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Methodology

This research study was commissioned by the New Mexico Educational Retirement Board to measure member satisfaction with the service they receive from
NMERSB, as well as what suggestions they have about how NMERB could improve the service it provides to members.

The Interview

A random sample of NMERB members was interviewed by telephone, which
includes three types of members: 1) active members, who are those still
actively employed in the education field in New Mexico; 2) members who are
in full retirement; and 3) members who received a refund due to termination
of employment prior to full retirement within the educational system.
Telephone numbers were generated from databases provided by NMERB of
its members. All interviews were conducted between November 30" and
December 20", 2008.

The telephone interviewers are professionals who are brought together for a
training session prior to each survey. This ensures their complete and
consistent understanding of the survey instrument. A total of 611 NMERB
members completed interviews, which includes:

A random sample of n=202 “Active Members”;

A random sample of n=202 “Retired Members”;

A random sample of n=101 “Refund Members”; and

An oversample of n=106 members who have contacted NMERB
within the past 24 months.

All samples were weighted to their proper proportion within the population of
NMERB members.

Margin of Error

A sample size of 611 at a 95% confidence level provides a maximum margin
of error of approximately 4.0%. In theory, in 95 out of 100 cases, the results
based on a sample of 611 will differ by no more than 4.0 percentage points in
either direction from what would have been obtained by interviewing all
NMERB members.

Sample Bias

In any survey, there are some respondents who will refuse to speak to the
professional interviewer. A lower response rate among certain types of
individuals can result in a sample wherein certain types of individuals are
over-represented or under-represented. The potential for sampling bias
increases as the response rate decreases. Research & Polling, Inc. often
sets quotas for various segments of the population who are historically
undercounted. This has the effect of minimizing, but not necessarily
eliminating, sampling bias.

The Report

This report summarizes the results from each question in the survey and
reports on any variances in attitude or perception, where significant, among
demographic subgroups. The subgroups examined in this report include:

Gender;

Member type;

Job classification;

Satisfaction with service received from NMERB;

U.S. region; and

Have had contact with NMERB within the past 24 months or not.

Research & Polling, Inc.
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Executive Summary

The New Mexico Educational Retirement Board (NMERB) commissioned this
study to measure satisfaction, among its members, with the services
received from the organization. The purpose of this study was also to
ascertain member suggestions as to how NMERB could improve its service
to members. This survey was conducted among the three types of NMERB
members, including: 1) members who are still actively employed in the
education system in New Mexico (“Active Members”); 2) members who have
retired from the education system in New Mexico (“Retired Members”); and
3) members who received refunds from NMERB due to employment
termination prior to full-retirement (“Refund Members”).

Overall, the majority of NMERB members (58%) express being satisfied with
the service they receive from NMERB. In fact, just 7% of members express
dissatisfaction with the service NMERB provides to its members. Nearly one-
quarter (23%) of the members have not formed an opinion. Those who are
satisfied with NMERB’s services say most often (when asked unprompted)
the reason is that NMERB provides good service (in general). Other reasons
cited include: checks/funds received in a timely manner, accurate information
provided, and members get updated information from NMERB.

In total, 43% of NMERB members have had some form of contact with the
organization within the past two years. Not surprisingly, Refund Members
are more likely than others to have had contact with NMERB (61%). Mail
and phone are the two most common ways (among those listed in the
survey) members have communicated with NMERB within the past two years
(25% and 18%, respectively). Most often, members report (in an
unprompted manner) that they contacted NMERB for general information
and/or for retirement planning information.

Of the members who report having contact with NMERB within the past two
years, over two-fifths (44%) say they have spoken to or corresponded with
an ERB representative in this timeframe. On average, these members have
spoken/corresponded with an ERB representative 2.4 times and the median
is two times within the past two years.

When members who have had contact with an ERB representative within the
past two years were asked to rate the representatives at NMERB on specific
attributes (using a 5-point scale), these members give positive ratings, for the
most part, to the ERB representatives in all of the various areas tested in the

survey. This is especially the case when evaluating the ERB representatives
on courteousness (94% give a rating of 4 or 5) and professionalism (90%),
as well as responsiveness to questions/concerns (81%) and knowledge of
benefits (79%).

The one-fifth of members (18%) who have had phone contact with NMERB
within the past two years were asked to evaluate the organization’s phone
system. When asked to rate how user friendly the phone system is at
NMERB (on a 5-point scale), nearly half of these members (49%) say it is
user friendly (a score of 4 or 5) and 17% give a rating of 3. Fifteen percent
give a rating of 1 or 2, indicating that these members feel the phone system
is not user friendly. When asked to rate their satisfaction with how long it
takes to speak to an ERB representative, respondents are three times as
likely to be satisfied (58%) than dissatisfied, although one-fifth of
respondents express dissatisfaction with the length of time it takes to speak
to a representative.

On average, members who have had phone contact with NMERB within the
past two years report having to call two times before getting through to an
ERB representative, although the median is one time. Two-fifths of members
who have had phone contact with NMERB say they had to leave a voicemail
when they called and, among those who left a voicemail, three-quarters
recall receiving a phone call back from an ERB representative, while one-
quarter report not receiving a call back. Interestingly, the Santa Fe office and
the Albuquerque office were called by similar percentages of NMERB
members (42% and 40%, respectively) and the department that respondents
most often called was Member Services.

When asked (unprompted) how NMERB could improve its telephone
answering system, some respondents mention the following suggestions:
have more representatives, return phone calls, get rid of automated phone
system, allow members to talk to a real person, and make phone system
easier to follow.

Fourteen percent of NMERB members have visited the NMERB Web site
within the past year and, among those members, three-quarters rate the Web
site as being useful (on a 5-point scale measuring usefulness). Just 5% feel
it is not useful (score of 2). When asked in an unaided manner, respondents
feel the Web site is useful mainly because it is easy to navigate through the
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site, it is easy to find the information they need, and it is informative (in
general). Members who have visited the NMERB Web site report doing so
most often to look for information about retirement and other general
information, although some look for the times/dates of classes and legislative
information.

Two-thirds of members recall receiving a newsletter from NMERB within the
last year. Among Retired Members, the vast majority (91%) recall receiving
a newsletter, as do the vast majority of members who are/were
Administrators (89%). Two-thirds of members who received a newsletter feel
it was helpful to them (37% feel it was very helpful). Just 7% say it was not
helpful.

Research & Polling, Inc.
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Overall Satisfaction with Service Received from the
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1t The mean score is derived by taking the average score based on the 5-point scale. The Very
Satisfied response is assigned a value of 5; the Very Dissatisfied response is assigned a
value of 1. The Don’t Know/Won't Say responses are excluded from the calculation of the

mean.

from NMERB

Underlying Reasons for Satisfaction with Service Received

Among Those Who Have an Overall Opinion of the

Service Received from NMERB

(Top 10 Unaided Responses)

Satisfied

Good service (in general)

Checks/funds received in a timely manner
Accurate information provided

Get updated information

Resolve my problem(s)/issue(s)

No problems

Statements easy to understand

Dissatisfied

Did not get a return call

No communication/little interaction with them

No reason in particular

Total
Responses

(n=470)

28%
9%
8%
7%
5%
4%
3%

3%

7%
18%

NMERB members were asked to rate their overall satisfaction with the service they receive from the New Mexico Educational Retirement Board, by using a 5-point
scale (where a score of 5 means very satisfied and a score of 1 means very dissatisfied). As shown in the graph on the left side of the page, nearly three-fifths
(58%) of members report being satisfied with the service they receive from NMERB, with two-fifths who are very satisfied. Just 7% of NMERB members are
dissatisfied with the service they receive from NMERB and 13% give a neutral rating (of 3 on a 5-point scale). Notably, nearly one-quarter (23%) of members have
not formed an opinion about NMERB’s service. It should be noted that Active Members are more likely than other member types to have not formed an opinion
(36% as compared to 4%). Interesting, however, is the fact that Active Members are twice as likely as other member types to rate the service they receive from
NMERB as a 3, 2, or 1 on a 5-point scale (25% as compared to 12%, respectively).

Research & Polling, Inc.
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Members who express an opinion about the service they receive from NMERB were asked, in an unaided, open-ended manner, the reasons underlying their
satisfaction levels. The most often mentioned reason why members express satisfaction with the service they receive from NMERB is because they receive good
service (in general) (28%). Nine percent say they are satisfied because their checks/funds are received in a timely manner from NMERB, while 8% say it is
because NMERB provides them with accurate information. Seven percent mention that they get updated information from NMERB. Other reasons why members
are satisfied with the service they receive from NMERB include: they resolve my problems/issues (5%), | have had no problems with NMERB (4%), and
statements are easy to understand (3%).

The most often mentioned reason why members express dissatisfaction with the service they receive from NMERB is not getting a return call (3%), although this is
among a small percentage of members.

Research & Polling, Inc.



New Mexico Educational Retirement Board (NMERB)
Member Satisfaction Survey
January 2008

Page 7

(Summary Table)

Total Sample (n=611)
Ranked by Highest Percentage “Yes”

Contact with the New Mexico Educational Retirement Board
Within the Past Two Years by Various Methods

No/
Don’t Know/
Yes Won't Say
Mail 25% 75%
Phone 18% 82%
In-person 9% 91%
Web site 7% 93%
Email 4% 96%

As shown above, when asked in a prompted manner, one-quarter of NMERB members say they have had contact with NMERB by mail within the past two years,
while nearly one-fifth (18%) have had contact with NMERB via phone. Nine percent report having in-person contact with NMERB within the past two years, while
7% have done so via Web site and 4% via email. Refund Members are more likely than others to say they have had contact with NMERB within the past two

years by mail (36%) and Web site (15%).

In total, 43% of NMERB members have had some form of contact (within the list above) with NMERB within the past two years. Not surprisingly, Refund Members

are more likely than other types of members to have had contact with NMERB within the past two years (61%).

Research & Polling, Inc.
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Reasons for Contacting New Mexico Educational

Retirement Board Within the Past Two Years
Among Those Who Have Had Contact with
NMERB Within the Past Two Years

(Top 8 Unaided Responses)

Total

Responses
(n=263)
General information 28%
Retirement planning 27%
Received newsletter 7%
Request a refund/check on a refund 5%
Medical insurance 5%
Account summary/contribution 4%
Change of address 3%
Nothing in particular 5%

Members who have had some form of contact with NMERB within the past two years were asked, in an unaided, open-ended manner, the primary reasons why
they have had contact with the organization. The most often mentioned reasons are to obtain general information (28%) and for retirement planning (27%). Seven
percent say they received a newsletter from NMERB, while 5% contacted NMERB say it was to request a refund/check on a refund and 5% contacted NMERB for
information about medical insurance. Other reasons why members contacted NMERB within the past two years include: obtain an account summary/contribution
(4%) and to change their address (3%).

Research & Polling, Inc.
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Spoken to or Corresponded with an ERB Number of Times Having Contact with a Customer
Representative at NMERB Within the Past Two Years Service Representative at NMERB in the Past Two
Among Those Who Had Contact with the New Mexico Educational Years

Retirement Board Within the Past Two Years Among Those Who Had Contact with New Mexico Educational Retirement
Total Responses (n=263) Board Within the Past Two Years
Total Sample (n=116)

45% -

40%
0,
Yes 40%
44% 35%
30% 26% N
25% 24%
20%
No
0,
55% 15%
10%
6%
Don't Know/ 5% ] 4%
Won't Say 0% ‘ ‘
0,
1% 1 2 3-5 6 Don't Know/
Time Times Times Times or More Won't Say

Mean t: 2.4 times
Median: 2.0 times

1t The Don’t Know/Won't Say responses are excluded from the calculation of the mean and
median.

As shown above, over two-fifths (44%) of members who have had contact with NMERB within the past two years say they have spoken to or corresponded with an
ERB representative within that period of time.

Among those who have spoken to or corresponded with an ERB representative within the past two years, two-fifths (40%) of members say they have had contact
with an ERB representative one time within the past two years, while one-quarter (26%) have spoken to or corresponded with an ERB representative two times.
Another one-quarter (24%) have done so between three and five times within the past two years. Six percent have had contact six times or more with an ERB
representative. On average, respondents report having spoken to or corresponded with an ERB representative 2.4 times within the past two years and the median
is two times.

Research & Polling, Inc.
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Evaluation of Customer Service Representatives at New Mexico Educational Retirement Board on Specific Attributes
(Summary Table)
Among Those Who Have Spoken to/Corresponded with an ERB Representative Within the Past Two Years
Total Responses (n=116)
Ranked by Highest Percentage “Excellent”
—— |
Don't
Excellent Very Poor Know/
5 4 3 2 1 Won't Say Mean t

Courteousness 78% 16% - 2% - 3% 4.7
Professionalism 75% 15% 1% 1% 4% 3% 4.6
Knowledge of benefits 71% 8% 4% 7% 2% 8% 4.5
Responsiveness to my questions or concerns 68% 13% 5% 7% 4% 3% 4.4
Customer service hours of operation 66% 10% 3% 1% 3% 17% 4.6
Customer service days of operation 65% 10% 3% 1% 3% 18% 4.6
Accuracy of information 63% 13% 6% 2% 5% 12% 4.4
Timeliness in resolving issues 61% 9% 12% 3% 8% 8% 4.2
Explanation of policies or processes 58% 10% 6% 4% 5% 16% 4.3

1 The mean score is derived by taking the average score based on the 5-point scale. The Excellent response is assigned a value of 5; the Very Poor response is assigned a value of 1. The
Don’t Know/won't say responses are excluded from the calculation of the mean.

Members who have spoken to or corresponded with an ERB representative within the past two years were asked to rate the representatives at NMERB on specific
attributes, by using a 5-point scale (where a score of 5 means excellent and a score of 1 means very poor). Overall, the customer service representatives at
NMERB are rated positively (score of 4 or 5) by the majority of respondents on all attributes on which they were evaluated. Among the attributes tested, the vast
majority of respondents give a positive rating to the ERB representatives for courteousness (94%) and professionalism (90%), and approximately four-fifths give
a positive evaluation to the ERB representatives for responsiveness to my questions or concerns (81%) and knowledge of benefits (79%). Three-quarters of
representatives give a positive rating for customer service hours of operation (76%), accuracy of information (76%), and customer service days of
operation (75%).

Research & Polling, Inc.



New Mexico Educational Retirement Board (NMERB)
Member Satisfaction Survey

January 2008 Page 11

The ERB representatives receive positive ratings by a lower percentage of respondents when asked about timeliness in resolving issues and explanation of
policies and processes, although over two-thirds of respondents give the ERB representatives a positive rating for these attributes (70% and 68%, respectively).

Furthermore, 16% of respondents have not formed an opinion when asked about the performance of the ERB representatives when it comes to explanation of
policies or processes.

It should be noted that 11% of respondents give a poor rating (score of 1 or 2) to the ERB representatives for responsiveness to my questions or concerns and
timeliness in resolving issues.

Research & Polling, Inc.
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Areas of Service Mentioned That Could Be
Improved to Increase Levels of Satisfaction

(Top 5 Unaided Responses)

Total
Sample
(n=611)
More/better communication 6%

Provide more detailed/updated information (options, etc.) 6%

Train staff to give more accurate information 4%
Nothing in particular 44%
Don’t know/won’t say 25%

NMERB members were asked, in an unaided, open-ended manner, what areas of service at NMERB they believe could be improved to increase their overall level
of satisfaction with the organization. Six percent of members say NMERB could have more or better communication with its members and 6% say the
organization could provide more detailed/updated information. Four percent mention that NMERB could train its staff to give more accurate information. The
majority of members (69%) do not offer any specific suggestions for NMERB to improve areas of service.

Research & Polling, Inc.
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Evaluation of Phone System at New Mexico Educational Satisfaction with Length of Time to Speak to an ERB
Retirement Board Representative
Among Those Who Had Phone Contact with the New Mexico Among Those Who Had Phone Contact with New Mexico Educational
Educational Retirement Board Within the Past Two Years Retirement Board Within the Past Two Years
Total Responses (n=111) Total Responses (n=111)
35% o 33% 45% 1419
40%
30%
35%
25% 30%
20% 6% 17% 8% 25%
20% 17%
15% —
’ 11% 15% 14% 13%
10% —
’ 10% % - -
4% °
5% [ 5% ]
o ‘ o | ‘ |
5 4 3 2 1 Don't Know/ 5 4 3 2 1 Don't Know/
Very User Not User Won't Say Very Satisfied Very Won't Say
Friendly Friendly At All Dissatisfied
Mean t: 3.7 Mean t: 3.7
1t The mean score is derived by taking the average score based on the 5-point scale. The Very 1t The mean score is derived by taking the average score based on the 5-point scale. The Very
User Friendly response is assigned a value of 5; the Not User Friendly At All response is Satisfied response is assigned a value of 5; the Very Dissatisfied response is assigned a
assigned a value of 1. The Don’t Know/Won't Say responses are excluded from the value of 1. The Don’t Know/Won't Say responses are excluded from the calculation of the
calculation of the mean. mean.

Members who say they have had phone contact with NMERB within the past two years were asked to rate the NMERB phone system, using a 5-point scale
(where a score of 5 means very user friendly and a score of 1 means not user friendly at all). Approximately half of respondents (49%) feel the phone system at
NMERB is user friendly (33% feel it is very user friendly), while 15% do not feel it is user friendly. Seventeen percent of respondents give a rating of 3 on a 5-point
scale for how user friendly they feel the NMERB phone system is. Nearly one-fifth (18%) have not formed an opinion about the phone system at NMERB.

When asked to rate, using a 5-point scale (where a score of 5 means very satisfied and a score of 1 means very dissatisfied), their satisfaction with how long it
takes to speak with an ERB representative when calling NMERB, respondents have a 3-to-1 ratio of satisfaction to dissatisfaction. In other words, nearly three-
fifths of respondents (58%) are satisfied with the length of time it takes to speak to an ERB representative (41% very satisfied), while one-fifth are dissatisfied (14%
very dissatisfied). Nine percent give a rating of 3 on a 5-point scale of satisfaction, while 13% have not formed an opinion.

Research & Polling, Inc.
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Number of Times Calling Before Getting Through to an
ERB Representative
Among Those Who Had Phone Contact with the New Mexico Educational
Retirement Board Within the Past Two Years
Total Responses (n=111)
60% -
50% 48%
40%
30%
20%
20%
° 13%
10% 9% 9%
()
0%
1 2-3 4 Times Did Not Get Don't Know/
Time Times or More Through Won't Say
to a Live
Representative

Mean: 1.9 Times
Median: 1.0 Time

1t The Did Not Get Through to a Live Representative and Don’t Know/Won't Say responses are excluded from the calculation of the mean and median.

As shown above, members who have had phone contact with NMERB within the past two years say that, on average, it takes approximately two times calling
before getting through to an ERB representative and the median is one time. Nearly half of respondents (48%) say it took one call to get through to an ERB
representative, while one-fifth say it took two to three times calling. Nine percent say it took four or more times to get through to an ERB representative when they
called. Nine percent say they were not able to get through. Thirteen percent do not recall how many times they called before they got through to an ERB
representative.

Research & Polling, Inc.
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Had to Leave a Voicemail During Normal Business
Hours of Operation
Among Those Who Had Phone Contact with the New Mexico Educational
Retirement Board Within the Past Two Years
Total Responses (n=111)

Yes, Had to No, Did Not Have
Leave a to Leave a
Voicemail Voicemail

40% 49%

Don't Know/
Won't Say
11%

Received a Phone Call Back After Leaving a Voicemail

Among Those Who Had Phone Contact with the New Mexico Educational
Retirement Board and Had to Leave a Voicemail
Total Responses (n=44)

No, Did Not
Receive a Phone
Call Back
Yes, Did Receive 25%
a Phone Call
Back

Don't Know/
Won't Say

75%

*Less than 1% reported.

Among members who have had phone contact with NMERB within the past two years, two-fifths say they had to leave a voicemail when they called.

Three-quarters of members who say they had to leave a voicemail when they called NMERB in the past two years say they received a phone call back after they
left a voicemail. One-quarter say they did not receive a return call after leaving a voicemail with an NMERB representative.

Research & Polling, Inc.
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Department That Was Called Most Recently Office That Was Called Most Recently
Among Those Who Had Phone Contact with the Among Those Who Had Phone Contact with the
New Mexico Educational Retirement Board Within the Past Two Years New Mexico Educational Retirement Board Within the Past Two Years
(Top 4 Unaided Responses) (Top 4 Unaided Responses)
Total Total
Responses Responses
(n=111) (n=111)

Member Services 61% Santa Fe 42%

Payroll 4% Albuquerque 40%

Refunds 4% Las Cruces 6%

Don’t know/won’t say 26% Don’t know/won’t say 12%

The majority of members who have had phone contact with NMERB within the past two years say they called Member Services (61%), while 4% say they called
Payroll and 4% called the Refunds department. One-quarter of respondents (26%) do not recall which department at NMERB they called.

As shown above on the right (when asked unprompted), approximately two-fifths (42%) of members who have had phone contact with NMERB within the past two
years say they called the Santa Fe office, while two-fifths called the Albuquerque office. Six percent say they called the Las Cruces office. Twelve percent do not
recall which office they called. Although among a very small number of respondents (n=4) all of those who called the Las Cruces office and left a voicemail report
that they did not receive a call back from that office after leaving a voicemail.

Research & Polling, Inc.
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Suggested Ways That the NMERB Telephone Answering

System Could Be Improved
Among Those Who Had Phone Contact with the
New Mexico Educational Retirement Board Within the Past Two Years

(Top 7 Unaided Responses)

Total

Responses
(n=111)
Have more representatives 10%
Return phone calls 7%
Get rid of automated phone system 7%
Talk to a real person 6%
Make phone system easier to follow 5%
Nothing in particular 43%
Don’t know/won’t say 20%

Members who have had phone contact with NMERB within the past two years were asked in an unaided, open-ended manner, what (if anything) NMERB could do
to improve its telephone answering system. The top suggestions are to have more representatives (10%), return phone calls (7%), and get rid of automated phone
system (7%). Other suggestions respondents have for improving NMERB’s telephone system include: talk to a real person (6%) and make phone system easier to
follow (5%). Over three-fifths of respondents (63%) do not have any particular suggestions for how NMERB could improve its telephone answering system.

Research & Polling, Inc.
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Visited NMERB's Web Site Within the Past Year Usefulness of NMERB's Web Site
Total Sample (n=611) Among Those Who Visited NMERB's Web Site Within the Past Year
Total Responses (n=86)

50%

45% 43%
40%
Yes, Have °

Visited the 35% 31%
Website 30%
14%
° No, Have Not 25%
b K Visited the 20% =y
' (]
‘7\’" t't r;owl Website 15%
on a
1% v 85% 10%
o 5% 5%
" [ ] [ ]
0% T
5 4 3 2 1 Don't Know/
Very Useful Not Useful Won't Say
At All

Mean t: 4.2
1t The mean score is derived by taking the average score based on the 5-point scale. The Very
Useful response is assigned a value of 5; the Not Useful At All response is assigned a value
of 1. The Don’t Know/Won't Say responses are excluded from the calculation of the mean.

Fourteen percent of NMERB members say they have visited the NMERB Web site within the past year.

Members who have visited NMERB’s Web site within the past year were asked to rate, using a 5-point scale (where a score of 5 means very useful and a score of
1 means not useful at all) how useful they feel the NMERB Web site is overall. Approximately three-quarters of respondents (74%) feel the NMERB Web site is
useful (43% feel it is very useful), while 15% give a rating of 3 on a 5-point scale. Just 5% give a rating of 2, while no respondents feel it is not useful at all.
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Underlying Reasons for Opinion of the NMERB Web Site Reasons for Having Visited NMERB’s Web Site
Among Those Who Have an Overall Opinion of NMERB’s Web Site Among Those Who Have Visited NMERB’s Web Site Within the Past Year
(Top 7 Unaided Responses) (Top 5 Unaided Responses)
Total Total
Responses Responses
(n=81) n=86
Useful (n=86)
Retirement 43%
Easy to navigate through site 33% General information 40%
Easy to find information | need 28% Times/dates of classes 6%
Informative (in general) 25% Legislative information 3%
Useful information/tips 11%
Well organized 6% Don’t know/won’t say 6%
Not Useful
Not very informative (in general) 6%
No reason in particular 11%

Members who have visited NMERB'’s Web site within the past year and have an opinion about the Web site were asked, in an unaided, open-ended manner, the
reasons underlying their opinion of the Web site. One-third of respondents feel it is useful because it is easy to navigate through the site, while 28% say it is easy
to find the information they need and one-quarter feel it is informative (in general). Other reasons why respondents feel the NMERB Web site is useful include:
useful information/tips (11%) and well organized (6%).

The main reason why respondents feel the NMERB Web site is not useful is that it is not very informative (in general) (6%).
Members who have visited NMERB’s Web site within the past year were asked, in an unaided, open-ended manner, the reasons why they visited the Web site.

The main reasons are for retirement (43%) and general information (40%). Six percent say they went to the Web site to look at times and dates of classes and 3%
looked at legislative information. Six percent do not recall the reasons why they visited NMERB’s Web site.
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Recall Receiving a Newsletter from NMERB Within Helpfulness of the NMERB Newsletter
the Last Year Among Those Who Recall Having Received a Newsletter from NMERB
Within the Last Year
Total /i =611
ofal Sample (n=611) Total Responses (n=399)
40% 7 37%
35%
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Mean 1: 4.0
1t The mean score is derived by taking the average score based on the 5-point scale. The Very

Helpful response is assigned a value of 5; the Not Helpful At All response is assigned a value
of 1. The Don’t Know/Won't Say responses are excluded from the calculation of the mean.

Two-thirds of NMERB members recall receiving a newsletter from NMERB within the last year. Among Retired Members, the vast majority (91%) recall receiving a
newsletter, as do the vast majority of members who are/were Administrators (89%).

Members who recall receiving a newsletter from NMERB within the last year were asked to rate, using a 5-point scale (where a score of 5 means very helpful and
a score of 1 means not helpful at all), how helpful, overall, they feel the newsletter was from NMERB. Two-thirds of respondents feel the NMERB newsletter was
helpful (37% feel it was very helpful), while just 7% feel the newsletter was not helpful. One-fifth (19%) give a rating of 3 on a 5-point scale. One-tenth of
respondents have not formed an opinion.
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