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We would appreciate your help in telling us how we can improve the services provided by the Education and
State Employees Grievance Board. Please respond to the questions below and mail your completed survey to:
Customer Survey; 808 Greenbrier Street, Charleston, WV 25311. All surveys must be postmarked no later
than January 7, 2000. You may also fax this information by that date to (304) 558-1106. If you have any
questions regarding this survey, please feel free to contact Ron Wright of the Grievance Board at (304) 558-
3361.

I. Adjudication Services: Administrative Law Judge Performance
Very Not

Excellent Good Fair Poor Poor Applicable

1. Promptness in deciding cases 5 4 3 2 1 N/A

2. Quality of written decisions, e.g., readability, 5 4 3 2 1 N/A
proper discussion of legal and factual issues

3. Ability to conduct orderly and fair hearings 5 4 3 2 1 N/A

4. Knowledge of law applicable to the hearing 5 4 3 2 1 N/A

5. Conscientiousness in finding facts and 5 4 3 2 1 N/A
interpreting the law without regard to public
criticism

6. Courtesy to parties and witnesses 5 4 3 2 1 N/A

7. Please rank the top three (3) qualities, by question number listed above, which you find most important. For example, if
promptness in deciding cases is the most important, you would place a “1”  in the first blank space.

(most important) __________   (second most important) __________   (third most important) __________

II. Level Four of Grievance Procedure: Administrative and Secretarial Staff

8. Simplicity of forms utilized to file grievance 5 4 3 2 1 N/A

9. Simplicity of procedure 5 4 3 2 1 N/A

10. Promptness in obtaining a hearing date 5 4 3 2 1 N/A

11. Promptness in responding to requests for 5 4 3 2 1 N/A
information about the grievance procedure

12. Accuracy of information provided 5 4 3 2 1 N/A

13. Courtesy of staff 5 4 3 2 1 N/A

Customer Satisfaction Survey

State of West Virginia

Education and State Employees
Grievance Board

www.state.wv.us/admin/grievanc/grievanc.htm

See Reverse Side for Continuation of Customer Survey



Grievance Board Customer Satisfaction Survey

III. General Comments:

14. Circle the percentage of your overall  100% 90% 80% 70% 60% 50% 40% 30% 20% 10% 0%
satisfaction in doing business with the
Grievance Board

15. During 1999, has your overall satisfaction with the Grievance Board:

r Increased r Decreased r Remained the Same r Not Applicable

16. What are your top three (3) recommendations to improve the services provided by the Grievance Board?

17. Is there anything else you want to tell us?

IV.  Customer Information

Please check the box that best describes your role in the grievance procedure:

r Grievant r Employer
r Employee Representative r Counsel
r Other ____________________

(Completing the information below is optional, although it may assist us in following up on your comments or complaints)

Name: ________________________________________________________________________________________

Agency: ______________________________________________________________________________________

Address: ______________________________________________________________________________________

Thank You for Your Response



Average Rating by Customer of Adjudication Services for 1999
Customer Type Responses Overall

Satsfaction Prompt Decision Quality Decision Orderly Hearing Know Law re
Hearing Public Criticism Courtesy

COUNSEL 11 81.82 3.82 4.18 4.64 4.36 4.27 4.73
EMPLOYEE REP 11 58.50 3.00 3.30 3.20 3.33 2.60 3.90

EMPLOYER 23 74.35 3.43 3.91 3.91 4.17 3.83 4.26
GRIEVANT 56 41.00 2.75 2.87 3.13 3.15 2.60 3.71

OTHER 5 67.50 3.25 3.75 3.25 4.25 4.00 3.75



Average Rating by Customer of Adjudication Services for 1998
Customer Type # of Responses Overall Prompt Decision Quality Decision Orderly Hearing Know Law re

Hearing Public Criticism Courtesy
COUNSEL 16 75.94 3.38 3.69 3.81 3.73 3.67 4.25

EMPLOYEE REP 11 62.73 2.55 3.27 4.18 3.50 3.10 4.36
EMPLOYER 30 79.33 3.55 4.17 4.52 4.34 4.24 4.67
GRIEVANT 40 55.77 3.18 3.67 3.75 4.00 3.47 4.16

OTHER 4 92.50 4.00 5.00 5.00 4.50 4.50 5.00



Average Rating by Customer of Administrative Procedures and Staff for 1999
Customer Type Responses Overall

Satsfaction Forms Simple Procedure Prompt Hearing
Date

Prompt Info
Response Info Accuracy Staff Courtesy

COUNSEL 11 81.82 4.10 4.30 4.45 4.27 4.45 4.27
EMPLOYEE REP 11 58.50 4.10 3.40 3.90 4.11 4.44 4.40

EMPLOYER 23 74.35 3.78 3.52 3.43 3.86 3.86 4.26
GRIEVANT 56 41.00 3.53 3.20 3.04 3.36 3.13 3.76

OTHER 5 67.50 3.75 3.50 3.67 4.00 3.67 4.00



Average Rating by Customer of Administrative Procedures and Staff For 1998
Customer Type # of Responses Overall

Satsfaction Forms Simple Procedure Simple Prompt Hearing
Date

Prompt Info
Response Info Accuracy Staff Courtesy

COUNSEL 16 75.94 4.21 4.07 3.88 4.25 4.27 4.40
EMPLOYEE REP 11 62.73 3.91 3.55 3.55 3.80 3.82 4.27

EMPLOYER 30 79.33 4.04 3.82 3.96 4.32 4.36 4.41
GRIEVANT 40 55.77 4.00 3.84 3.43 3.72 3.56 4.24

OTHER 4 92.50 4.25 4.00 4.00 4.25 4.50 4.75



APPENDIX D

GRIEVANCES FILED AT LEVEL FOUR AGAINST GOVERNING BOARDS OF

HIGHER EDUCATION AND COUNTY BOARDS OF EDUCATION

CALENDAR YEAR 1999 THROUGH 1992

 
Board of Directors: 1999 1998 1997 1996 1995 1994 1993 1992
Bluefield State
College

0 1 2 1 0 1 6 2

College of Graduate
Studies

0 0 0 1 0 0 3 0

Concord State
College

0 2 1 2 2 4 0 2

Fairmont State
College

1 0 2 2 1 0 3 3

Glenville State
College

0 0 0 0 1 2 0 0

Potomac State
College

0 0 1 1 0 1 0 1

Shepherd College 4 1 7 4 3 6 7 2
West Liberty State
College

3 4 4 3 5 0 5 1

W. Va. Univ. Institute
of Technology

0 0 0 0 0 4 1 2

W. Va. Northern
Community College

0 2 2 3 2 4 1 2

W. Va. Southern
Community &
Technical College

1 1 6 2 2 1 2 1

W. Va. State College 8 2 3 2 4 3 2 1
Board of Trustees:         

Marshall University 11 10 8 6 5 11 10 4
W. Va. Graduate
College

0 0 0 1 0 0 0 0

W. Va. University 28 13 18 27 13 19 8 8
W. Va. University
Hospitals

0 0 0 0 0 0 0 1

W. Va.
University/Charleston

0 0 0 0 0 0 0 0

W. Va. School of
Osteopathic Med.

0 0 2 1 0 1 0 0

Totals 56 36 56 56 38 57 48 30



County Boards of
Education:

        

Barbour County
Board

2 0 0 2 3 12 5 3

Berkeley County
Board

2 1 7 5 1 3 2 2

Boone County Board 6 6 1 5 10 4 7 1
Braxton County
Board

0 2 1 1 1 0 1 2

Brooke County Board 2 1 0 3 4 2 7 7
Cabell County Board 7 0 11 9 9 4 7 11
Calhoun County
Board

1 3 0 0 0 0 0 1

Clay County Board 2 0 1 1 0 0 0 1
Doddridge County
Board

2 0 0 0 0 0 0 0

Fayette County
Board

1 3 7 8 5 4 9 4

Gilmer County Board 0 1 0 0 4 0 1 2
Grant County Board 2 1 3 2 2 1 0 1
Greenbrier County
Board

2 1 5 7 5 3 0 1

Hampshire County
Board

1 0 3 1 1 0 2 2

Hancock County
Board

7 9 12 11 10 15 16 6

Hardy County Board 1 0 0 1 1 0 0 2
Harrison County
Board

8 4 4 5 4 1 1 1

Jackson County
Board

4 1 3 2 3 1 1 1

Jefferson County
Board

1 4 2 2 3 1 2 2

Kanawha County
Board

25 13 17 19 17 33 25 28

Lewis County Board 4 2 4 3 0 0 4 6
Lincoln County Board 20 30 33 7 9 9 15 10
Logan County Board 7 7 18 15 21 12 13 12
Marion County Board 1 3 2 5 5 7 22 10
Marshall County
Board

2 1 3 0 0 0 5 2

Mason County Board 5 4 5 9 7 19 8 4
McDowell County
Board

5 0 2 5 7 4 6 10



Mercer County Board 1 2 10 3 8 25 8 16
Mineral County
Board

3 5 3 2 3 2 6 5

Mingo County Board 6 15 40 49 67 20 16 12
Monongalia County
Bd.

14 11 0 8 4 10 5 10

Monroe County
Board

5 3 2 6 5 4 1 9

Morgan County
Board

1 3 3 4 1 1 2 2

Nicholas County
Board

5 4 3 3 2 0 4 2

Ohio County Board 2 1 2 3 3 1 4 5
Pendleton County
Board

0 2 1 0 4 1 2 1

Pleasants County
Board

0 1 0 0 0 0 0 0

Pocahontas County
Board

0 0 2 0 0 0 1 1

Preston County
Board

4 1 0 0 4 3 2 4

Putnam County
Board

13 6 12 3 4 4 4 4

Raleigh County
Board

3 2 10 12 9 29 4 9

Randolph County
Board

3 5 3 7 4 6 2 2

Ritchie County Board 0 2 1 1 0 0 1 0
Roane County Board 0 0 0 0 0 0 2 0
Summers County
Board

1 3 2 6 5 8 3 9

Taylor County Board 0 0 0 1 2 0 0 0
Tucker County Board 1 1 1 3 0 2 0 4
Tyler County Board 0 0 0 3 0 2 3 1
Upshur County
Board

1 2 1 2 1 2 0 0

Wayne County Board 11 6 6 5 4 3 2 4
Webster County
Board

1 0 3 4 2 3 3 11

Wetzel County Board 1 2 3 6 2 5 1 2
Wirt County Board 0 1 1 0 0 0 0 0
Wood County Board 5 3 5 6 4 1 1 6
Wyoming County 4 1 4 2 5 4 5 10



Board
Multi-County
Vocational Centers

1 0 0 2 3 1 2 0

Regional Educ. Serv.
Agencies

0 1 2 1 0 1 0 1

W. Va. Board of
Education

(previously reported
as a state agency)

7 6 5 6 4 4 3 1

 213 186 268 276 283 277 246 262



APPENDIX E

GRIEVANCES FILED AT LEVEL FOUR AGAINST STATE AGENCIES

CALENDAR YEARS 1999 THROUGH 1992

 
 1999 1998 1997 1996 1995 1994 1993 1992
Adjutant General 1 0 4 0 2 0 0 0
Administration,
Dept.

3 5 5 2 5 1 5 4

Agriculture 0 0 0 2 0 0 0 0
Alcohol Beverage
Control Admin.

0 2 5 0 0 1 1 1

Auditor's Office 1 0 0 0 0 0 0 0
Bd. of Examiners
for Reg. Nurses

0 0 0 0 1 0 1 0

Clarksburg Public
Library

0 0 0 0 1 0 0 0

Commerce,
Labor, Econ.
Resources

0 0 0 0 1 0 3 4

Consol. Public
Retirement Bd.

0 0 0 4 0 1 0 0

Corrections 94 64 48 46 34 29 13 18
Culloden Public
Serv. Dt.

0 0 0 0 1 0 0 0

Cullture and
History

0 2 2 0 1 0 3 1

Development
Office

0 0 0 0 0 1 0 0

Economic
Development
Authority

0 0 0 0 0 0 1 0

Educational
Broadcasting
Authority

1 1 0 3 0 1 2 0

Bureau of
Employment
Programs

6 14 13 8 6 10 20 20

Bureau of Senior
Services

0 2 NA NA NA NA NA NA

Energy 0 0 0 0 0 0 0 1
Environmental
Protection

2 3 6 7 12 3 3 0



Farm
Management
Comm'n

0 0 0 0 0 0 1 0

Fire Commission 0 0 0 0 1 0 1 0
Forestry 0 0 1 0 3 0 0 0
Health and
Human
Resources

77 70 67 42 85 100 130 83

Highways 32 40 62 41 52 44 24 35
Housing
Development
Fund

1 2 2 0 0 0 0 0

Human Rights
Commission

0 1 0 0 0 0 0 1

Juvenile Services 8 15 NA NA NA NA NA NA
Labor 3 1 4 0 0 0 2 1
Library
Commission

0 0 0 0 0 1 0 0

Lottery
Commission

0 0 0 0 0 1 0 0

Military Affairs
(MAPS)

0 1 0 0 0 0 0 0

Miners' Health,
Safety & Training

0 0 2 0 0 1 2 0

Motor Vehicles 5 4 4 1 1 19 7 1
Natural
Resources

2 6 2 2 6 5 0 6

Parkways,
Economic Dev. &
Tourism

14 19 14 9 3 5 1 4

Personnel 0 0 0 1 3 4 1 1
Public Safety 2 12 1 4 6 2 1 1
Public Service
Commission

1 3 1 5 4 6 2 5

Racing
Commission

0 0 0 0 1 0 0 0

Railroad
Maintenance
Authority

0 0 0 0 1 0 0 0

Real Estate
Commission

0 0 0 0 0 1 0 0

Regional Jail
Authority

4 11 7 6 14 13 3 8

Rehabilitation
Services

5 13 3 6 6 10 11 7



Solid Waste
Management Bd.

0 0 0 1 0 0 0 1

Tax & Revenue 7 5 0 3 8 10 3 5
Tourism & Parks 0 0 0 0 1 5 4 2
Veterans' Affairs 3 1 2 0 0 2 0 0
County Health
Departments

9 4 6 9 6 0 2 5

Totals 281 301 262 202 265 276 247 215




