' 12.'2912015 1:21 F'M

12/28.’2015 o 34 AM

121'23.’2015 5 13 PM

12.’1 71'2015 7. 25 PM

1 1!23!201 510:23 AM

12:’10.'20153 19 F‘Mw o

tu0ts 2ssPM

12/3:'2015 11: 57’ AMN .
tpazorsozePm

All done online

H
1
!

updating my teaching ﬂcense ina preclsa and profess|una| manner.

i All of my questlons were answered qulckly over the phane Everyane was very helpfu!

i Very polite

)
11’28

Man Fndgen has heen an excellent r-presen!alsva to wark with over lhe past week She has been vany helprui in

i

1 1!18:'2015 7‘45 F’M

11[10!2015 2:54 PM

3 1113!2015 3 15 PM

11:'41'2015 9 21 AM



Customer Satisfaction Survey

They helped ma aut with a d:rfcufl slluanon in gemng my llcense renewed They ware vary supporhve

1 llked the professional manner and fnendiy service 1rum rhe siaff

i have been in education fur cver 30 years and J haue expenenced 2nd 10 none in thns area,

* Renewal was dune online

219
P.29

Dealmgs are typu:ally rude, uncuurteuus uncooperanve and dxsimerested in the needs of (huse whc seek ali I'cense : 1113!2015 10:28 AM

11.’3.’2015 8:57 AM
10/26/2015 12:38 PM
10/13/2015 11:17 AM

10/6/2015 6:01 PM



16 Knowledge

Answnrctd L2 Shipped: 3
100%
80%
60%
40%
20%

0% "

| NfA

Excallent Above Average

Excellert §0.80% - e

. Abl.m.lé Avemg.a . e e . I ; 18_0;% e e e - S, - 20 }
Average V : 3.20% 4
Refow Averaga ' 2, 40% ) 3

- .;D;—v B S R - —_— . — - e e

f 7_2{: %. 9

1 Did averythlng on-llne

2 ' New exacily what l needed

e M M S

121'1?[2015 7:26 F‘M

i
3 § Upon inguiry ufcredals and what Cl’EdltS would work for my Ifcensure it did nctappear that there Is a farmel protocal in ! 124212015 8: 15 AM
j
|

j determining how far back credits would he honered, it would seem 1o me that a record should be kept of the Jast credit
! that was counted and from that credit forward those should be honored. Hearing, "the summer of 2010 Is fine, but |

think the spring of 2010 is Just too far back” does nat scund like something that is set in stone, Wouid a different
persan make a diﬁerenl dacision?
4 2 The peopls who work there ara very knowladgeabla Thera are a lof of sducators who have !ais of questions when it I 11!3{).'2015 1 36 PM
i comes to renawmg thelr chense and an essler access help—desh or email io contact for quesnons would be nice, j
5 ! Sought the answer ang cali‘ed me back wnh 1he answer 1 11.’3.’2015 3 15 PM
[ Knowfedge is grea! when it comes lo decewlng appllcants and ND cifizens whxla funnermg money inlo the Lrnlversmas‘ H 11/3!2015 10 28 AM
4‘ pockets )
7 i Renewal was dnne online f, 10/5.'2015 6:01 PM



tomer Satisfaction Survey

go 1S

Staff

100%
80%
£0%
qwn

20% §

0%

s N/A

{#h Excatlent o] Above Average £ Average

Ans)

73.39% 91

Excellent

D — S ~
Be,uwvemg.e S . ‘_m%_ e e

5.65% 7

N/A

1 Got an emaif right away slatlng Ihal my llcense wuuld ba pnnled and malled nght awayl ! 12!311'2015 3:21 F‘M

2 Very helpful 12.:'29.'2015 1: 21 PM
3 Very couriepus 12/23/2015 5:13 PM
s AP U . o - - S
4 ! | vied reaching out o no respanse, 12{21/2015 2:52 PM
et et b —_— e st At 1 0 0 et i £ e e 2o m et et b
i

2!1 T!2015 7:26 PM

120312015 12:56 PM

5 Emalled the same day. f

B Quick ta respond.

7 | I'was able to speak with a repraseniatlve whao couid assist me on the first rlng } recelved an emaﬂ staling my
transcripts had been recelved before 1he end of the day. and | sent lhem that at’ternoun

[ 12/3/2015 11:57 AM

i
i
o A A e £ ok ,
i
£

8 Once a callwas made, a staff person was ahle ta heIp fmmed alely ! 121‘2!2015 8: 15 AM
54 ¢ | made the decislon to go fo the ESPB uﬂ'ce to reappfy for a license since mine has Iapsad i was treatad w1th rsspel:l :' 111’17!2015 X 23 AM
: and the stalf wera mare than helpful. The office was very professional, | was offered a boltle of waler as | filled out my !
j apphcahun for renawal Thank you 50 muchll !
10 All staff has always been extreme!y helpful and knawledgeable' : 11!13.’2015 1: 43 PM
|
ey et e e e £ L e e 81 e o T A S - -
11 i Have never been lrealed as rudely as | have been by Janet Welk Emd her slaff ; 11}31201 5 10:28 AM
12 Renewal was dnne ontlne : 10;‘6/201 5 E 01 PM

1/1
P.31



stomer Satisfaction Survey

e
QO
(18 Ease of Obtaining information or

Services

Answerad; 126 Shipped:

100%
80% .
60%
40%

20%

0%

NIA

: Excellent Above Average  [iFR Average  (Fff Below Average

Answer Chofces -

* i -Responses

Excali'entﬁ 61.11% - o : o 77

Above Average - " éz'zznf° - . 23 -

Av;ra;e o e 6_73%' . et e e e e “
. E;low ;vémge J— B B e — 317%; et et & e s @+ e a2k i ,,‘;
_,pc;or [ - . e e e e e m397% e e e e e e e e an 5&
e e e e s e e e e e e 079% U SO 1,7

#
1 Easy !ransactions on-lina 12)’3 ?12015 3 21 PM
2 5 See above nole on number 4. E 12!23.'2015 9:04 PM
3 Qu]ck and amazlng 12/1 ?!2015 T 26 FM
4 The anfing appllcalwn is s;mple I ||ke lhalthere was a cher:kissi and & compfele and |ncomplele section thal mada it 5 12/3/2015 12 56 PM
eaSy lo und arstand
5 : lwas apprehenslve about !h|s process as l've been out ufihe cfassraom for 4 years now and | wasn't sure what klnd l 12/3/2015 11:57 AM
of license to apply for next, but it was all very easy and pretty self-explanatory, even in my situation. | thought the :
{ pmcess would be more drawn out, but it was very quIck even during the hahdays i
(R S R J— b+ <t rp e et e - - e e e e
B ? See #6 12!2!20158 15 AM
[ S i ot s AL ¢ v Skt et 7onin = 8 T reAm T3 11 A T A VT 1 A A T T e 1+ 2o et . - e [
7 On the anllne appllcatlon. it staled that | had two Items "o do,” Dne was to send my transcnpl but It did not state haw 11{25/2015 B:06 AM

i
? many, If any, credits | needed to renew my license. The other was "verification of 30 years of teaching in North
f Dakota.” It did not slate what they woulf accept as verification. r had to ask my adm nlstralnr

B i Their goal Is to take YOUR information, then fabricate a context around it to convince you tharyclu are unquahfed for { 11/372015 10:28 AM

‘5 licensa untll you pay out of packet for needless classes at one of the state's unjversities. Unless you ask hard
% questlons and {i ght back they wilt cunhnua o daal wnlh apphcanls ina d|shunest and fraudulen! manner.
8 ? Il was excellent on tha phona hut ! dlcf nolllke !he webslle 10.’28{2015 8:53 F’M

172
P.32



11

12

and those questions were answered almos! immediately.

Customer Satisfaction Survey

Fhad a few questions that the person an the phone couldn't answer, but they helped me figure out the correct next 10/28/2015 11:52 AM
slep.
Love the online fealure. 10/8/2015 9:50 AM

I had & few queslions, regarding the # of hours of CEC required and was very promptly directed to who could help me 10/5/2015 2:50 PM

2/2
P.33



Excellent

Abova Average

Below Average

Average

Customer Satisfaction Survey
e
YAS
9 Cost and Value of the In eractmn

Answered: 126 Skipped: 2
160%
BO%
60%
40%

20%

5 NIA

i Excellent Above Average [y Average

12/28/2015 7:31 PM

! ESPB did everything efficiently, however | do not believe that it should cost me $125 1o renew my license every five

i the address on the NB Teach websile, and you did not receive it. The address lisled on your websile is different. This l
H i

{ may prcpose 2 problem, i

1/2 (
P.34 /

i
H v
i i
{ years. Firslly, | spent all my own time attending courses fa better my teaching practices. Secondly, | paid for the '
E courses; it does rot cost the state of ND any money to renew my ficensa. Thirdly, | spent the time on tha internet filling i
| cut the apglication, downloading my transcripts, and submilting the applicatian. Lastly and mest impartantly, there Is a ;
[ teacher shortags in ND, so why are we requiring teachers of an already underpald profession fo pay an enormous fee
i torenew a simple license? | beheve ESPB shnuld consider aliminating this unnecessary and unfair fee.
i i
I : o e U .
2 i Arnaznng!”li' H 1211712015 7:26 PM
JROS— e e P e+ 4+ e et s et - Rt b o ¥ o 1 ok e T At 10 m__gl e+ e .
3 f Minimal ' 121 ‘EJ’ED‘IS 11: 1DAM
4 g | fael fike tha cns: ls aﬁ’crdable for new leachers E 12!3.'2015 12; 56 PM
S A e e — S SRS - T,
5 ; 1 lhlnk $125 for f“ve years fs adequate and IWas pleased !hal | didn t have to sgend more money ona 1ransnnpt - 12!3!201 5 11 57 AM
6 { I thmk for the cost, 1 shnu?d not have had 1o conlact Lhe uﬁ'ce on two addltlonal occasions in au‘dmun to logging on o l 12.'2.'2015 8 15 AM
i check. | would like to see a record of the iast credll hlsiury loggad as part of this process for clanl'y f
et e 1 e I, PR e e i e S s dmeme et et o e P R B o 8 3 b e e e YU —
7 We don't make a lot as leachers and 125is a Iul of mnney ; 11!30!2015 1 36 PM
B It was very inconvenient fnr me, 8 person who only has a Dlscuver credlt card to pay for tha licensure fee, | had fo ask 11.’23!2015 10:33 AM
someone if they would pay my fee for me and then had lo do an awkward check exchange with them. {
...... - R S N
l ]
g ; Although  am happy to pay 5125 for my educator license, $100 for a ate fea s excessive, | mailed my lranscript to | 1172312015 10:23 AM



10

1

12

13

14

Customer Satisfaction Survey

/ lunderstand that the cost for applying for a license s a necessily but | hope it is nat a hardship for cut of state
1 1eachers mmmg inlo the slale or for our new first ume graduares )

[ was not prepared for lhE costs involved. P was mfarmed by the school that when | did begin that | would make that up
in possthly ane day Thls is gond I had 1o borrow mmey frnrn a friend 10 gel this done..

The cost for evalualing lranscnpls is excesswely hlgh

I think 5125 is & lot to pay to be able to do my job, esper:lally cunslderlng I'm in my Bth year of leaching in a shortage

area and still paying for my small-college education,

Based on the Pay Scale of teachers in ND, $125 is way toe much for & renewal. The ND Legislalure could at least pay

; for this.

gl

m"'-..
(&350

111772015 9:23 AM

11/16/2015 10.05 PM

11/2!2015 7. 06 FM

10!2812015 11 52 AM

16/8/2015 11.02 AM

) A



e ot

Answer Cho:ces .
Excsallant

Above Average

Average

Below Average

Poor

Comment

100%

80%

B0% .

40%

20% -

0%

} Excelient

Anzwernth

{5 Above Average

1 Best custnrner sernvice l have had in along time.
2 Saa #rQ
3

e Quality

Siipad: 7

$&

A Average

- 15.87%

6.35%

1stomer Satisfaction Survey

68.25%

2.38%

3. 97%

347%

—

Pear

} had a siﬂgle e—mall encounter to Judge by, but anylime a fnendly respanse pocurs at 8:30a.m. ona Monday morning,
; I'm |mpressed Alsn my needs were adn‘resssd and apparanlly wirl be met. Can t ask fcr mare !han lhal

25 NIA

12/17!2015 T 25 F'M

12/2.'2015 8. 15 AM

11!9!2015 10: 18 AM

/
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1D
"

12

14

15

NN ...._m.._._.‘.m..._% TN

; | have inferacted with uther states' Ilcensrng agencies and | LOVE NORTH DAKOTAI You are so easy ta work Wllh

16

i
The procass of gemng my own lifa c:arlfﬁl:aIa was easy. l dId ﬁnd it funny that I needed io get varificalion from TFFR

21

: Very Easy to renew license and very helpfuf staff.

5 Don't change a thIng Graa! ]obl]llill

Cyglomer Satisfaction Survey

0LS

311 Please provide any other comments or
suggestions

Aazvserad: 50 Skipped: 78

Responses

Everything worked aut really well and was easy lo nawgaia nnl ne!

The staff wnrking in the Educalian Depariment are all excellent and knowledgeabfa in their area (}f expemse wnrking
the online reglstrahon was much less difficult than anllcxpaled I was able lo I'nish lhe online reg;slraIIon w:lh 2dase.

FJI’E all af lhem and find paople that know how to communicate wnh oIhers

My Iranscnpes were mailed and were sent by schoal mall which said Ihs Ietier wIIh Iranscrlpts was sent from Fargo.
Bismarck 5aid they dld not receive it. Just wonder where that ended up'?Hac! io scan and rasem:l

For scme reason the survey would not aliow me 1o check any uf the boxes, but | wuuld say "Excafleni" to alI

: questions. | called In September 1o find out how to renew my license, She was very kind and knowledgeable. Last

i
i

R

H

{
i
f
'
!
i

DU PG

;
i

1

H
[
4

i
i

H

night I filled out the application and altached my trenscripts in an email, | already had an email that my license was
approved i’or renewaf Ihls mornmg I was very happy with how quu:k and easy ths pn:u:ess was.

!er:lme licensell

My contar:! wuh the staff of ESPB was very pIeasanI and prufessmnal They werg aIsc very he!pful

Drivers Ed Cradenhal

They were so undarstandlng and pahanI”

[ had to call for a quastion regardmg credlts and the c:aIl was ar:swered lmmedlaiely and my queslinn wgzs answeared
with ease. | appreciale the fact that when | sent in my transcript ! was sent an smail verfiying that it was recelved. The
pm:ass went smuolhly Thank yDuI

Raspcnse emails need to be respemful and professlnnally wntlan

Everybudy that asslstad was very helpful and pruiessmnal

I really I|ke how 5fmple it was to complete the appllcation. | have laoked at other slales sies and Ihey do not rnake lhe
prucess s slmple as in ND. Thank ynu'

and 50 timely! Thank you far bemg an Iup of yuur game I love worklng with ND agencles!

The homepage W|II not et me Iug inor resel my passwon:f Very fruslra!lng and wasIIng my IImeII

I have no issuUes wuth slaff They were curdlal on the phona and helpful, but |tappears that lhe office and process has

S0fMe rogpm fcrr grawth,

I hava sometimes found thaI peupla whu wark with tecords all day are nat aspecuaIIy gnod at reIaung In people
Howaver, this Is not the case wilth ESPB. They have atways besn frindly and professlonal, Since my continued
employrnent dapends on pruper Ilcensure i Fnd Ihesr BEIVICES qulle vaIuabIe ESPB-z class act, all the wayl!!

Very prm’essronal and anjuyable staﬁl

as proof since my entire career has been In ND, | would think that would ba in my records, As a principal, | have

called several times In the past few years with questions abaut the highly qualified stalus of slaff or potential staff. |
have had many of thesa conversafions wilh Mari Fridgen. She is a tremendous assst to ESPB, 1 have always found
Meri 1o be professional and kind. If she needs to follow up on a guestion, she has atways been very prompl. If anyone
deserves a bonus from the Gnvernur Man wuuld be on the top of my list in Bismarck, Thanks.

22

23

i
!
H
i

Amy was very frlendly and w:llmg lo guIdE me through the 30 year Iicensa pmcess Thanks for aill your heIpII

The websile is easy to use and stafi emaued me 1 lel me know !hay raceived my informalion. The whole process was
quick and easy, What took the longast was getting my transcript and that has nothing to do with ESPB.

179
P37

Date
121’31!2015 321 P
12/28/2015 1:21 PM

12/23/2015 12:00 PM

12/21/2015 5:01 PM

12/21/2015 12:58 PM

12/17!2015 7 26 PM

I would I|ke to thank Diane Weber for all of her help and palfence wilh mell! | arn very excited to have my Nonh Dakota

12/16/2015 10:04 AM

12/15/2015 3:58 PM

121'11!2015 2:00 PM

12:’11.’2015 11 'iG AM

12:’111’2015 EI 33 AM

12/11.’2015 735 AM

12!10!2015 319 PM

12/8.’2015 9: 43 AM

12/3:'2015 12 55 PM

121'3/2[)15 11:54 AM

121'2/2015 2. 44 F’M

12/2!2015 8: 15 AM

1211/2015 8:56 AM

11:'24:'2015 o 25 F'M

111'23!2015 4:35 PM

11123/2015 12 26 F'M

111'23!2015 12:18 PM

/
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34

35
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Customer Satisfaction Survey

11/23/2015 10:33 AM

Please accepl mare rorms of credil card payment or check paymenl

v Dr Janet Welk Is a wealth of infarmation and she so readily helps with any request. s greal o work wnh someone 11/18/2015 B:14 AM

; w:th :he knowledge and passion she has.

: Sure apprecrale the !|mEly assistance. Thanl-:s for a great job? L 11172015 11:07 AM

¢ 1111320158 5:27 PM

< Great experience working with them, very helpful and thank you!

Everyone has done a sland up Job in this process and deserves a pat on the back. | couldn't have imagined it gaing

l’m pleased that my licensure went through so quickly. Thank you!
111 3!2015 1:55 PM

11113!2(]15 11:43 AM

any smnnlher, thanlc you very much!

| i 11/10:2015 12:32 PM

: Thanks for allnwmg us lo send an unorrcxa! transcrlpll

4 Thanks 11/9!2015 10 18 AM

' 111’6!2015 117 PM

+
Was unable fo rnd some of the web sitas that were needed o get my UND credlls lransferred but d|d call UND ancl

DF’I anl:i aJI were very hei'pful

é Superl:l km)wledgable and fnendiy persnnnei“' ! 11/5{2015 5:05 PM

i f flke lhal yuu kept my pasl lnformatlnn on fi fle 50 ldldn‘l have lo pul In past lnformatlon

11.’41’2015 9: 21 AM

11.’3.’2015 10 28 AM

l A group of people directed by the: |run-l“st'=d Janel Welk whu has accumu]aled the followang of unlverszly minlens. The
i goal of ke entire group appears to be scamming applicants out of money (directed to the universilies) white
apparenlly havmg o answer to no one. Thrs boarcl Isa ﬂeece—]ob of ND citizens, second only {o the oil mdustry

1 1/3!'2015 B: 57 AM

1 appreclatad their help

A
| Everynne was 50 very pleasanl and helpfu! whanever ! called and had quasllnns! ;
You were all \Iel'y helpful in gmdmg me thrcugh lhe prucess of getzmg my suh Ircense l 1Dl26!2015 B 37 PM
| 10/26/2015 7:32 PM

l Marl Fril:igen was 50 halplul lodayl | really appreciated her urgency with my sﬂuatzon She was so helpful Thanks f

1

40 Like the onlme syslem -—Easyl :
© e e e i nnn e . — . I - -
i
41 Mari Frldgan has been amazlng She has lcmdly asslsted me over lhe past yearand | can t even begm to fully descnbe : 10!15/2015 11:20 AM
my appreciztion. Prompt, knowledgeable, professional, courteous, and AWESOME are just a faw words lo destribe H
her, She is @ true asset to ESPB :1
- . R — e I -
42 I have recenlly been hired on as the pnncrpal for the Cm:le anabons School and lam so lmpFESSEG with both ESPE ¢ 10!13.’2015 1:38 PM
and DPI wilth how patient and knowledgaable bath departments have been. | thank you fer all that you do in making i
i my jcb aasiar,
,,,,, e oot e £ o i e e e e e o 4 e e it e e e i .
43 tam very pleased with ESPE i 104 3.'2015 11 17 AM
44 Outstanding sernvice. = 10!12/2015 B 04 AM
45 | Mari Fndgan is excaedmg]y courteous and a pleasure to cnmmunlcale Wlth : 1Df8!2015 11 2'? AM
R I e e R e [ [ ¢ et e e n B L TR
46 ! Applying on-line and being able to sC3n and emall my lransc.'ipts rnacle the renewal pfocess very quu:k and easy } 10!7/201 5 B 51 AM
e i - et et P PR 1 P e 8 5 e 2 e 1 S 4 A [
47 It has been a privilege and a p!easure 1o work with ESPB over the last 35 years that | have held a teacher’s license in 1Dﬂl201 5 B 44 AM
the stata of North Dakota. | have participated on s number of accreditation sile visits to university/college campusas in -
ND and have faund each visit to be extremely wall-urgamzed and gurpnseful .
48 My renewal was done sirictly online, My enly suggestion Would be o send an email cunﬁrmlng that lhe 1Dlﬁf201 5 6:01 F‘M
request/application was sent. it was nof clear that the application process was over. With a great deal of fooking, 1 i
finally saw tha stalus as "Pending or Processing” in the left hand menu bar. This was nof easily seen and the timeline ]
that was ta be expected before hearing whether the renewal was successful was not communicated at the ime of
5ubmlsslcm Otherw]se vsry tlmaly and easy process Thank ynu
49 Thank you very mur:h for alt gmdam:e in regards ia rsapplylng for ficensure, 1015!2015 2:50 PM
. e et e 21 o e e e e . e - Y - oo
50 The ESFB directar and siaff are some ur the kindest and helphul peopla in state govemment They are 5o respansive to ; 10/2/20156 9:05 AM

my needs and censemns. Keep up the goad work

: 10.’261’2015 11 150 PM

10/26/2015 1:03 F'M



ESPB SATISFACTION SURVEY
December 2015 through March 2016

P.39



20) b

Customer Sutisfaction Survey

{2 What type of licensure are you seeking?

Answered: 538 Skipped: 26

100%
BO% |
60%
40%
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Custorner Satisfaction Survey

3 Timeliness

Answered: 557 Skipped: 7

100%

B60%

40%

20%

0%

N/A

Excellent [ Above Average {i= Average Below Average [ Peor

Exceilent
Above Average 15,80% ’ a8
Average “ 7 ( N Evaz%uw ‘- o ] 35
k Below Average B o 1.97% 11
Poor o 1.62% 9‘
. N',A T m—— - st uaiss-o‘»{; i e s s 1 e et e O e 2

t was extremely happy with the timely repfies from the ESPB, particulary by Assisslant"Dlreclor Mari Fridgen 3/31/2016 11:07 AM
2 Usually received an amail ar phone)call wnhmlhe same day or the next working day i the response occurred an & 3/29/2016 9:21 PM o
Friday.
3 “Any Issues were promplly l;;sulved and they helped me every step of the way. : 3/28/2016 3:53 PM
4 Everyone was very helpiud in explaining whalt 1 needed to complete. o T 3:'._22“.'20“1 5“3““47 PMA o
5 I emalled my transcript and had &ll other liems in order and had spoken with someone from your affice who said all A/21/2016 12:38 PM T

was In order, yet it was not processad when it should have been.

6 I'm pursuing my substitute 1each|ng certificate and the cffica has been hetpful and very prompt. | 3/21/2018 10:33 AM
7_ As | completed each step for a substilute llcens;lh;wn:;ﬂ:a;ESF';dmc-I in respun;;;al:c‘n;pleled quickly. 3/16/2016 7:20 FM
>B” - Emails were sent to me -t;'r_lutlfy me of an:' updates, i o | 3.'15!2016 1”2:PM i
9 | From star to finish {he process ook iessthan amonth, - 3:’14.’2015 11:42 AM
10 Two and 1/2 weeks s fafr—tAhanks o o '* 312016 10)58 AM‘ “
it Mari gets me all the nfcrrnalinn I'm seeking ;lghi awayl ' o 3:’10:’2016 12 54 PM M
| 12_ T Very guick i;_a.;swer my queahans wa.;r;.esll e s 3.’5.’2015 2 45 PM o
'"13 R Hi;rc.flin na\;ng_E;;; Jdc not';:mr‘c;wd!;;';u wilh the ;nfﬂrmatlon YG;";;F; ;eak;.n.gm e 3:’?1’2016 1: 54 PM
-id S ; .Goi a response very promplly. o ) 3/3/2016 8:43 AM




Customer Satisfaction Survey

t've had the cpporiunity 1o work with Amy, Marla and Lacey All of these ladies are very conS|derale and professmnal

2122/2016 4:14 PM

15
They really knaw their siufi. Thank you Charles
16 E appruved in 24 hours- awesome 2{1 BI2D1S %D 12 AM
VT S e et et S
17 i F‘rumpt respunses o emau quarlas 2!171‘20?5 10 12 AM
18 i | raceived "above average” tlmely help the t’rst week but then 1he staff mamber was gene for 8 week. They .'nad 21‘5!2016 2:54 PFM
i promised fo stay on top of my application process bacause there were issues. There was no email reply to fell me
i they were out of the office, or phone message fo inform me of such on the voicemail, Therefore a week of messaging
© was wasted
18 | feel the process uiub!aimng.’ renawing a subsmme teacher%lcense Iz cumbersome at best. If a ND 1eacher refires in 2/5/2016 2:53 PM
§ gocd standing afier years of service, why is a letter from an administratar necessary especially with the shorlage of
i leachers/subs? This letter held up my renewal process as the letler promised from Central Office was not sent and |
had to cance! schedulad subjobs
20 ¢ Cormmunication aﬁer application submission needs to happen ina hmely, r:lear masnner. ThE wabsite does not expialn i 1/28/2046 12:17 PM
the mfnrmallon slilt needed nor are the dlracimns to furhll demands ’
21 3 Last year | ysed inlernet 1o appiy which worked ﬁne na prublems Thls year it was ?mpos&lble o get i the password ! 1/28/2016 1:28 PM
would not work aven with the assistance of your department persor who sald to just ga paper. It takes much longer lo
get business done with "snail mail.”
22 Extremely accommodating! 1.'25!2015 4:17 PM
23 Replled within the hour. 1:’26.’2016 B:01 AM
24 ! Response look aver a week 1.'2512016 7 27 Al
25 ; 1 have contacled ESPS mulllple times and they are always very quick fo raspc:nd via emall and phone 1 recewed bath 1/2272016 4:14 PM
: my substitute and my interim teaching license very quickly after applying,
26 | have contacted ESPB multiple times and they are always very quick 1o respond via email and phone. | received bath 1/22/2016 4:14 PM
my substitule and my inlerim leaching licanse very quickly after applying.
27 J. Welk responded within minutes! 1!22!2016 2:36 FM
28 The college infermation took the lorgest. Even though | wanied a rush delivery, | had ta send multiple emnails to MSU, 11 9:’2016 1:12 PM
I had 1o send multlple emalls lo the reg istrars office.
25 Mari ancl Amy have been greal Always gel back 1o you ASAR wﬂh the nght informahnn 50 ONE can make an |ntelligent 1/19/2016 1114 AM
decision. Never have 1o wait around wondenng what's gaing to happen next.
30 My renewal process look less thai 1 day afler completing, 1/14/2016 4:03 PM
31 Marl respanded right away! 1!13!2016 2:18 PM
32 | Mariis very professionat has been excellent in helping me with quality information, She has answered all of my 111372016 2:16 PM
questions and has given me guldance as te the different options t have. She is a greal assat to your organization.
33 Dlane responded fo my emails prompiiy. 1/12)‘2015 8:24 AM
34 Very fast work, Let me know exactly what needed to be turned In yet...when | called for a question on my application 1.'8.’2016 a: 24 PM
my questicn was answered.
35 I was nerveus about the new process, but it seems to be very quick and successfull 1/6/2016 1:39 PM
36 Processed information qumkly 1/5/2016 3:30 PM
ar Mari was very extremely helpful in genmg a new {eacher licensed for me, | feel she went above and beyond o halp. 1/4/2016 1:56 PM
i Keep up the great work!)
3B | was contauted by email the morning of the next work day afer | sent in my appltcanon and unofficial transcnpts 1/4/2016 10:00 AM
a3 timely foedback and responses 1.'4.'2015 9:38 AM
40 | was amazed at how fast my application was processed. 12.'31!2015 10:31 AM
41 The people at this agency seems retarded. They do nat listen, They do not communicate. They are rude, 12:’21.’2015 5 01 Pt
! disrespectiul, arrogard, catlus, abrasive, and very ignarant.
42 s been a year since my appllcaucm and l]ust gnt nalice mday that it has been apprnved 12.’21!2015 2:52 F‘M
43 She was axcellentillf 12/1'?!2015 7:26 PM

i a
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Customer Satisfaction Survey
They were great aboul geiting back to me when | accidentally sent the wrong form, They were also quick to update
lhe slalus online of my appllcaunn

= l lu:nad my apptu:almn in garly to beat lhe rush art lhe ent of the semesler. l think lhal thnse workmg at ESPE didan ¢

[ awesamejub wllh llmelfness Olher stales are nol as afl’clenl

| agplied for my Ilcense on December 151, emailed my lranscrlpts the same day. and hati the llcense aﬂproved by
Dacember 3rd.

i lhnughl it was a iwo year very dlsappulnled gco:l Juck keepmg teachers

‘ ! received two apologles durlng this process. They were appreciated, but if l hadn 1 had called an two addnmnal

i occasions the oulcome may have heen different, The first apology followed a discrepancy with the number of credits

! required on my paper copy or issued copy verses the number of credits required on the computer, When | calted, |

was instructed thal it was an office error and | was given an apology. The sacond apolagy followad a wait and several

ocgasions checking the computer for my llcensure 1o be processed. | kept sesing that | needed to submit my
transcripl. Upon calling. 1 was offered anolher apclogy and my transcript was prnted. The gal on the phone said that

sha would gal nghl foii.

! My experience with ESPB in person ar caline has always bean greall The stalf at ESPB is very capabie and fnendly in
‘ person and onllne

12/4/2015 2:36 PM
12/3/2015 12:56 PM
121312015 11:57 AM

12/2/2015 9:18 AM

121'2:'2015 8 15 AM

12/1/2015 B:56 AM

Theyr WEre 50 fast with my applicationt ’
I

11/23/2015 1:59 PM

11/23/2015 10 23 AM

64

65

&6

&7

Yes the process of getting a renewed 5 year licenses was very quick. | reslly appreciated the timeliness and
effi clency

9.'28.’2015 a: 32 AM

lt was difffcull dealmg with renawal of my license because of the timetiness, | sent in my l'mgerpnnls and nearly 3
waeks later | was told they were unreadable. it then took another 3 weeks and then )t was toc late to register for
classes needed this fall for licensing. | was disappolnted. Also in dealing with peopie over the phone, | am nol sure
they are even sure what happens con their own website. | explained a situation to Bobby Jo Halle and she did not
believe me, She then logged into the website under me and learned | was telling the truth. The next day | called her
(s did my principal} and she didn't even remember the conversation. 1 sent het an email...she sald she never recaived
ff untit my principal called her oul on it and then it was conveniently located In her inbex, Just very frustrating, | know she |

{

| deals with rnany issues bu: LARGE problems in two days dlfrcull o swallow as buslness as usual ;

i

The ﬁnger pnn!lng and back round cher:k was a long timel E

3p.43

51 | should have been nntsﬁed aof the problems | was having with my License being renewed. There should at the very :
least ba an email notification. Your website is extremely confusing and net user frigndly. ;
52 E 1 thought the process took a very long time.. | am stlll not sure why [ had to provide 4 sets of fingerprints. Furlunately. E 1116/2015 10:05 PM
; the Palice Depl didn'l charge me again. i
I . I — - - - - .
53 ! A day after submitting my credits | had already received word that my license was approved for renewal. i 11!12.'2015 B:56 AM
54 With lhe influx of people and shortage of service people In the Williston area it is amazingly refrashing to receive ;‘ 11.'9.'2015 100 13 AM
service from you folks at 8:30 a.m, on a Monday moring. thanks. !
55 After sending an emaill to Dr. Janel Welk, She responded within minules with & concise and detailed reply containing 11/9/2015 7:22 AM
ail of lhe informailun I requested. :
56 ESPB Nurlh Dakola staff are AMAZING at respondmg to quesucns qwckly and dealmg wllh any issues thal come up 11:'5:'2015 1 02 PM
¢ during lhe llcensmg process. i
57 As 500N as lhe mail all arrived, the license was Issuad! § 11!4!2015 9:21 AM
58 I'm surprised at the prompiness | was given. Mari did an excellent jab in getting the Information | needed to make a 11/3/2015 3:15 PM
difference in a child's education.
59 Appreclaled ESPB sendlng me the appllca!mn : 1Dl28!2015 a: 53 PM
B0 : lwas accldentally oo early in requesﬂng my llcens:a renewal, but the ESPB helped me f‘msh all renewal steps and i 10/28.'2015 11 52 AM
i
; lhen issued the Ilcense as soon as it was appruprlale ;
&1 l receweci my license W|lh|n 3 weeks. 101‘25.’2{]15 12 38 FM
B2 Sa heloful every time | have called, 10.’26:’2015 12:35 PM
63 | have experienced both on a personal level and professional level, ESPB fruly utitizes the service approach in 10!1 3/2015 11:17 AM
aftending ta individual’s and districl's neads.
So FAST‘II Thank-you[ 9;'30.'2015 B 11 AM

9/27/2015 3:44 AM

9.’261'2015 12 32 PM



Customer Satisfaction Survey

i Sometimes when there are changes - information may be a slow al getting cut. Howaver, I am not sure if thal Z5PB

© Once !hey recelved all the informalion, the turn around was real[y fasl'

: ND has teacher shortagas do the exireme chaos in the system and lhe ievel of rrusirallan with ummg nf applicatmn ta

68
. of another responstble Enhly
o C - -
m. . e %
g approval plus costs. lis appal!lng
71 5.“

72

had heard i wnu!d take a lot Innger than what it did So, I am pleased

;
i
P

b
{
|
:

-

| 8/22/2015 9:43 PM

Qf19:'2015 8: 51 PM

91'1 B8/2015 9:58 AM

i 9!181‘2015 7: DD AM

..L
The entire staff is so helpfuf I especlally would like 1o thank Amy and Lar.y for aII their time and he%p this week,
Awesume iob!l! E
73 l used the website lo secure |nfurmat|nn Thns is one of lhe most fnenctly websﬂes to rnd |nfcrmat|nn [ have ever used. 9."91‘2015 10 50 AM
74 A!I responses wera Immedialely anknnwledged everythlng was answered in a lirnely fashlnn I 9!51‘2015 10:04 AM
75 | submitted my documents anline an Sunday, recelved a response on Monday that it had been recelved and by ! 9/2/2015 5:23 AM
Tuesday had email stalmg that my hard copy Ilcense would be coming in the maill !
S S e b R ettt R et et - - I
76 | needed to obtain a Provisional Teaching License and Mari Fridgen was vary hefpful She cnmp!eted ihe procass ‘ 9!1!2[)15 2: 19 BEM
i qulckly and [ was provided & Provisicnal License by the end of the day. She really made the process easy and stress-
Hae
77 ! quick frum time I applled lo approval B/31/2015 T:35 PM
78 IfHed out my appilcallon bafure the due time, hut they kepl all the |nfurma|ion and when lhey where able lo renew my 8/31/2015 12:59 PM
{ licanse they did, Thank you.
79 IE Mari Fridgen was gulck to get back 1o mel B/2B8/2015 1: 32 PM
80 1 apprecxaied the suppart offered every siep of the way 8125:'20?5 ‘%0 23 AM
81 Ms Fndgan was prumpt wuh her respunses vla emal% and had great ccmmunlcailon skllls 5.’21:’2015 4 05 F'M
B2 g I am not appreclaiwa of haw Amy talks to me when | have darifying guestions. She Is demeaning and accuaalory ror 8!18.'2015 5 08 F'M
i reasans | do net understand. This has occurred for the past two years. | did appreciale Diana when | called back this
year as she looked into the Sltuailon and helped by answerlng the guestions and reselting the application. _J
83 This emall was handled w1!hln minutes. | did email sameone hefore that was never answered. The entire process has B/17/2015 4:13 PM
taken & months, of which perhaps ESPB is not la blame. The amount of time the govemment took for fingerprinis was
unreasonable hut that is nct ESPB's fault. §
e e ] I - S _.._,_“,m..._f e JR—
84 Amy was FANTASTJC walh dealing with my sﬂuatlun immedlalely { 811212015 3: 59 PM
85 Appl:ed for Ide%lma ceruﬁcaie and it was apprOVBd in less than 3 days' 7!29!2015 314 PM
86 Ms. Fridgen responded claariy and pmfassmna"y la my muliiple questions within 24 hours each time. 7/14/2015 10:05 AM
B7 | had approval and license granted within an hour uf submission. Thal's pretty impressivel 77712015 7:47 AM
B8 t always got a response wlthln a day or 1wu, either by emall or phone 6/25/2015 11:29 AM
89 I was surprised {o receive my renewal lcanse in Iess than a week| 6/20/2015 9:16 AM
90 Vefy user frlandly and fast! ane |ll : 6/1 7.'2015 10 41 AM
23} My emall Inquiry was returned w;thln hnurs 6:’13.’2015 11:33 PFM
52 Had my license ranewal in ane day ; B/S!2D15 12:04 PM
93 | like the auto reminder feature and was pleased at hnw qwckly the approval happenedl - 61‘21‘2015 2:28 F‘M

4p a4



Customer Satisfaction Survey

4 Availability

Answerad: 5600  Skipped: 4

100%
BG%

60%

a0%

Excellent [[RE Above Average g5k Average Below Average &g Poor

swer.Choices. -

Excellent

Above Average

Average 7.14%
Below Average ”“1.25%
Paor 1.07%
I ',\”Am zgu% o o

I'called with questions fwica. Able ta reach immediately, friendly, was net put en hald and guestions were answerad
Immediately, 7

313112016 4,05 FM

3/31/2016 4:05 PM

I called with questions twice. Able lo reach immediately, frigndly, was not put on hold and questions were answered
immeadiately. 7
. 3 . Whenever | neaded lo talk to a:yu;e at ESPB to ask questions, | was helped right away. 316/2018 720i;Mk o
4 I was able to call and have questians an;;\;_lrad immediately, | 371412016 11:42 AM o
5 Mari has made herself available via phone and email whenever we naed herl 31012016 12:54 PM
5 , . “see;bove;;;nem R e e - 2} R, 414‘:‘;‘ [N
7 Again, the first wee;k I had -ﬁo Iss-ues ge!tingrua holddt‘nrf‘s;aﬂ members, My phone ca%IS\;eraans;weredorretu;z:ledwm 2]5!20152”54WPM -
promptly. The last day | iried 1o call ESPB, 1 was met with 4 or 5 voicemails before | actually got through to a persen,
8 not available an a Friday afternoon i 1.'2712[)“1E 312 PM
9 ESPB staff are always available to answer our questions and respond very quickly in providing help, The ability (o look 1/26/2016 4:17 PM
at licenses onling has also been extremely helpfull)
lllll 1[} Always someone there to answer questlons and get things fixed right awayll! 11'25.';5‘;'1[):31 PM
41| Again, they are always available via emai and phone. It makes woring wih ESPB plessant rather than a chors or | 12212016 4:14 PM

errand,

45
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Customer Satisfaction Survey

; Agaln they are always avaslable via email and phuna It makes wurkmg with ESPB pleasani rather than a chore or
i errand.

See Above

Talked WIlh someone on phona she was very halpful Web site was easy lo use.

112212016 4:14 PM

1/20/2016 3:45 PM

1.'19!2016 11 14 AM

1!12.'2016 8: 24 AM

111472016 4:03 F'M

12.'28!2015 o: 04 PM

#8 Staff was available through email during business hours but few of us are completing these forms thent

6/2/2015 2:28 PM

1 found it hard to |n|t|a||y log on to the websita, | was ahways taken ta the page for iniial inquiries but I knawl afready
5 had an account. | had to get help through the toll free number to tog in.
18 | Great speed 12:'1?.'2015 7 26 PM
12 . lwas able to speak wuh E] represenlalwe on lhe rrst rlng 12)3!2015 11 57 AM
20 | did nnl have any 1roub|e raachmg an ofﬁce person by phone. 12/212015 8: 15 AM
21 I couidn'i fnd a place or person {o contact with questions and if was really stressful to me. 11."30:'2015 1 35 PM
22 Answered the {elephone right away, and if she wasn't available, she called back as socn as she was free, 111372015 3: 15 PM
23 | needed to change my name due to marriage, and when | called for assistance with this, the people on the phcme 10.’28)‘2015 11 52 AM
werg excellent.
24 1 lzked that my call was relurned in a llmely manner, ; 10.’26!2015 12:38 PM
25 I dzd have some quasllons with the credils, bul lhey were answered very fast lhruugh email. il was very guud 9/2B/2015 8:32 AM
26 If Ihey are not in when ! ca]l ihay are usually pretty gund at getllng back to me in an apprnprlate amount of lime. 9/22/2015 9:43 PM
27 l got a few recorded messages. Once in awhile | would gel straight {o a person, 8/18/2015 B:51 PM
28 Someone was avallable every time | contacted the offica for help & informatlon. 411/2015 B 4? AM
28 Had 1o leave a massage during office hours. That was confusing. 9.'9.’2015 10: 50 AM
30 1 cailed twice and was able to speak o a "PERSON" instead of hearing a recording and given instructions on pressing 9.'2.'2015 11:33 AM
numbers for information,
3 Love renewing online! 9:'2.'2015 5:23 AM
32 Mari was easily accessible via phone and email and she was very prcmpl 5/1/2015 2:19 F'M
33 | asked her many questions in a few emails and she lhnrnugh!y answered each of them. BI2B.’2015 1:32 PM
34 | had to call bacause | had a question about the online applicatian and | got someone that answered my quastion right Bf1 D.’20?5 9:02 AM
away.
35 i lonly wanted 1o renew my teaching license, but because my transcripts looked like | had a masters {I am only two B/7/2015 9:27 AM
{ classes shorl), it was thought that [ wanted to add my masters to my license, which [ did not. Because of this, the
process was delayed. | recelved an email about this with a number to call. When | called back | had to feave a
message. She never returnad my call, nor did she act on my message by compleling Lhe process. One week laler |
called back at got ahold of the lady and then the process was finished.
36 QOnline application is a great featura, 7.'27!2015 11;20 AM
ar I had & question and received a response almost Immedlately from a staff member who was able o help me complele ' 7.’20!2015 5:56 F‘M
my application.
aa Always answered my questicns in & timely mattar 7/16/2015 9:46 PM
39 | spoke often with Amy Folkestad, She was so helpful and was always available and kind. | am so appraciative of her 7/1312015 5:01 PM
helplt
40 | called Bismarck office 3 times with questions and she was very helpfi] and said call back if nead be. 7/6/2015 1:59 FM
41 Could be easler to navigate the webpage, | think. | found it less infuitive than most. It worked wall averzl), though, See
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@15 Courtesy

Answered: 553 Skipped: 11

100% ;-
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40%

20%

0% RO N SO

Excellent g Above Average i Average 9 Below Average  J3iy Poor

N/A

Excellant 76.13%
Abaue Average 13.55%
Average ) i; 3,25%
Below Average ”' : 090%
.y_,._..m.';c;or - — " - e v
-"-;IIA i 5.24% i

421

#

i Commant '. i : i 'Date L
1 Mari was always very respecl{ul and helgful, 3!29:'2016 9: 21 PM
2 All the people at the ESPB that | cantacted by mail, lelephone, or by nalice of work completed wera very caurtecus, 3/16/2016 7:20 PM
respectful, and | naver felt discriminated against in any way.
3 Mari B, was very friendly and helpful, 3.'14:'20ﬁ6 11:42 AM
4 See above comment 2.'22!2016 4 14 PM
5 done onling 2/18{2016 10:12 AM
6 i When lHalked to pecple from ESPB they ware very kind, courteous, and helpful bath via phone and email. 2/5/20116 2:54 PM
7 Janet was reassuring about the processing of the license but | did not raceive confirmation unill the end of the week, 2!5,'2016 2:53 PM
B Diane was very polite and tried to be helpfu!, but she could not change the greater probiems of the communication 1/29/2016 ‘12'.1'.|r PM
issue,
9 Everyone | have had the pleasure of working with at ESPB has been courteous and have gane above and beyond to 1!22!2016 4:14 PM
be helpfui
10 Everycne I have had the p!easurﬂ ofworking with at ESPB has been courteous and have gone above and heynnd to 1/22/2016 4:14 PM
be helpful. {
- L i
L - - i e
i online 5 1120.'2016 3 45 PM
12 The person wha help me was sa very helpful (Slephanle 1 think was har name.) 1.’1 9]2016 2 31 M
13 | See Abave 1.’19.:‘2018 11:14 AM
1 e
P.47
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“ 14 S The persen who I talked with was courlecus and helpfu[ o 1!141'2016 4 03 PM
. ~.1.5 o WE;;,.UEW o e hemm“ e A 1 0 i St e e A e 5 e 2 15 o
1E I appreciaied the courlecus and helpful emails. o S E 1"?2"2015 B 24 AM
17 o Everyane was very pollte and patlant B . T ) 1!?.’20164"29 PM
w * Ihank you for mé;;;am CoT e 1.'6.'2016 1:39 PM
” 5 . everymmg on"na e e L A AR AR i 12’3”2015 o PM,
20 Ihad to call several llma; and ;my was very frlendly ancf halp{u!- - S 12.'29!2015 1“21 PM .
‘ 21 Ty I have had gr;-:n custﬂmer servica, with peup!e that rea]ly seem to G;;EM T 12"23-"2”15 EX 34 AM

22 Greai help via phona call lo
23 T Everyone [ talked 1o-wa_5 ;.'ery rice. R - ‘ 12.’17!2015 7:26 PM
54 o RBSP;II"ISESJE;ES!’]D_I’I a}s;l-\‘.;'e;';ﬂl.:lﬂo; ;:;J;Jne;:;l;l‘s‘ The-r;a-s—;;;nse emails w-e-;;-almosl to the peint of feeling annayedm . 121'1 G.’2015 3 19 P‘M. 7
25 ‘. ! real!y like l‘l;-amlm;amails are se;ihi“;!“r;;n there Is a next step In the process. I fell updated alut:alnng the way. - ’ 12:'3/2&15 12 56 FM -

25 “ i The woman | spake with was very Kind and helpful Wiihng to explam any quastluns | had. “f "121‘3!2015 11:57 AM y
27 ; Na matier what, hey are ;Iways feiendly and available to answer queslions! 11/24/2015 9:26 PM
28 Upon having problems with renewing my license 1 spake with Amy at least three times. Not only was she rude, she 11/23/2015 10:23 AM
was not helpful. I've never been treated so poorly by a professicnal.
29 All dene online | 111'1 812015 7 45 PM
3!) o r.;ﬁ;rl Fndgen has been an exce[lem representatlvewto wark ;fl\‘rltlr:‘o‘ve'r-lhe past w-;n;lkMShe has been ;ia;y helpful in o 1?!1{)12015 2:54 PM
updatlng my teaching license in a precise and prufessional manner,
31 E All of my ql.lESlanI-';; were ar:swer‘;dqmckly overthe pl’;;;;qgvl;;o“r;;was very helpiul o ) . i 11‘.f;1.'2f115 9:é1 AM R
3; Very polite h 111'3!2[]15 kH 15 BM
33 Dealings are typically ude, uncourleol;s '-ljncunperallve ;nd disinterested in the needs ofthuse who seek a IICEHSE T 111‘3!2015 10 28 AM
34 They helped ma oul wilh a dlfﬁcult situation in geﬁ;;g my license renewed, They wera very suppumve—m o 13!3!2015 8 57 AM o -
“ s | Iiked the prnfessmna! rmanner and fnendly service from :he st':;;f""““""‘""'“ o T i 10!26/2015 12 38 PM
M’.’.‘Em o I have been in educatlnn fnr.;;'lker 30 years an;ﬂwl .Haue expenenced 2nd fo none in this ar;a“ T 10!13!201.5 11:17 AM
37 “Renewa! was done onllne o o i 10/6/2015 G 01 PM .
SB o ME\;;; sent a persnna! emaﬂ telling me my transcnpl.ga;;m;;CE|ued o i 5/30/2015 8:11 AM
39 Outstanding courtesy and prufessianaiisrn by all. Thank you 50 much! 5/11/2015 &; 47 AM )
40 Amy was very helpful and explained information very clear far ma. o ~9;21'2015 11: 53 AM o
“ :;1 Gfeat to gel emails tellsng where the | am in the proness of license renawal, QI212015 5:23 AM S
42 : Diane Weber - three educa!ars did r;ot understand what shevw\;;;-;sking far In an emat......s0 we called her onv lh;m BIB1.'2015 3:40 PM

phone. She became very irate on the phone and kept repeating the same direction, even thotgh we kept telling her
we were not clear, Her voice was sesthing with anger. She failed In the area of cusiomer service. Embarrassed for

her....
43 Mari Fridgen . o —‘-8;2812015 1:32 PMWUM.
44 Very kind service was provided by Mari Fridgen. She went out of her way to help me accomplish my goals. 1 was very 8/21/2015 4;:06 FM
impressed with her arfuri
l 45 S ﬁwayewp‘;arscn who handled my email, Amy. was gre;at : o 8/17/2015 4:13 PM o
45 Thanks Amy] - . S vorcans po— 359 " O
e s e _VAH.];:;mE ér,e;;.asﬂ e e 15 e A e s b e B 7115;2915 p——
---- Ms. Fridgen treated me lika aw;;;rson nota cerhrtn:ﬁa_t:;\;;llaer This has nol always been the case in my'x'nlerachons 7/14/2015 10:05 AM

with this organlzation

I even received a "thank you for app!ymg email. : 7!7/2015 ? 4? AM

12.'23!2015 5113 PM
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; VEI’}' fnendly ang he!pful 5:’25!2015 11:29 AM

D have emailed and called Marl many limes and sheis always wnlhng and able to help and answer all my queshnnsl

61’231‘2015 3:03 PM

i Gol :mmedlale repl:esl E.f17.f2015 10:41 AM

Ex!remE[y fnendlyl | BI1 5.'20‘]5 11 09 AM

Interaction with staff (e maa?) was he!pful qwck and professmnal Why can't there he auiomahon gn!ng forward s0
that we can updale |m'n wﬂhuul keylng in averylhlng that didn’t change?

; 51212015 2:28 PM

i
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6 Knowledge

Answeted: 553 Shipped: 11

100% °
B0%
60%
40%

20%

0

Below Average &g Poor NIA

xcefent {5 Above Average i Average

AnswurChmce - Responses - s AR
| Exceﬂent 69.‘;!8% sy
Abo\.-'; A;ie.rage m - o ) 15,55% 86
.- A\;ra;e ) ) 4.88% T 27
. BE,IDW p— e e o | i -
r:JIA_ o : 7?41"/:. ‘ 41

1 ! The different endorsement areas was a bit confusing for me and | wanted to make sure that | have the proper i 3/23/2016 9:21 PM
endorsements needed for myseif and fur the district that | work with and Mari's knowledge made the process easier to :
camptete j
2 i The people who handled the processing for my license were very knowledgeable and answaered patiently all of my 9 3/16/2016 7:20 BPM
queslions. The person whe analyzed my franscripts for a futura altemative access license o teach ull-time was very i
knowledgeable and if a district cannat find a regularly licensed teacher, | would be able to leach scisnce under an !
allernative access license. She was very knowledgeable and helpful. ;
3 ? E 3/11.’2016 1055 AM
4 Everynne is very helpful whenever | caII 3 2!25.'2016 2 04 F‘M
5 ] ete. 2122120154 14 PM
B done onlme .f1Bn'2016 10: 12 AM
7 Appmprlale evalualions of syllabi submitted. 2n ?’.'2{]18 10:12 AM
B When | talked to people from ESPB they were very kind, courtecus, and halpful both via phone and email. 2/5/2016 2: 54 PM
g Thanks for your service . ‘* 1/29.’2016 B 57 PM
. i S
)
10 Naulgating new licensure laws and the unique gircumstances of individuals can be complicated-we find ESPB staffto | 1/26/2016 4:17 PM
§ very knuwiedgeable in pruvldlng gun:lance when we ara considenng Job appllcanls i
1 It the persun I spake {o did not have an answer, | have been d:rel’:tEd to Somecne who cou!d hattar assist ma. 5 1.'22!2015 4: 14 PM

R b ettt et

50
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lflhe persnn I spoke lo dld not have an answer, lhave been directad to Someune who could belter assist me, . 1.’22!20'!6 4 14 PM

online 1.'20.’2016 3: 45 PM

1:'19!2015 11 14 AM

See Above

Tha knowledge abou: the renewal process was supennrf 11‘12/2016 B:24 AM

Dad everylhlng on- lme ‘ 12:'31:'2015 3 2‘5 F'M

New Exactly whal I nesded. 12!1 7!2015 7 2&‘ PM

12."21‘2015 8:15 AM

, Upon Inguiry of credils and what credits wnuid wnrk for my licensure, it did not appear that there isa farmal prolocul in

: determining how far back credits would be hanored. It would seem to me that a recerd should be kept of the last cradit

li thal was counted and from that credit forward those should be honored. Hearing, “the summer of 2610 is fine, butl i
think the spring of 2010 is just too far back" does rot sound like something that Is set In stone. Wauld a different ;
persnn make a dllferent decision?

The people who work there are very knowledgeable There are a lat ufeducalurs who hava Inls of questluns when it s: 11/30/2015 1:36 PM
; comes to renewmg their I|cense and an easier access help-desk or emzul o contact for quesllons would be pice. :

Soughl the answer and called me haCK wslh the answer : 11.'3.'2015 kR 15 PM
SRS S — - S S—
E Knowledge s greal when If comes to decelving applicanis and ND citizens whlle funneling mansy inte the universities”  ; 11;’3.'2015 10 25 AM
puckets !

[ SO M8 e AR o

| Renewal was u‘one online 1016!2{)15 5 01 PM

9!28!2015 B 32 AM

~; ‘rhe mformalsun I recelved back frl:lm the slaff was very satlsfymg It was nlca lo receive frnm knawledgeahle peuple

lncunsustenl regardlng costs and endorsemenls belween staff members

E I'wasn't told the correct fee for renewal nor was [ lnlormed about background fee and fingerprints lee i 9/17{2015 5:48 PM

If possible, 1 woull:l ltke 1o have a place en your webslle where you can gat an "ok” fram your staff as o a parllcular 9/15/2015 12:14 PM
class being suitable laward our renawat.. before we aclually sign up for it :

| appreciate alf the help and informalicn | raceived from the department. It is nice to be back home and lo recelve tha 9/11/2015 B:47 AM
excellent responsa and help fram gveryone at the ESPB that [ workad with this week,

{
: Allhough I have found the ESPB staff to be coureous and willing ta help, it seems thers is always some sort of 5 9/4/2015 B:44 AM
mlscummumcamn on either what | am seeking or my information. £

Amy was able to answer all of my quastions. 9;'2.'2015 11:53 AM

28 . E
V30 Mari was able o answer all questions and was very knowledgeable, - ) h ] 9/1!201!;'5:19 PM
) 31 Explained what | neaded very clearly and precise. o BH272015 3:59 PM -
“ -32 o The lady that answered my yuestion knew r|gl'llt(away whal lo do. ) o 5};5;2;);5-902;\;.4“ T
” 33 Ms, Frldén;n was very clea‘ria;;ut what the state's requirements are and told me specifically what my oplior-‘lsvv;'erelwm ‘*;_;1""‘“,”2015 10:05 AM

; regarding my endorsement.

34 | It was wonderful to deal with a reat person whe would answer questions and provide g;umiﬂcjlmeull'\c:e. ------------ 6/25/2015 11:28 AM

35 ) | was told 2 dllfaranl answers lo the same quesllon-nn two different days--probably 2 diffarent people " h 6/14/2015 12, 08 AM o
36 | don't remember who | first contacted a year age about middle-schoal endarsement, but whoever:l:a;ut;ld ;e'ih;tmmgm 5;21‘201;.;2;AM -

i one of the courses | taok at NDSU wouldn't qualify for the process. | was very upset as NDSU lold me that i would ;
count. | began the process of laking the other course that | needed, and thank God 1 did the other course first and !
didn'l retdo the course that 1 was iold by ESP8 wouldn't work, becasue now | {alked to Mari and she has been i
wonderful and told me that it WOUILD count towards my endorsement, so | am very pleased with har wark and help !
but am also very upset that | was misinformed and almost took a class and spent money that | didn't need lo, ;

2p.51

5/18/2015 958 AM
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{17 Responsiveness of Staff

Answeared: 548 Skipped; 15
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B0% -
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Excellent L7 59% o
Above Average 15.66%
Average 3.28%
.N.,BEIO\;V Avar_a;:wm. et [ S i 2}30% e
) P_Q(;f o ) [ 0.73% ‘
S S S R 4'74°;m.n. - - S

i always had a respcnse frc:m Mari and was encouraged to call or email with any questicns that | may have had.

3/29/20%6 9:21 PM

ihat they are what good slale government should be about, thal is, they all expressed intagrity and honasty. | think
very highly of ESPB in North Dakota under the keen feadership of Br, Janice Welk, She and her team were all very
professional,

They all wark greatly as a team, and each one invalved in my casea just gave me so much hope for the future, and 1 feel

3/16/2016 7:20 PM

Staff was helpfui when | called with a question.

Didn’t talk directly to anyone, emails were nice.

§ My call was refurned in a timely fashion as were my emails.

i

3.‘1 ‘31‘2015 10 58 AM

404
86

18

11

3.’14/2016 9 35 PM

2:'26[2016 1219 PM

efc,

2.'22."2016 4:14 PM

Mari was amazing when helping me. She was able lo answer my questions and work with me in order to figure cut
what type of license | needed. She quickly relurned phane calls and also sought out information to help clarify my
situation. Working with ND was/is so much more personable than working wilh the Minnesota departman? of Ed,

2118/2016 12:07 PM

done anline

2182018 10:12 AM

Prompt responses 1o emails.

When [ 1alked to people frl:\m ESPB lhey were very klnd toureous, and halpful baih via phone and emai! Aﬂer one
staff member had dropped the bali, and | finally was able to get a haid of somsane, that staff member handied my
case |mmadiately with grace, knowledge, and full attention,

The onhna appllcahon process had glnches wnh relrreval ufm!urmahnn

1p.52

H
i

2/5/2016 2 54 PM

H

!

2i5/2016 2:53 PM

2:'17.'2016 10 12 AM
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Thanks for your prompt service .

; 1:'29.'2016 B 57 P

12912016 12:17 PM

1.’25!2015 ?D 31 PM

1/25/2016 9:52 AM

11'20.’2016 3 45 PM

1.’19!2016 11 14 AM

1.’121'2[]16 8: 24 AM

: 1!10.’2016 2 08 F'M

1 12.'31.’2015 3:.21 PM

12}29;2015 121 F'M

EATP SV— [

12.’23!2015 5 13 F‘M

12 ;
e s ———— ....é ALt ¢ AR SALS - £ e w8 e —— e remaeren — - e e SR - man
13 i Slaff needs le use the amail prawded by appﬁcanls when a pruh!em Is noticed prior o 1he app!scant bexng hll with a
; fee. Once the application is submitted, he or she should not have to be the cne 1o check on what the hold up is. We
i assume Jf there is a pmblem we wuuld he notified in a 1|mely manner.
14 ; Dlrec(ed {0 someone who had the answers
15 My online credit card paymem did not go thmugh for some reason. I was aterted to thls by emall and was tald wha in ‘
i the department to contact about this problem. When | called, | was quickly directed to the right person (|_acey Hinsz).
She found my file right away and was able 10 process my card by phone, It took only & few minutes to get things
; straightaried out.
16 ontne
17 See Above
i8 Daane :espunded tn my emanls In a very llmely manner,
19 ? It seemet] the responsivenass lmpruved when admlnlsiralors and umversuly professors fur |nvolved Shculdn t need ta
5 be that way.
0 E Got an email right away slalmg that my license would be pnnled and malled nghl awayl
21 i Vary halpful
22 : Vary courteous ;
- . .,|, e - R o - . e . - - [_
23 4 i tried reaching oul to no response,
SR "E"" — o S— o oy :~
24 | Emailed the same day. i
. i B e e T 1t 44 STIEE - » f
25 i Quick to respond, .
- R -~ fu..
26 | was able to speak with a representative who could assist me on the first ring. | received an email stating my E
i

transcripts had been received befare the end of the day, and | sent them {hat alternoon.

1?.."2."2015 8 15 AM

27 ? Dnce a call was made a s!aff persnn was able to hslp lmmedlaiely
28 i I made the declsloﬂ lo go lo the ESF’B oﬂ'ce to reappfy fora I|cense since mine has fapsed. | was treated Wllh respect ' 11!1 71'2015 a; 23 AM
¢ and the s1aff were more than helpful. The office was very professional, | was offered a haotile of water as | filled out my
appllcauon far renawal Thank You SO muchlt
29 All staff has always been exlremely heipful anci knowledgeahle' 11;’13/2015 1 43 F'M
30 Have never been treated as rudely as | have been by Janet Welk and her staﬁ 1‘1;’3.’2015 10 23 AM
31 Renewal was done anllne 1[!.'6.'2015 6:01 PM
32 l had to c:all the help line and she was wonderful heiplng me reset and Iogln | wasn't even pul on hald i 91‘30!2015 B:11 AM
33 The response from the pecple I correspnnded wnh was very guod and tonk no lima In answerlng my emaifs 9:'28.'2015 8:32 AM
34 When 1 called to ask questions the staff was {rlendly and helpful! 9.’27!2[]1 5 7:14 PM
35 Excellent responsiveness by all. It appears to me that the staff anticipated my questions {and calls) before | did. It Is 9/11/20150 8:47 AM
nice 1o have such a supporive staff of professionals avaiable when needed.
38 ESPB staff wera almast Immediate in responses, | was very impressed. 8/4/2015 B:44 AM
37 } Mari Fridgen was Immediate in her work, | called In the moming about a concern with my kcensure and within the B8/21/2615 4:06 PM
same day, the Issue was resolved.
38 ! wish I'd have gotten a call about my payment nulgolng through {and [ wish the gaymnnt would have been prcn:essed 8/20/2015 9:14 AM
promptly in the first place, sa it wouldn't have been rejected anyway.) And they emailed me, but | emailed them fo re-
process, and they didn't do it. | had to go re-enler all of the information and such.
39 Once someone t'nally responded to my email, the process was very guick. Thank you Amy BI17.’2015 4:13PM
40 In my transition process, | felt like ESPB was the fastast to respand to my questions and took the guesswork out of an B/7/2015 10:34 AM

uverwhelming amounl of paperwork and pmcesses
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{18 Ease of Obtaining Information or
Services

Answered: 556 Skipped: 8
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1 ! Once | was directed to the correct tocation ta go fe onling te make certain that the proper materials wera completed 3/29/2016 9:21 PM

{ the process went smoathly and information was easily accessible.
2 _E There should be a link on the *how do | apply” page i be able to apply for a ficensa. It is not easy ta navigale the way 3/18/2016 3:29 PM

; to apply because it daesn't take you: to a screan to be able to do so. | had to call and get directions 1o the carrect i

, page. Slaff was very helpfu, it just would have been nice to be able 1o have a link right from the How do 1 apply page E

; for ease and time savang :
3 Infarmation and services wers very easy {o obtain. 3/16!2016 7 20 PM
4 Through Mari, super nice! The website, however, is more difficull lo navigate 3/10/2016 12:54 PM
5 Informallon on the website clearly indicaled who i needed o contact with spacific quesiians : 3!8/2016 2 45 PM
6 : Should nol be lhe respansmilﬂy ufihe applu:ani lo prove 30 years of licensure in the same slale. 3!1!2015 B:12 AM
7 : Uery helpful in pmvidlng dlreclion for ohiaining Infarmatinn 2!26)2016 12 18 PM
8 ele. : 2.'2212015 4 14 PM
g I was a littte canfused with findlng the carrect form far renewal., 2!19!2()16 4: 00 F’M
10 waebslte easy to navigats 2/18!2016 10:12 AM
1 As 1stated before, the substilute license process needs to be streamlined or &t least updated to accomodate teachers 21512016 2:53 PM

ln gaod standmg Please consider a 2-5 year lu:ense wilth one time application.
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12 Gaood 1/28/2016 8:57 PM

13 i Explanallnns need ta be clearer an lha sile. 1/25/2016 12:17 PM

14 I | faund it snmewhat cltlﬁ:ull to nawgale the site. Moslly hnwlu l‘nd the Iogln page frcm lha hame page i 1!27.’2015 2:41 PM

- A A e e e e —

15 i I really llked lhe new onling re-licensing. It was easy to do, | appreciated that | did not have to go f l'nd Inree 5|gnalures ’ 1!25.’2016 9:52 AM
| in order o finish my application, It was convenlent to send electronic copies of my unofficial iranscripls, The site also :
shows lhE sla{us of the appllcatmn.’Whal needslo be complsled forit lo be fnallzed That was very halpfu!

s

. 1E o Unllke many states, the ESPB llr:ensure appllcation and websile is easy to navlgale _ . 1I22!201E 4:14 PM
17 r Unllke many slales the ESPRB I||:ensure apphcahon ant.i-\;e‘bs.!le-w:“;;sy l;;\;\;l-gate T 1.'22."2015 4:14 PM
.1u8 - gelllng log in II'IfD was ahorrc;:l‘ T o ‘w;‘;m1.f2l)l2ﬂ16 3 45 F-‘M .
19 T Mlml;;l:rr'lad that a'l“lwlr;llscnpls c;nl:; ;-s;:cesset;'lllﬂr.;ll._g“ll‘lhe Getmytransc;pl com site. lt mlghl he helpl’ul lo add lhis to R i 172012016 10:17 AM
Ihe emails. :
. 20 See Above o W;’l 9:’2_015 1“;1: AM o
2‘1” o EEmn'laul a-;::l‘résses»\lv;are always Ma:allalu::l;mmhww - | 7 1/12/2016 8:24 AM l
.22. o Everylhlng seemed vary confused and cunfus:ng Dnce thlngs gat i’D"lI‘Ing:\;I;lllWE” ;u: the sys!em collld bea Illtle“ - ?M‘IHDFZU‘IG 2:09 F'M

better and a litile less aboul who you know, i

23 .1!612016 1 39.PM
) 54 Easy transactions cn- fu;le N . ) o o 3 _12.'31!2015 3: 21 PM
Wzs See;t;;ve;;;; - numbe;d.:,. aeesa s . ke e SR e e e e e ' 12,23,2015 ot o
25 S— Vi Q,_,,,-:;;nd amazmg e e £ 5 R et e £ £ A 11 e R m1;;1wzms 7_25 PM. ..
27 - ! The onllné appl:cal:an |vs."5|mple [ itke that there was awt_:ﬂl:;;;llws“t:m;; :t;:;l;le and lncumplela saclion that made l‘t‘ 12/3!20l;wl;mgé PM a
easy ic understand. i
:'Zl; I was apprahenswa:l;aulml“llls process as l'\:'; been out of the classroom for 4 years now and 1 wasn't sure what lu:d i ;55&615";{57 AM

of license (o apply for next, but it was all very easy and preity self-explanatory, even in my situation. | thought the
process would be mere drawn out, but & was very quick, even during the holidays.

See #6 12."21‘2015 8:15 AM

Dn the online applicallcm It stated ll'lal I had two ilems "to do.” One was to send my lranscripl but it clld nol state how 11."25:'2015 8:06 AM
many, if any, cradits [ nseded to renew my license, The other was "verification of 30 years of 1eaching in North
Dakota.” It did not state what they would accept as verification. | had to ask my administratar.

k3| Thair goal is ta take YOUR information, then fabricale a context around it fo convince you that you are unqualified for 1143/2015 10:28 AM
license untif you pay out of pocket for needless classes at one of the slate's universities. Unless you ask hard

questions and fight back they will conlinue lo deal with applicants In a dishonest and fraudulent mannet,

az lt was excellent on the phune butt dld nat like lhe websita. i 10.'28!2015 8:53 PM
33 ] I had a few queslions that the person an the phone couldn't answer, but they helped me l'gure out the correct next 10128!201 5 11 52 AM
siep.
34 Love the online feature, 10/8/2015 9:50 AM
35 | had a few questions, regarding the # of hours of CEC required and was very prompliy directed to wha could help me 10452015 2:50 PM
and those guestions were answered almost immediately.
36 E My total c.all tmewas 3 mlnulesl 91‘30!2015 10 46 AM
a7 : l see the web slle ls under conslrucllon and lhal's a good thing, because I'm not sure everythmg ls up to dalell 91'25/2015 11 35 AM
- E e e e e S [ B
38 ; tha websrle is vary difficult to work in. 9.'21!2015 12 36 PM
33 Onca ln a while [ would ger a staff membar. but a lol olcall got an answering machlne ; 9/1 9]2015 8:51 F’M
40 My only comment is that it would be nice to have your phone number lsted an the applican‘urz page. | spent quite a lot 9/1 6/2015 9: 27 AM
af time Iooking for It and ended up phoning DPI to get connected o ESPB. Once | got there, it was no prablem,
41 The slaff receives extra cradit and therelore a grade of Exceilent for this question. | found the information on the 8/11/2015 8:47 AM
website infermalive, yet confusing, at times, The staff more than made up for my lack of understanding of the
g mformal!on the website conlalns ‘l’hank youlll E
42 ] Genarally. it has been easy [o contact this office and gel excellent service. E 91912015 10: 50 AM

Fe]
P.55
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I noliced vast |rnprovemenls on the ESPEI websn:e It is much more user fnendly wuh |nfnrmahnn calegorlzed better,

Everythlng i naeded was prowded via phune call and emai]

I had a liitle drfi'culty finding the number of credits reqmred to renew. I WES lniurmed the number of credits had
increased. | did have a numbear required prinled on my ficense but wasn't sure if it was correct and everything | read
online contradictad what I'd baen tolcl regard}ng :hanges to !he reqmremems

There is a lot of well nrgan!zed mformallon an lhe site, H is user-fnend!y

Lu:ensure lnk was hard {o find. Shnuld have its own tab under :he Icensure page

Always rasponded qu:ckly and accuralefy

Soma of NDTeach is dlfrcun to nawga%e

i When asked lo pnnl out the slgﬂature page for the lranscrigt ta be masied fram Vlrg%nla the address was lncnmpleie
: withaut the zip code. The pracess feels elunky in some places. |ooking up the state on an alphabetized scrolfing list
seems odd. Mosl Teachers reside ND and the others could still make that change. If we were o enler our license
. number maybe the data could be auto filled from historical data? it wasn'l al that lime consuming, but | was never

i certain | was doing any of it the right way.

t

—

R N

3
-
J
;

i
]

H

!

9!41'2015 8:44 AM

E.'2‘112015 4z 06 M

7!2012015 & 56 PM

71‘14.’2{]15 10: (]5 AM

7.'1[2015 11:54 AM
61251‘2015 it 29 AM
813.’2015 12 04 F‘M

61212015 2:28 F‘M
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% Cost and Value of the Interaction

Answered: 555 Skipped: §

100%

80% -

60%
0%
20%

D% i e s i 4 b e L

1] Above Average

i Answnr Chmces . - . . o

| Excellent 46.;9% ‘ ‘ 258

Abave Average 20. 54% 114
22,16% “ 123 .

Average

14

Below Average :

1 | say average because ND's teacher's salary is ane of the lowast in the naticn, yet our renewal license Is ane of the | 3/22/2015 3:47 PM

hrghest in the nation,

2 More expensive than my MN Ilcense 3!1 81'2016 3 29 PM

3 The Interaction was far above the prlce ufrutues. emeralds. diamonds, silver and guld Human kindness dedicationto ¢ 3/t 512015 ‘? 20 PM
tha misslan, and industrious Just cannot be measurad when these things are expressed in full as they were and are at
ESPB in ND,

P — & S S S - et

. 4 Too Expensive 3/14/2016 10:58 ;:M o
5 o Excellent intsracﬂ;n - o ) o 226120186 12‘.19PI\; 7
. e o s - o — de S — S
? When | initially oblainzd a teaching llcense, | was able to walk across the street {o the County Schoc‘;lm;;.;:-lgr”l;tendenl';mi 2122{2018 913 AM

office to renew my license for $5.00. When those offices were efiminated and the renewal fee changed from $5 to
$125, that was a significant change.In addiflon, the numsber of academic credils required for renawal has increased. |
am tha type of educator who usually exceeds the number of credils required for renewal because | enjoy learning and
taking courses however | am merely maklng mention of the change.

8 i dl:lne online i 2!18!2016 10: 12AM

b2} lssumg a one lima Bub hcense at 1he fime of refirement would be eifechve and save everyong hme and energy' 2 2.'5:'2016 2 53 PM

10 For some reason | lhought tha cost of an axpu‘ed I cense had been changes i 1/26/2016 1:42 M

11 5125 ! 5 years ....not bad. 1.'20!2016 3; 45 F'M
1
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See Abcve E 11912016 11:14 AM

5125 fora ﬁve-year teachmg licensais a gnod value

11'12:'2016 8:24 AM

: STSO a year seems sleep far 8 pcsihcn this state needs mare af ; 1.'1012015 2 09 PM

ESPB dld everylhmg effcmntly huwaverl da not befieve that it should casl me $125 16 renew my chensa every ﬂue i 12.’28/2015 7:3 PM
years. Firslly, I spent all my own fime attending courses to better my teaching practices. Secondly, ! paid for the

courses, it does nat cost the state of ND any money o renew my license. Thirdly, | spent the time on the internet filling

out the application, downloading my Iranscripis, 2nd submitting the application. Lastly and mest imporantly, thera is a

{eacher shariage in ND, so why are we requiring teachers of an already underpaid profession to pay an enormous fee

ta renew a 5|mp|e hcense? | heheve ESPB shaufd consider ellmlnaimg ih|s unnecessary and unfa|r fee

12!1?.'2015 7:26 PM

; Amazmg!!l!!!
Minimal 1211172015 11:10 AM
I Iee! Ilke lhe costis aifordable for new leachers 12I3I2015 12 56 PM

-
| think far 1he cosl, lshould not have had 1o contact the office on fwo addifional ocecasions in addlllon to logging on la ; 12!2I2015 8:15 AM
E check | Would like lc seE @ record of Ihe last credit hislory logged as part thhls process far clanty !

[ R .

i
PRV — . - . -

Il was very inconvenient for me, a persan who only has a Discaver cradit card lo pay fcr the ||cen5ure fee t had to ask ' 11!23.’2015 10 33 AM
{ someone if 1hay would pay my fee for me and then had to do an awkward check exchange with them. t

ki 81 5 e 8 P 21 e B o s e 0

3 Allhnugh lam happy to pay 5125 for my educatar license, $100 for a lale fee Is excessive, | malled my franscript to 111‘23.’2015 10 23 AM
F the address on the ND Teach website, and you did not receive it. The address listed on your website Is different. This
! may propase a problam.

| understand that the cast for applying for a license is a nacessity but | hope it is not a hardship for out of state rf 11/17/2015 9:23 AM
i
i
H

machers r.ommg mto the slale or fnr our New i‘rsl time graduaies )

I was not prepared far the costs In\mlved lwas lnformecf by the schoci thal when | dlcf begm Ihall would make thal up 11/16/2015 10:05 PM
In pogsibly one day. Thisis gonu‘ 1 had to borrow money from a friend to get this dnne

11.’2."2015 'f 06 F‘M

10:’28,’2015 11 52 AM

The cost r‘ur evaluaung transcnpls Is excessweiy hlgh

[ think 5125 is a lot lo pay to be able to do my jab, especially consldenng I'm in my Blh year of teachmg ina shorlage

1 think 5125 for ﬁve years is adequaie anr_i 1 was pleased that | didn’t have 1o spend mare mnney an a lranscrlpt 12.'3!2015 11 57 AM

We don tmake a lot as leachars and 125 Is a lot of money... 11.'30.'2015 1 36 F'M

i area and sfill paymg rcr my small-cui!ege education.
28 ! Based onthe’ Pay Scale of teachers In ND, $125 is way too much for a renewal, The ND Leglslalure could at least pay | 10/8/201511:02 AM
for this. E
29 ! Ifyouare referring to the cost of the license/renawel elc. | give this a i [ hava nol added my twa Master's degrees ! o/zBi2045 10:30 AM
: because I cant afford it
3o t am not quile sure whai ynu are asking. | am usually seeklng informatlnn 50 o Cosl. : B.’22.v'2015 9:43 F'M
3 Ealh cost and value of mteractmn is very goad! 911 1!2015 a 47 AM
32 125.00 seems Iike a lot 1o just renew an existing license. 9.’4.’2015 4:22 P\
33 very crabby on the phone - she acted like we were bothering her.....net sumething we need to deal with on the first 8/31/2015 3:40 PM
day of 5choal
kE] The licensing office seems we]l arganized ard efficieni in North Dakota is comparison to my co-workers who need B/21/2015 4:06 PM
i services for their licenses in olher stales as we seek empluymem overseas. i
R S— - e iy — e st 1 e — I s v e S
35 I do rot feel it was appropriate o asses a $1DD fee because I had fogeta dlfferen: lype of hcense and thus my 8/18/2015 5.08 PM
license was not renawed on time.
PR o . - e 1 A AR 1
36 ' I was not aware thal there was an added cost for being lata. [ am always out aflhe state at the lime of my renewal. | : 81'17.'2015 4:32 PM
wish that the renewal dale was not the bifhdate month, but the manth in which tha license was apphad i
ar l wasn't excited fe find out | had to pay a $100 late fee for an explred license since | had assumed | wcluld be notified 8/12/2015 3:59 PM
pnor ot axplrlng, but lf was pleasad that | was still able to just renew It as fong as | paid the late fee
3B C]f course no ong wants to pay for afl the l;ltle things it takes fogeta llcense but expecled it. i B.'?.'2015 10 34 AM
39 Fees are always expenslve | don't make a lot of money. | don't know if I understaod this questlun? )E 7.'25.’2[115 5 22 AM
2 {2
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41

. I'm excited about the new cppertunities to use Praxis testing Tor endorsements. While not cheap, the fests and

Customer Satisfaction Survey

7M14/2015 10:05 AM

endorsement fees ara much more economical and time-saving than coursework, and they hanor the knowledge that
experienced teachers have built in their many years of praclice. Tesling may not be for averyone, but i'm pleased to
see the oplion exists and for me it was = perfect choice.

I do think that 40 is a bit much for a one year subhing ticense. 7{7/2015 7:47 AM

N



Customer Satisfaction Survey

Q10 Quality

Answored: 556 Bkipped: B

100% -

B80%

BO% -

40%

20%

0% G e e

Excellent g Abave Average Below Average (R Poor G N/A

Above Average

Average 7.73% 43

Below Average 1.80% 10

Poer 1.62% 9

NIA 1.80% 10

1 Mari made me feel that my questions were the only anes that she was answering even though I'm sure she was busy @ 3/29/2018 9:21 PM
or had many questions fram muliiple people, Her responses were prompt and made me feel confident that the process
was going to be okay and compleled correctly.

321/2016 12:38 PM

;
i
!
{
H

2 | emailed my transcripl and had all other forms done and had spoken wilth semeone from your office who sald all was
iy order, yet it was not processed when il should have been,

SRS i
3 o The hlgheai quallty that can be descnbed ii 3115/2015 7:20 PM
4 . As always, Amy F(;lkes!ad dues a g:;t-:c;;'a;;swenrm\g and SDf;IWI:I‘g zﬂzI;t“J_fvl_nyﬁ;:.‘ugsilﬂn:ﬂlmr:sm:nH;\:;ry(;;:f;ssmnal manner. ! 3/2/2016 10:53 AM
5 F [ Irke 1ha c;unck emal Is back when changmg passwords and nc:lrﬁcatlun of accep!ance E 2/19/2016 4:00 PM
[ i So many pecple have bad experences with ESPB regarding renewing th;r];;enses_ The preblem is not that thase 1/29/2016 1217 PM )

applying are inefiicient. There are too many issues beyond the applicants’ control that t2 things up and communicaticn
from the office is not forthcoming.

7 See Above 1/1912016 1 ‘! 14 AM

The qua!lty is uuls:andmg 11 2.:‘2[]16 8: 24 ANI

e 0 e 0 A e

<] ] The service ancl professionalism of the slaff was superb and | feel you are do:ng what you can, but we still haven'|
addressed the revision of the administrative regulations that waould make oblaining an oul of stale license esasier and
mare "cammon” with other siates. If common core slandards are a good thing for all states across the nation, | would
submit that a "common teaching license™ and/or licensing process Is in order as much as commaon core standards.
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10 i Havenlrecewed it yel § 1.:‘6.’2016 1 39 F'M

12!1?.’20?5 7:26 PM

12.’2!2015 B: 15 AM

1 E E‘-es! cuslomar sarvice I hava had in along time. ;

12 See #9
13 o had a smgle -8 mall encounter o ;udga by, but anyhme a fnendly response occurs at 8:30 a.m. ona Munday marning, 11!9.'2015 10:18 AM
[ rm Impressed, Also my needs were addressed and apparently will be rnei Can T ask for mcore lhan lhat :

14 i The quality of the service is well aporaciated. It was done guickly W|th no hassle and very eﬁ"clenl Thank yau. 9:’28.’2015 8:32 AM
People make the difference!ll | apprecxaia all the efforts and time of the ESBP slaff 5 8/11/2015 8:47 AM

i 9/2/2015 7:04 F‘M

16 Due lo the Issue explained below,

?7” 7 Doems;l glve a;;oWd <|n;p;;ssmn af ESF'E ) . ) 7 [ 31311201;3:‘3,':1“[; F'M 7
18 ;A . o i T 8121.'201w5 4; DBVPMW .
i9 - ’ -I rrecewed fasl andwpﬂlnt;easanl servjce. ..... 7/25.’2015 5 22 AM .
.25 H ];ound_a:uup?;-of ;j|ﬁerent‘;;[z;;e; .\;;u;re lht; ‘;umber of conlm‘;z_ng:éd crecms requ;red wera hsled They don't always ~ 6.'2.'2015 2:28 ﬁM

i

1

i

j agree with each other.., | am afraid | can'l remember exactly where that was on the ESPAB site though, Overall, it is
|

i

! herd to know how we stack up o oiher slates or agen<:|as It seemns OK J
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(311 Please provide any other comments or
suggestions

Answered: 213 Bkipped: 351

| 3120/2016 9:21 PM

31’29:’2016 7 05 PM

! Date '

3:’31:’2016 LH DS PM
3.’331’2016 4:05 PM

3/30/20186 2 40 PM

3;'29:'2015 10 52 AM
3:’28:’2016 11:38 AM

31'21:'2015 12:38 PM

3/21/2016 9:00 AM

3/181’2016 3:29 F’M
3/1B/2016 2 22 PM
3.’161’26‘}5 7:20 F'M

3.’14.’2016 8:35 F'M

3.’11.'2016 TD 55 AM

3/9,’2015 2:23 PM

3.’7.’2016 1:54 PM

3.’2.’2016 2:54 PM

2.’26.’2018 12 18 PM

F'mressmnal knowletgeable, friendly, Thank youl

Greai prafessmnal pauple 1o work with.

2/25/2016 2 04 PM
21'24/20?6 1:13 PM

21'24/20?5 11 40 AM

21'23.'2016 4 04 F'M

1 OveraII great respcnse lo ques!lcns almost asif lhey knew what Id ask Thank yau
2 , Dverall greal response lo quesnuns almosl as lfihey knaw whai |'d ask. Thank you
3 Euery time | have called wnh queshuns in regards to obtalning my Norlh Dakuia leachlng license | have spuken wnh ]
lady named Amy. She s always extremely knowledgeable, kind, and has greal customer service skills. | am :
r impressed wnh her rappurt every time, By far the bast person | have dealt wilh In c:uslomer service, i
4 Mari has afways laken the time {o answer any guestions that | have had regardlng |lCErlSing ar endorsemenls for my
3 !lcense Her knnwledge and help is greatly appreciated.
5 [ It wourd be nice !n be worklng on more lhan one application at a time, ]
[ P was very happy o f'nd how easy and fast applylng for z'ny {eaching renewal was on—llne| 3
7 Thank ynu for geulng me my substllule leacher license, it is greaily appreclated ll weant \.'ery WEII'
S e e e i A A oA et e 1 o - S
8 f Please explain ta my prmcipal and supennlandenl that | had submitted tha renewal mformahcn in December and it 3
i was nol processed when it should have baen, :
i - .
9 ! The need for official {ranscripls has got 16 go. !
S H . e 5
10 ; Staff Is awssome to talk {o on !he phnne and answer any questiansll
- Lo — e e S, — . e
" Awesoma to wark W|th' :
12 ND ESF‘B musl be a model cf what all state's ESPE should he
13 Siaﬁ was ha!pful fnendly, and wnrk dane in a timaly manner.
I e s e oo et - . - S e
14 Amy, Maria and Lacey are great prnfesslunals {o work with. Thank you Charlas E
15 _1 Amy. Matia and Lacey are graat to wark with. Always professionzl. Charles
16 . Look at ather websﬂes for ideas tn make your betler!!] E
17 . 1did not spaak with anyone in person however, {1 did get a lefter informing me aboul cradit uhange and now lhat there
i Is the availabllity to do online correspondence, | believe it is gaing to be a lot easier to access our individual records i
| and o get things compieted In a timely manner. ;
18 é 1 was stunned to find that the ESPB did not have a record of when | was first licensed in Nurih Dakula, and [ had to
1 pravide preof of that myself. Then | discoverad that the ESPB aclually DOES have records of that, but they ara not
i computerized, so someona would have to da a little work to access them. Ridlculous that the applicant would have to
i track down proof of 30 years of ligensure in North Dakota just so someane at the ESPB doesr't have lo check the
g archives, [t was easy for me to do because | have taught in the same district the whole lime, but for other teachers it
;i has bean much more difficult. Many schools in North Dakota have closed or consolidated since we staried teaching,
? and the records requirad as "proof” were hard to obtain, when all it would require on the part of ESPB is for sarmeone
P lock up & paper file of when we were first licansed in this state
s N E—
19 | think the process took about one week whish | feel is excellent] Thank youl
20 5 Thank yau far balng avallable and helpful. The website look up section is greall g,
- s T —— T I
.21 { Very fnendly and helpful employees {
22 Just received a response from Lacey io one ufmy guestions. Always in a llmely manner and very pruressmnal Great 5
to work wlth
23 Works well wnh she clients ;

2.’23!2016 10 18 AM

212212016 10 24 F'M
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. The ladies Pve worked with are vary professional and a great addilion to your organization. A pleasure. Thank you.
g Charles
I gol the data | requesled ina llmely manner.

I appremale your uniene renewal far Ilcensure Very easyl Thank yuu

| very aasylo renew my substitule Elcansa easy webs!le approved in 24 hours!!

i This Is ta acknawladge your cantinued halp o out requests for evaluations of syllabi of various courses I'Dr iis

: approprialeness. Your evaluations aliows us to guide our student towards sppropriale coursework which in tumn, belps
our siudents beceme qualified professionals in North Dakota, Thank you! Sineerely, Manish Manish K, Rami, Ph.D.
Praof. & Chair, Communication Sciences & Disordess College of Arts & Sciences |University of Narth Dakota

Mantgomery Hali, Room 108 290 Centennial Drive STOP 8040 Grand Forks, ND 58202-8040 O 701-777-3232 {0 721-

777-3724 | F 701-777-4578 manish.rami@UND.edu

The siaff was so helpful and friendly. I was in a lime crunch to get my license renewed and they made it 5o easy. |
really appreciate it,

The slaff at Blsmarck wenlahove and beyond what they had ta do, Very kind and helpfu!

Thank yol fnr your herp in makmg lhls a smooth eﬁlclentpmcess Your staff was very he!pful and your onling 100[

2/22/2016 4:14 PM

2122/2016 10:37 AM

21"!8:'2015 1:23 PM

3
§
!E
-
3

i

2:'12.’2016 12; 54 F'M

2!48!2016 10:12 AM

2.'"17.'2015 10:12 AM

2:'171‘2015 B:14 AM

2!12!20‘16 10:32 AM

21'10.'2016 1 11 PM

2.’9.’2016 7 34 PM

. was user—fnendlyl
34 Everythmg was handled sallsfactcry No prpbiems
—— S i SR

a5 i Thanks for knowing and prOUIdIng the Information I needed in s0 professfona! a manor

a5 5 Diane was excellent. Answered alt of my questluns and ook the time to look at my credits fo he!p me be sura lhatl
; had what was necessary Thank yuu'

37 aulo reply emalls to lat people know they are out of lhe urrce for a week. voicemall messages that say out for a week
net just away from thelr desk. Richland county auditor records his veicemail message each day wilh the dale, then
peopie know ha is talklng about luday

33 Lacey was amazlng' She was excepllonal77

39 Every phpne call | have made or emait that | have sent o ESPB has been answered and responded fon a very

professianal and personal way. All of the staff that have helped me aver the years through ESPB have always been
extremely helpful. | appreciate their knowledge and helpfulness when | have a question. They are able to answer my
guseslions quickly 2nd lhoraughly, Thank you.

40 Janel was very helpful when trylng o obtain a prnwstonal ﬁcense for a tong-term substitute.

41 I just wanted you to know that glthough | was very fruslraled with havmg 1o pay additional money to receive my ficense

and the fac! that at first my license said | had to lake 6-8 addilional classes; Mary Frigden went above and beyond to
help me get the matler cleared up. She was very helpful and supportive throughout the whole process of getting all of
the additional cddasses remaved from my keense. F am thrilled with her and all her halp. She deserves a huge pat on
the back for alt her hard wark.

a
|
!
:
1

i 218/2016 3:01 PM

f
|
.

2.'5.'2018 2:54 PM

2.'5.'2016 12:05 F‘M

2!4.’2016 12 08 F’M

2.’4/2016 11: 53 AM

21'4:'2018 1047 AM

2142016 7:48 AM

48

a7

§ years ago! | was so pleasantly surprised, 1 had o make sure to do this survey :)

% The website is very easy In use and when i called the office wnh a quesﬂnn it was a very pleasant experience.

When | made a phane call fo ESP8, the phone was answered by a reat person whe knew the answer to my guestion,
That was greatll Thanks!
43 After an application is submitted, communication of problems from ESPE naeds to happen immediately and the 1/29/2016 12117 PM
expiration date needs to be extended with the fag walvad in circumsiances where the application was submitted
enough in advance ( one month), but the process got sfowed down for one reasan or another,
44 | had a very pleasant experience. My only suggestfon is that the backgraund check could be completed in & more 1/28/2016 6:48 PM
i timely fashion. Otherwise, | am glad 1o have my 5ubsmutlng license.
45 S Very courteous and mformanve 1/27.'2015 9:27 PM

112772016 2:30 PM

The last time | worked with ESPEI (abom 4-5 years agn), it was a nighimare! | ealled expecting a similar mleracl!an,
and | left with a smile on my faca!l The friendliness of the staff, abifily to help, etc, had completely changed since 4-5

i had an excallent experience renewing my licensa, My questions wera answerad quickly and lhurclughly with very
timely respanses. Thank yuu

‘!/2?1'2016 8:58 AM

112612016 2:49 PM

Thank you for your fnendly and quallfed respunse

i WoOnderfui help and quick on Ihe licensing..

11‘19:’2015 3: 45 PM

1/22!2015 2 36 F’M
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I wish it was easier lo communication with colege registrars cffices. | knaw that is not what this survey's inlentiar is,

1/18/2016 1:12 PM

1212372015 12:00 PM

12!1 1!2015 9 33 AM

51
but it reafly effecls the process .
JRSVUSPUS D e i - e (ST - - e
52 Mari and Amy are a pleasure o wnrk wnh l can'{ say enough aboul their prcfessmnalssm E hfal 9!2916 11:14 AM
53 Great service. No prub]ams , 119/2016 ‘IU 53 AM
. - e — . e ettt s ot s o o
. S P - - - |
a4 Excellen[ service! Thank you" 1.’17!2016 5 57 PM
55 § Il was very easy and simple lo obtaln my Ifcanse renewal 1!15:’2015 4 43 F‘M
- B PR meran - S—— - -
56 This an—llne prc:cess was wondarful and very fasl' Thank You! 1!14.’2015 3:50 PM
57 Graat wnrk—very pleasant {o work with, 1I14I2El16 1: 18 PM
58 i Vary pleasant o work with. 1!13.’2[}16 3 56 F’M
59 Mari is fr|endly and takes lha time to help svery slep of lhe wayfur whal I needed ' i 3.'2[}18 2 18 PM
60 % Dlana was pollte helpful and prompl. She asslsled me %hruugh the renewal pmcess ina kmd aff“cranl way 1!1212016 B 24 AM
61 E My suggeslmn is plain. Don't make it hard on people to get carlil“calmn We have trouble enuugh l'IImg the ]DbS we f.f10:'2D16 2 og P
{ have and teaching is enough of a hassle on its face. There needn't ba this much cost and governmeantal hassle, | know
teachers licenses In other States for twenly years who had to take courses here to measure up to the standards and
fram whal I've seen ils hard lo tell whelher the effect is positive.
rmrd e g et ot s o o e o o e g et e
62 Thanks for all the help. A tady named Amy helped me and was 5o patient. | am so lhankful for all the hetp. She was 110/2016 9:10 AM
amazing Thanks,
63 Keep up the good work but p!ease try te address the process and fegulatlons that | am tnld have to be followed. 1.’8.'2016 6:23 PM
| Thank you.
64 ESF'B Is always cpurlenus and helpful when 1 call about issues or for resalutlnns 1I'FIZG15 6 15 F’M
65 1t was wonderful to work with you! A7/2G16 10:36 AM
B6 Thank yout 1/612016 1:39 PM
67 Every time | had a question or an issue, everyone was very very helpful and always thh a 5m|le .. | cauld 'hear' the 1/5/2016 6:17 AM
[ smile over the phnne Greal pe0ple
68 E- | have been so plaased wllh ihe help I have received from Mari and Janel Thay truly want {o ha]p you and W|Il go out 14420186 1:56 PM
i of their way lo he!p yau Keep up the great work at ESPBY Yvonne Engelhafl {
&9 Everythlng worked cul really well and was aasy io nawgate nnllne! ; 12/31/2015 I F'M
70 Very easy to renew lficense and very helpful staff, 12!29!2015 121 FM
71 The staff working In the Educalian Department are all excellent and knowledgeable in thelr area of expertise working
lhe cnline reglstratlon was much [ess difficult lhan anucipated fwas able to finish the onllne registraticn with ease,
72 E Fire all of thern anl:l find people that know how ta cpmmunlcale wnh olhars 12/21/2015 5:01 PM
73 My lranscnpes were mailed and were senl by school mail whlch said the leller with transcnpls was sent from Fargcl 12.'21.’2015 12:58 PM
Bismarck said they did not receive il, Justwnndar where lhal ended up?Had lo scan and resend
74 Dar't change a thing. Great]oblllllfl 12/17/2015 7:26 FM
75 For some reason the survey would not allow me Lo check any of the boxes, but F would say "Excellent” o all 12/18/2015 10:04 AM
questians, | called in September to find out how to ranew my license. She was very kind and knowledgeable, Last
: night | filled out the application and altached my transcripts in an email. | already had an email that my license was
E apprnved l'or ranewal lhls momlng l was very happy with how qulr:k and easy lhls process was. {
76 Pl wuuld like to £hank Dlane Weber for all of her help and pahence w:lh ma”l | am very exclled to hava my North Dakola ! 12;'1 512015 358 PM
Fetime licensell |
77 My contact with the staff nf ESPB was very pleasanl am:l professmnal They were also very halpful 12.’11.’2015 2 00 PM
78 Drivers Ed, Credentlal 12/11/2015 11 1DAM
75 They were 50 unnerstandlng and pallantl!
BO 1 Ihad to call for a question regardmg credits and lhe call was answarad immadzalaly and my queslipn was answered 12!1 11’20?5 7 35 A
l with ease. | appreciate the fact that when I sert in my transeript [ was sent an emait verifying that it was raceived. The
. prpcess went smeothly, Thank yuu!
E e —_ L g S - - - - e e v i b M b 1 7
;M ; Rasponse emails need to be raspaclful ahd professionally wriuen

12/40/2015 3: 19 F’M

3/8
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o
na

EVerybtde that ass:sied was very helpful and profasslonal 12]8:’2015 9:43 AM
83 ¢ lreally like how 5|mple il was to complete lhe appllcahon | have looked at other siates sites and they do nat make lhe 12.’3.’2015 12:56 PM
: prOGBSS as slmple as in NO. Thank you'
P A e AL o ARIAI S e+ a1 o - — - PR . e
B4 ¢ Ihave interacled wnh other states’ Ilcansmg agencies and | LOVE NORTH DAKOTAI You are 50 easy to work Wflh 12132015 11:54 AM
and 50 llmaly! Thank you {clr belng on top af your game lHove worklng with NO agencles' ‘
85 X The hcmepage W|J| not et me log inor resei my paSSWDrd Very frustrating and Wastlng my lm‘le” 12/2/2015 Z:44 PM
86 | have no Issues wuth stafi, They were cordial on the phone and helptul, but it appears that the office and process has | 12/2/20145 8:15 AM
. some room far growth. !
B7 ; I have sometimes feund that people who wark with records all day are nol especlally good at relahng o peuple ! 12/1/2015 8:56 AM
! However, this is nol the case wilh ESPB. They have always been friendly and professional. Since my continued i
employment depends an properhcensure I find ihelr senvices qune valuable ESF’B -8 class act, all lhe way'" :
Ba : Vsry professluna! and anjuyabls s?afﬂ 0 1142412018 226 PM
a8g " The process of gemng my own life cert;rcale was easy. | did ﬁnd it furny that l needed to get venﬁcatlcn from TFFR 11/23/2015 4;35 PM
as proof since my enlire caraer has been in KD, I would think that would be in my records. As 2 principal, | have
{ called several limas in lhe past few yaars with guestions about the highly qualified status of staff or potential staff. |
;‘ have had many of these conversations with Mari Fridgen. She is a fremendous asset to ESPB. | have always found i
!
% Wari to be professicnal and kind. If she needs to follow up on & question, sha has always been very prompt. f anyene
g deserves a banus from the Govemnaor, Mari would be on the lap of my fist in Blsmarck Thanks
o ’ Amy was very fnendly and wrllmg fo gurde me thmugh the 30 year Iac.ense prucess Thanks for all yuur helpl! 11:'23."2015 12: 25 F’M
91 The wabslie is easy to use and staff ema:led me lo let me know %hey receivad my |nformal|un The whole process was 11,'23!2015 12:18 PM
quu:k and easy What tnnk lne Inngest was getiing my iranscrlpl and that has nothlng o do with ESF'B
92 ; Please accept more forms of cradit card payment or check payment 11:’23!2015 10:33 AM
93 § Dr Janet Welk is a wealth of information and she so readily helps wnh any request II is greal e wurk with sameone 11!18.’2015 B:14 AM
§ wnh 1hE knowledge and passion she has.
94 3 Sura appreciata the hn'le!y assistance, Thanks for a great jnb' 111’??:’2015 11:07 AM
a5 i Im pleased lhar my Ilcensure went lhrough 50 qmckly Thank ynu! 11!13.'2015 5 2? PM
46 Great expenenne workmg with them, very helpiul and lhank ynu1 111’13!2015 1 55 PM
97 ! Everyone has done a sland up job in this process and deserves a pal on :he back. | nouldn‘t have |rnag|ned il going ‘ 11!13.’2015 11:43 AM
¢ any smoother, thank you very much!
; Thanks for allowing bs to send an unofilcial transcript! 11.!'1 UIECHS 12 3z PM

Thanks | 11/9/2015 10 18 AM

100 | Was unable to rnd some of lhe web slles that were needed to gel my UND credits Eransferred but did call UND and x 11]5!2&15 1:17 PM
{ DPland all were very helpful. .

1‘%1‘5."2!]15 5:05 PM

101 Superb, know!edgable and friendly parsonnal"l
102 E | like !ha: you kept my past Iﬂforrna%lun on f[e. 50 l dh:in t have to put In pasl Information 111’41‘2615 9 21 AM
: e e et ot ; [
103 : A graup of pecple directed by the iron-fisted Janet Welk who has accurnulated the fnllowmg ofunlversny minions, The | 11/3/2015 10:28 AM
i goal of the entire group appears 16 be scamming applicents out of money (directed to the universilies) while
: apparenﬂy havmg lo answer to no one, This board iz a ﬂeece jOD of ND citizens, second aniy la the oit |ndu5try
104 I appremaied their help § 11.’3.'201 5 B 57 AM
105 Everyone Was 50 very pieasant and helprul whenever l called and had queshansl ; 10!25.'20?5 11: SD PM
106 You were all very helpful in guiding me through the process of getling my sub hcense ‘ 10!26.'2015 8:37 PM
107 Mari Fridgen was sa helpiul teday! | really appreciated her urgency with my situation. She was so helpful. Thanks 10!25:'2015 7:32 F‘M
agaln
108 E lee 1ha online system -easy' ! 101261‘2015 1 03 PM
109 Man Frldgen has been amazing. She has klndly asslsted me over lhe pasl year and ! can'l even begln ta fu]ly descrlbe 1D.f15!2015 1? 20 AM

my appreciation. Prampt, knowledgeable, professional, courtecus, and AWESOME are just & few words to describe
her She is a Irue asset to ESPB. i
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l am very pleased wrth ESF‘B

3

request/applicalicn was sent. It was not clear that the application pracess was over, With a great deal of locking, 1
finally saw the status as "Pending or Processing” in the left hand menu bar. This was rot easily seen and the limeline
that was to be expected bhefore hearing whether the renewal was successful was not communicated at the lime of
submlsstnn OlherWIse very t|mety and easy process Thank yeu

| ND and have found each visit tobe extremely well-organized and purpuseful

Customer Satisfaction Survey

| have recently been hirad on as the principal for the Gircle of Nations School and | am so impressed with both ESPB
and DP| with how patient and knowledgeable bath departments have been. [ thank you for all that you do in making
my]ob easiar,

Outstandlng service

Mari Fndgen is exceedlngly cnurtenus and a pleasure lo communlcate wﬂh

Applymg on-!rne and bemg able ta scan and emall my transcrlpls made the renewal prncess very qurck and easy

It has been a pn\nlege and a pleasure 0] wark walh ESPB over lhe Iest 35 years thet | have held a lescher's license in
the slate of North [Jakota. | have participated on a number of accradilation site visils ta university/coliege campuses in

My renewe! was done stncUy onllne My only suggestion wauld be to sand an email conﬁrmlng thai the

Thank yuu very rnuch for al] gmdance in regards o reapplymg ferl censure.

i The ESPE c!lrectur and slaff are some of the kindest and helplu people in stale govemment They are s¢ responsive la

my needs and concerns. Keep up the good work.

f Venfy the address | thought | changed mine hut it did not save if it wuuld have been ve:ifad it wnuid have saved tima

and work for everyone

i Venfy the address | thought | changed mine but it did not save If it wauld have been venﬁed :lwoutd haue saved time

and wark for eueryone

! had excellent help over the phone and a very gDud experience overall in applytng for my re-entry elementary
] teachlng Ilcense Thank Ynu tad;es in the cfﬂcel

| was very pleased that aII my emalls Were answered prdmptly it was very easy tn renaw onfine.

10M13/2015 1:33 PM

10."131'2015 11: 17AM
10.!‘12:'2015 B 04 AM
10."8!2015 11:27 AM
10.'7.'2015 a8:51 AM

10/7/2015 8:44 AM
10/6/2015 6:01 FM

10/5/2015 2:50 PM

10/2/2015 9:05 AM

9/30/2015 B:46 AM

B/27/2015 B8:23 PM

9:’2?!2015 3 20 Pt

123

Thank yau for helping me thrnugh this process.

124

125

127

128

128

126

130

131

132

133

'

: Apprecaeted Marl Frldgen s help competency, and wllllngness fo help us sort uul aur lssue

; active license and muitiple endarsements ND has lo change ihe precedures from when they were putin place at a
i tlme much dlﬁerent than now in what the needs of our state and student's are presently*'

H

i 1was vary Impresseci with the online application, payment and help from Diane! She was greatt l naticed rather late
‘ lhat my ceriificate was due, and she did everything she could to see that the process was cumpleled on time.

The steﬂr was the most respcnswe slaff in state government. Referred me to DPI cradential offce

Duane was really easy {o wark with. She could answer any queslion and did 50 in a very pollte and pml‘essmnal
mannerl

Every slafi person 've talked to has been so kind and helpful, This is my first {ime acquiring a license and they hava
made it painless!

I hed a very good expenence with the ESPB staff. They were knowledgeeble and extremely helpful

Redn the system. If you want quellty teachers and teachers lo not get frustrated cumlng in from out Dfste!e with

| think ND needs to take a real hard look at allowing teachers lo use CE hours toward ranewing their license, ! find
myself always searching for a class that is inferesting, worthwhile, and has college credit. | see many classes that |

wauld love to attend, but they are for CE hours. These are usually the ones thal would benefit my degree/area of

study Alsu lwou!d have altended the Teachers Canvenhon |fthey would have glven credrt

i The interacuons i had wtth ESPB were pnsttwe The sleff was friendty and respnnstve They weare ahfe io dtrecl me lo
; lhE lnformallon 1 needed and helped me obtain my license quickly during a very stressful time.

Marl made thlngs 50 easy far me, Thanks! 1}

BI22!2C|15 1:57 F‘M

SR

8/15/2015 8:51 PM

9:'1 8.'2015 2 53 PM

i 9.’18/2015 11:53 AM

fus T
t 9.’18.’2015 10 30 AM
H

i 5/18:’2015 9 59 AM

9/16/2015 9:27 AM

8/15/2015 12:14 PM

9/15/2015 11:21 AM

9/13:’2015 4:14 PM

134

Please continue to be palient with me in the near future as 1 cantinue to wark to renew my teachmg license. Your the
besttll

E
E 8H11/2015 8:47 AM
S

In farrner dealmgs with this off‘ce‘ Ive had excellent sewice with kndwledgeable staff.

[ The ontlna apphcatlon is 50 easy and qumk tn completa .a great convenience to have avallable

!
5P.66

E 9/9/2015 10: 50 AM

91912015 B 35 AM

9/30/2015 8:45 AM

E B.'23!2015 11:42 AM
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137 Excellent services. You afways try to find and give alternative sclutions ta whatever prablems applicanis encaunter ¢ 9/8/2015 4113 PM
wsth hr:ense application. j
138 Vary pleasad with the ouerall service, The unly slow parI of the |nIera|:l|0n was wamng on outside sources to venfy 8/5/2015 10:04 AM
background wi’uch cuuldn 1 bE condralleg by thls sarvice, Thank you' :
139 It weuld have been halpful if  had been mare aware of the 30 year licensure |nfarmat|on 1 Ihaughl it was Ieacmng 30 9/2/2015 7:04 PM
¢ years and it was having a license for 30 years...sa | had filled out the form incorrectly last ime (five years ago). | callad
i @ year later {0 report my mistake and was icld that the infermation could not be changed se | had lo get 4 more credils
i for my licensure this renewal period [t was dlsappnlnllng and custly i
140 E So much easiar than pasI renawal prnceduresi ; 9.'2!2015 10:53 AM
141 ! None i 912;2015 523 AM
142 : Arny and the other person who helperi me Ihruugh the re-antry Iorln:ense were very heIpiuI pmfesslunal caring, and ! 8/1/2015 3:03 PM
patlent | apprer:lale thaIl Julene Rummel
143 - | was stressed about the process of nbtalnzng a ND Teachmg Llcense bui Mart halped gmde me through tha process |, ©/1/2015 2:19 PM
and made it very easy for me. She real?y wen: abcut and beyond and she was 50 easy {o work with, Thanks Manl :
144 5 Hawng Ihe ability Io complete “‘IIS prucess onIlne saves so much time am:l is so aﬁ'cxenﬂ I 813112015 6:16 PM

B.’S‘H2D15 340 PM

! Trealed 2ha new teacher fike an idiok Made her feal lernble

: I was unsure c{ whal I was dumg but the staﬁ' was reafly helpful and Iwas able to renaw my llcense ln a I|mely manor.  ; HIB1.’2015 12:59 PM
ii Thank yau, Rebecca Severson

147 I Marl Fndgen doas an excallenl helpful and thnraugh jub and I greatIy apprecrale the help

148 { Ewveryone | ever interacled wuh ~from my very first call to the smallest emall-- was |ncrecfih|y helpi’ul ancf always 50 3 3128.'2015 11:50 AM
nice. | felt like the attentlnn o my procass was persunal nat like 1 was just a number!l'le

81'2812015 1.32 PM

The cost of renawing a teachers license is ridiculously high for such a lowly paid professicm Mathing short ofa money 5 81‘27!2015 8:01 PM

149 f
E maklng scheme Ihare Is no reason what-so-gver fclr such a hlgh cost, E
150 [ reai!y wnuld Ilke to see administrative credeniials and Ieachnng credentlals handled by Ihe same graup S/EE/ZG‘IS 945 AM
151 i lapplied for and received the interim subsmute IIcense I think thers shauld have been mare rnformalmn pmwded \ 81‘2012015 9:18 AM
anline for the length of the process and how to renew the ficense once it has expired, | think the process tock around 5
ane month for me, and was a litile tco expensive. ;
152 I was not expecting the ESPB sita to be ezsy lo use, but | was thrilled at how easy il was {o use.(Especialty sinca E 8M18/2015 1:49 PM
technology is not "my lhing.") B was easy lo follow and | appreciated the "lo do” box lo know what was my £
responsmllily ta cnmple!e ‘
153 ! This process - onfine - weni welll Whaa 1 came to the oﬁ'ce lo dlscuss a concarn, that did not go as well, 8/18/2015 7:56 PM
; Unfnrtunaleiy rny cancemns could unly have been undarstuod by Ihase who have a heart far children !
154 Thanks 50 much for yuur heip t 81'1512015 3 03 F'M
i e e <] e e et - - N S vt et e e e vt s e e
153 Very helpful. Answers fo my quesﬂona were answared prc:mplly and accuraIely Iwas treated raspeclr’ully and . % BI1?.'2[)15 10:35 AM
professlonally. | appreciate the eXf:ellen! service, Thank you §E
156 Process went well fnr me. i
157 Yearly CTE Subsliiule License. Thank yuu E BIM.’2D15 7: 18 F’M
158 YearIy CTE Subsmute Llcense Thank you Bl‘I 4:'2015 6:41 PM
159 ; CTE Subshtuie Ilcense Thank You BI14.'2015 B:04 PM
160 1 Substitute chense { BI14.’2015 5 58 PM
161 My questions ar inguiries or answered right away! 841 3!2015 7 46 AM
182 Thanks again, Amy. for your courteous help! 8/12{2015 3; 59 PM
183 Thanks for Ihe qu:ck answers, work and In::ensmg. BI12!2(]15 10 48 AM
164 § Janel Welk does a Very good juh i 8.’12!2015 B: 53 AM
165 : Why Is the send it address not available and why have I no mall? By naw I should haue fans of malI if it is coming BIB."ECHE 9:01 PM
i thraugh io us, waiting 1o hear fro all contacts including MRACTC And state Iesung Barbara J. Knudson Counsalur
155 § I applied for a subsmule license. | rehreci aﬂer 30 years of teaching in ND and 3 yaars in MN and S0, 8!7!2015 4: 59 FM

/8
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. Thank yuu fora very smooth Ilcensmg prccess ; 81712015 10:34 AM
168 I llke lhe lmmedlasy af the on-lrne syslamn, but 1 find it hard to rale above average when there is really no humaﬂ 87772015 9:27 AM
interaction involvad. To have a password and learn to use a system for someathing only every 5 years kind of takes
. away [rom lhe canvenience par,
169 ; Every single ESPB staff member | inieracled with was extremely friendly, helpful, and efficient, Thank you for making B/6/2015 B8:32 AM
i thls precess clear and easy—! real!y apprecrale i :
170 5 I had several quesllons throughout the hcenselhcensure pracess and spoke to dlﬁerenl ga!s on several oecasions. ‘ 8/5/2015 12:10 PM
! They were excellent at answering my questions and providing the guidance | needed. The fevel of their knowledge and
! understanding is excepfional. When ! leff a voicemall with a question, my calis were returned in a very timely manner! i
: can't thank them enough for all of their helpl
171 Altheugh an errar was made when processfng my renewal applscauan lhe prablem was reﬁolved wﬂh:n minutes nf my ' 7/30/2015 5:32 PM
call The Dnline applicaton is seamless and easy Ifl had any questions the were answered |mmed|aiely Thank yeul ;
172 ; A Slmple process, 1likad that the transcnpl ;eqwrement could be me usmg an unnﬁ”cral ducument 7!29.’2{)15 9: 25 AM
173 Thank youl | 712&12015 413 PM
174 Diane Weber, Thank youl ; T.f25;'2015 5:22 AM
175 1 dld havea Iltile trouble rndlng {he correct wards 1o use in my search lo #‘nd the carrect websﬂe E 7!21:’2015 7 57 F’M
176 ; ! fike the opllon of appfying online and havfng my quesllnns answered via email. The process was pmuy seamless TIZOIZDTS 5 55 F‘M
;; oncel gol my lranscnpk lo ge 1hreugh Thanks Chris Kramer
177 ' An explanaimﬁ of what is needed o dncurnent 30 years of leachlng.'huidlng a ND teachmg Ilcensa on !he wehsne E 7/19/2015 6:05 FM
wauld have been nice. ;
178 Can‘espondence was cumpieled via emall' al‘ld responses ware recewed qwckly Wlth Information mquesled in addlhnn 71'1 E.'2015 10:03 PM
to the finzal amail Indlcating ihe hicensure had been lssued Thank You"
178 Ms. Fndgen deserves a raisel ) 'H14n'2015 10 05 AM
180 Greal Joblii 7:’1 1.'2015 1:00 PM
181 You are s0 easy to work wrlh' Thank yuu fur yuur EE| me-day serwce! 7.'3.'2015 11: 50 AM
182 ' Thank for mak!ng the ficensure process so smuelh [ got an emall R[GHT AWAY lelllng g 1hat I was sel 1o go... 7121‘2015 10:52 AM
within an hour of my transcript submission, BIG IMPROVEMENT froem the past. Navigaling the websile 1o start was a
]iitle hitchy, and NISU's for getting my transcript was TERRIBLE, sa THANK YOU
183 It was very easy for me o ublaln my |ni$ral license, The help was awesome and was a smnoih prccess Thanks 7:'1.'2015 10:34 AM
184 The enﬂre prncess seemed very efficient. 6!29!2015 517 PM
185 g Very easy process 61‘29!2015 1:24 PM

l
H
i

o
i

Thank you for issuing this ilcense Im grareful and %hankfull You were excelfenl' } 61'28!2015 2:22 PM

186
187 | was seeking a re-entry license to ND to leach MS, Mard Fridgen was exlremeiy helpful In helping me navigate the 6/25/2015 11:29 AM
process. She answered all my guestions quickly and thoroughty. It was very nice to deal with a real person instead of
the impersonal menus and lack of response that is the case In New York
188 Great staffl Quick resporse times. l(lnd warm and accommadalingl 6/19/2015 2:36 PM
188 | wonder why teaching in anolher state does not aliaw renewal lo a 5 year license. | rer:ewed my educaticn al NDSU 6/18/2015 7:45 AM
t and have taught in both ND and MN. But since | am currently eaching in MN | am only allowed to renew for two years, |
J am slill in the classroom and don't see the difference belween being in a classroom in ND versus being in a
classroom in MN as changing my quailfcallons
180 Applying for another § year teaching ficense was easy. | dld not have any quesilons or ;Jrnhlems where I needed tip B6/17/2015 10:11 PM

talk to sameane :!

The online application was sa easy to complele, 1 received an email confirmation within minutes of submiting my g 6/17/2015 8:51 PM
spplication, and ancther emall a short while later afler | emailed my transcripts, My applicalion was approved within a :

i EI17.’2015 4: 15 F‘M

;

i day. | appreciale the prempt service!!
182 { Always a pleasure working with Diane Weaber.
193

Thy system that is now in place is awesome! No mare wamng on mall whlch makes lhe process qmcker and less of a
hastle, Very friendly and helpful staff, Awesome experience.

!
]
H
i
[

6.’17.'2015 10 41 AM
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This whele pracess was a lol less difficult than | anticipated it would be in the time feading up 1o me completing ©BM16/2015 11:45 PM
t had franscripts seni to the Tille | office as well to renew my Reading and Malth credentials. | wish [ had known to 6/16/2015 2:28 PM

The information an the website was not 2ll convenient and easy to understand. "Qualifications” Is ambiguous-— © 6M16/2015 11:35 AM

E.’15.f2015 10:17 AM

Everyane al ND ESPA has been amazingly kind, helpful knoMedgeable and FUN Belng 50 New Qo hlgher : 5:'15.’2515 2:20 FM

My experience with ESPB was greal in all areas! When | conlatied the office as o hcw to go about getting my ; 6!14!2015 9: 29 PM

5114.'2015 10 ‘!D AM

i find it hard lu bellave lhat I had {0 have my school district write a letter to verlfy lhat I had a ND lsc:anse far mare than EH 4.’2015 12 06 AM

The onling application was very simple to use. | was pleasantly surpnsed Also the response {o my email was very Ef1 (}.'2015 11:30 PM

61'91'2015 4 ‘;4 PM

5."81'2015 5 20 PM

Since my computer showed conneclion problem, I appraciated receiving a print out and havmg my Ilcense renewed | 6/4/2015 1:53 PM

H

G.’4."2015 1 dE PM

? Ei3f2015 12 04 PM

E.’3.’2015 j2H 55 AM

6/2/2015 9:27 AM

Phone number in phanebuok 611.'2015 11 47 AM

184
evarythmg electromca!ly lam lhoruughly Impressed with the wnme:lzale tum around timell
185
have ESF'B send them to the Tllle Office!l?
196
qualifications to obtain the license or what | am qualified to teach? My account still says | need io submit my
. transcripls even though [ sent them the day of the appiicalion {and received an email indicating receipt) and naw have
i received confirmation my license has been renewed. If you're golng to have a "o do” Bst (which could be useful} it has
e be accurate and up lo date,
197 f always recigve great customer service when wnrking with Amy F.al ESPB'
198 Nuthmg to say but Excellenuub auys
188 :
i education, | have struggled to figure things out, and Dr, Welk has been so heipful and willing fo meet to offer quidance.
§ She also responds lo email queries immediately. | would have been lost with her help and support thls year
200 !
¢ Lifetime Gerlificale, they were so helpful in explain to me step-hy-slep instructions. The online form was easy alse to
g follow, | couldn't believe how fast | received my cartificatel Thanks so much for your awesome help! It was all greatly
appraclaled!‘l :-)
201 Great service,
202
* 30 yrs in ND..it seems that since ESPR grants the licenses they should know when they first granted me & license. |
| was lold they only kesp records for 5 years...and if thats the case I think that should change. ft was not a problsm 1o !
¢ get that information from my school but seems llke an unnecessary slep :
[ ' %
283 '1 Thanks for ynur help with my concernsl 1
204
qunck Thank yuu
205 ] ALWAYS HELF'FUL AND WILLING TO F!ND ANSWERS
206 ; Marl has been quick lo retum phone cails and emails, she has been very helpfu! c:blalnlng my kzndergarten
sndorsement
207 ;
i Thank you for your service. MAE
208 i Amy was awasome wnth all of har hefp'
209 r Exceiienl Servlce
210 Anyilme | have ever had any ques!luns ar concerns F have been able to contact someong and receive hefp
; immediately. | truly do appreciate the timeliness, hard work, cooperation, and eourtesy of the staff. Thank you for E
i working s0 hard to ensure our neads are metl
211 3 Thark you Mart for your wonderfu! assistance, and please make sure that all people ara an the same page In what
! information they give out, or at least defer lo somaane else bafore giving people like me infarmation that you aren't
é suTe iS5 accurate
22
213 %

Response to an email question was answered very quu:kly { EHIED‘IS 11:41 AM
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