



Microsoft IT NSAT Standard 
Purpose

Net user satisfaction (NSAT) is used in the Chief Information Officer (CIO) scorecard.  The purpose of this standard is to ensure consistency across Microsoft IT on how we measure and present NSAT.
There is a real and ever-present potential for NSAT inconsistencies.  When different scales are used, the NSAT index will be affected. These inconsistencies might result in discussions, comparisons, and decisions in the wrong context, with possible negative consequences.  The NSAT standard solves this problem by avoiding confusion when measuring internal customer satisfaction and helping to ensure clarity across Microsoft IT through a standardized presentation of results that are reliably based on agreed-upon metrics.  
Scope

This standard applies to all surveys utilizing the NSAT index in the Microsoft IT organization.  The standard addresses the following:  

· NSAT formula and scale

· NSAT presentation components (index + question + population representation + indication if the survey is compliant with this standard)
Body

NSAT Question Structure
The NSAT score must be calculated based on the responses to a satisfaction question using the following four-point “forced choice” scale:  

· Very Satisfied
· Somewhat Satisfied
· Somewhat Dissatisfied

· Very Dissatisfied
We recommend that the following additional options be provided to the participant during the survey: 

· Don’t Know

· Not Applicable

The additional responses must not be included as valid responses in the NSAT calculation. Doing so introduces a bias in the NSAT value.

NSAT Formula Based on the Four-Point Forced Choice Scale
NSAT = %VSAT - %DSAT + 100
Where

%VSAT = Percentage of Very Satisfied responses 

%DSAT = Percentage of Somewhat Dissatisfied + Very Dissatisfied responses 

The value of 100 is added to the NSAT score to avoid the potential for negative values.  The final NSAT score must be expressed as an integer (for example, 119) between 0 and 200.  

Raw scores must be converted to percentages before doing the calculation.  

The two intermediate percentages (%VSAT and %DSAT) used in the calculation of the NSAT score must be calculated over all valid responses to each survey question.  The two intermediate percentages must use two decimals prior to the NSAT calculation. The final NSAT value must be rounded to zero decimals by using standard rounding rules.  (That is, round up for decimals greater than 0.5, and round down for decimals less than 0.5.)  

	Example:  Computation of NSAT value

Number of responses

Very Satisfied

194

Somewhat Satisfied

879

Somewhat

Dissatisfied

103

Very

Dissatisfied

36

Don't Know

115

Not Applicable

0

Total number of valid responses = 194 + 879 + 103 + 36 = 1212

%VSAT = (194 / 1212) * 100 = 16.01%
%DSAT = ((103 + 36) / 1212) * 100 = 11.48%
NSAT = 16.01 – 11.48 + 100 = 104.53, rounded to 105




Presentation of NSAT Results

When presenting NSAT results, the following must be indicated in conjunction with NSAT: response rate, total respondents, total sample size (people invited to take the survey), and the actual wording and the NSAT value of each question asked.  (You can choose to report the response rate for each question as well.)  The presentation of results must also include a note saying that the survey is in compliance with this standard. 

	Example:  Presentation
At the Question Level:  

Overall User Experience with Microsoft IT’s Resources and Services NSAT = 119 

“Thinking about your experience over the past six months, rate your overall satisfaction with Microsoft IT's resources and services.”  

At the Survey Level:  

13% global response rate, 2,721 completed (or partially completed) surveys out of 21,000 employees that were invited to take the survey -- the sample size and response rate provide a margin of error of 1.8% for overall experience.  

This survey complies with the Microsoft IT NSAT Standard.  

	


If the scale or formula does not comply with this standard, a note must be clearly presented as part of the survey findings indicating the deviation from the standard. For details, see the “Deferral and Exemption Process” section, later in this document.  

Dependencies

None identified.  

Glossary

	Term
	Definition

	Microsoft IT CPE
	Microsoft IT Customer and Partner Experience   High-concept Microsoft initiative that encompasses the organization’s work as it relates to the goals of becoming more customer-focused and connecting more meaningfully with customers and partners.  Microsoft IT CPE is the Office of the CIO (OCIO) organization responsible for analyzing business partner and Microsoft employee satisfaction with key IT services in direct support of realizing the most positive CPE possible. 

	GRS
	Global Relationship Study   A Microsoft relationship survey conducted twice per fiscal year designed to provide a measurement of customer and partner attitudes and perceptions.  The GRS is used to identify the strategic drivers for building strong relationships with customers and partners.  This strategic survey provides insight into the focus areas and NSAT measurement down to the sub/district and business group levels. 


Compliance

Compliance is mandatory.  The presentation of the survey findings must include a statement that the survey is in compliance with this standard.  

Compliance is measured by verifying that the following elements are present when disclosing NSAT values:  

· NSAT formula and scale follow this standard.
· Question is disclosed verbatim, and it pertains to overall satisfaction.
· Response rate, total number of responses, and sample size (number of people invited to take the survey) are published along with survey results.
· The presentation of results includes a note that the survey is in compliance with this standard.
Enforcement

This standard is self-enforced.  The Microsoft IT CPE from the OCIO organization is available to work with the NSAT owner to help update in-scope NSAT that does not meet this standard.  

Deferral and Exemption Process

The Microsoft IT CPE organization can consider requests for a deferral or exemption to this standard on a case-by-case basis.  The requestor must ask for a deferral or an exemption from the Microsoft IT CPE organization. The deferral request for non-compliant surveys must be accompanied by an adoption roadmap and timeline towards full adherence.  

All deviations from this standard must be explicitly noted when publishing NSAT values.  

[End of Standard]




