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INTRODUCTION 
In September 2008, Cooney, Watson & Associates, Inc. was engaged by New Mexico 
One Call, Inc. to conduct a comprehensive, independent telephone survey of a 
representative number of customers who had requested a ticket through NMOC during 
the past several months. The purpose of the survey was to assess customer 
satisfaction with the organization, identify any needs not currently being met, and 
assess priorities for future projects. 
 
Questions were developed by Gary Sloman, executive director of New Mexico One 
Call, Inc. and Phyllis Baker, senior account executive, Cooney, Watson & Associates, 
Inc. Telephone calls were made to 1988 excavators from a database provided by 
NMOC. Telephone interviews were conducted with 473 excavators – a 28% response 
rate. Excavators who did not respond initially were contacted a minimum of four times 
by phone, with callback messages left each time.  The 12-question survey lasted 
approximately 10-15 minutes.  A copy of the survey is included in Appendix A. 
 
 
EXECUTIVE SUMMARY 
For the most part, customers of New Mexico One Call, Inc. seem to be satisfied with 
the organization’s services.  More than 92% of those surveyed stated that their 
experience with NMOC was either “Excellent” or “Good.” 
 
The overwhelming majority of those who responded used the phone to call in ticket 
requests; in fact 91% never  used the web site to generate a ticket, and 95% never 
faxed a request. However, 7% were not aware  that they could use the web site to 
generate a ticket, and a number of them expressed interest in the web site and said 
that they would consider using the web site instead of the phone. 
 
Most of those surveyed expressed satisfaction with the operators when ticket requests 
were phoned in. They found the operators to be both friendly and knowledgeable. 
Some 94% of responders found their wait times, which varied from 1-10 minutes, 
reasonable.  
 
Only 44 people out of the 473 surveyed used one-call centers other than NMOC. The 
majority of those (88.5%) felt that NMOC’s service was the same or better than the 
other centers they belonged to; the other 11.5% stated that it was worse. 
 
More than half of those who were interviewed felt that NMOC could be improved, and 
their recommendations varied. Several  things kept recurring, however, including better 
mapping of areas they serve, increased general public education, (including 
homeowners, schools, and farmers in rural areas), a 24-hour operation with weekend 
service, and an increased overall public awareness. 
 
In summary, the survey was helpful in assessing overall customer satisfaction with 
New Mexico One Call. Although the general consensus gathered from the responses to 
each question was positive, almost half of those surveyed had some area that they felt 
was in need of improvement. It was a bit surprising to discover that many customers 
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were either not aware of the NMOC web site at all , or did not know that they could go 
to the site to submit a ticket request. Many of these customers stated that now that they 
were aware of the site, they might use it to submit ticket requests instead of calling and 
speaking to an operator. Another area of concern involved either incorrect mapping, or 
lack of up-to-date maps for new developments. 
 

RESPONSES TO INDIVIDUAL QUESTIONS 
 
Total calls  1988 
Total surveys completed    473 (28%)  
 

HOW OFTEN DO YOU USE NMOC? 
 
Several times a day 1 
1-3 times a week 9 
4-7 times a week 9 
8-10 times a week 0 
11-15 times a week 1 
1-3 times a month 24  
4-7 times a month 27  
8-10 times a month 2 
11-15 times a month 2 
Several times a month 8 
 

 
1-3 times a year 8 
4-7 times a year 25 
8-10 times a year 1 
Several times a year 6 
Often 18 
Varies 50 
Depends 13 
Not often 19 
No answer 18 
 
 

 
IN GENERAL, HOW IS YOUR 
EXPERIENCE WITH NMOC? 
New Mexico One Call received 92%  
positive feedback from customers  
when queried about their overall  
experience with it. 
 

Excellent 158 
Good 279 
Fair 22 
Poor 2 
No Answer 9 

 
 
 
 
 
 
 
 
 
WHAT PERCENTAGE OF THE TIME DO YOU CALL IN AND SPEA K TO AN OPERATOR?  
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An overwhelming majority of customers (85%) stated that they requested tickets exclusively  by 
calling in and speaking to an operator. 6% called in 50-95% of the time; the other 9% called in 
anywhere from never to 49% of the time. 

 
100% 401 
95 12 
90 4 
85 1 
80 11 
60 1 
50 12 
40 1 
25 1 
20 1 
10 3 
5 1 
0 7 
N/A 17 
 
 
 
 

WHAT PERCENTAGE OF THE TIME DO YOU USE THE WEB SITE  TO REQUEST A 
TICKET? 
91% never used the web site to request a ticket; the remaining 9% varied from using it  
5% of the time to all the time. 

 
100 % 6 
90 2 
80 1 
75 2 
50 9 
45 1 
30 1 
20 9 
10 6 
5 5 
0 % 350 
N/A 81 

 
 
 
 
 
 
 

WHAT PERCENTAGE OF THE TIME DO YOU USE THE FAX TO R EQUEST A TICKET?  
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69% of respondents said they never fax in requests; only 2% faxed in requests exclusively, and 
3% used the fax to request tickets between 5% and 95% of the time. Almost a third of those 
questions did not answer this question. 
 

100 % 10 
95 1 
80 1 
50 3 
35 1 
30 1 
20 1 
10 6 
5 1 
0 % 326 
N/A 122 
 
 
 

 
 
 
 
 
IF YOU CALL IN, HOW MANY MINUTES DO YOU USUALLY WAI T BEFORE YOU SPEAK 
TO AN OPERATOR?  
10% of the respondents said they never waited. One third reported an average wait of 2 
minutes, and they all thought that this was a reasonable wait time. In fact, wait times up to 4 
minutes were all considered “reasonable.”  The cut-off for unanimously considering the wait 
time reasonable was under 4 minutes – of the 52 respondents who claimed an average wait 
time of 4 minutes, 79% of those found the 4-minute wait acceptable. The other 21% found the 
wait unreasonable. As would be expected, as the wait time increased from 4 to 20 minutes, the 
percentages of those who found the wait reasonable went way down, and vice versa. 
 
Wait Time in Minutes  Respondents  Reasonable  Not reasonable  

20 1 0 1 
10 3 1 2 
8 2 1 1 
7 2 1 1 
6 4 0 4 
5 28 18 10 
4 29 23 6 
3 83 83 
2 173 173 
1 68 68 
0 48 48  
N/A 32 32 
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ARE THE OPERATORS FRIENDLY?    KNOWLEDGEABLE?  
 
Yes:  443      94%       Yes:    439    93%   
No:      29        6%                 No:       34      7% 
  

IF YOU USE THE WEB SITE OR 
FAX TO REQUEST A TICKET, DO 
YOUR TICKETS MATCH YOUR 
REQUEST? 
Of the 42 respondents who use the 
web and 25 who fax in their ticket 
requests, a little more than a third 
said that their tickets always matched 
their requests. Almost a quarter of the 
respondents stated that the tickets 
matched “most of the time.”  
 
Always 25 
Most of the Time 17 
N/A 25 
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IF YOU USE THE WEB SITE  
OR FAX TO REQUEST A  
TICKET, IS IT EASY TO USE?  
82% of those who stated that  
they used either the web site  
or the fax to request tickets  
found both methods easy to  
use, however this is just under  
12% of the total respondents. 
 

Yes 55   
N/A 12  
 

 
 
 
 
 
 
DO YOU USE ONE-CALL CENTERS IN STATES OTHER THAN NE W MEXICO? 
Only 9% of the total surveyed use one-call centers in states other than New Mexico. 

 
Yes 43 
No 430 
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IF YOU USE ONE-CALL CENTERS IN STATES OTHER THAN NE W MEXICO,  
HOW DO WE COMPARE TO THEM? 
Of the 43 respondents who said they used other one-calls outside the state in addition  
to NMOC, 88% said that the out-of-state one-call centers were the same or better  
than NMOC. 

  
Better 5 
Same 33   
Worse 5 
 
 
 
 
 
 
  
 
 
 
 
 
 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
IS THERE ANY AREA THAT YOU FEEL NEEDS IMPROVEMENT?  
Following are the comments from the 43% of respondents who felt that NMOC could improve in 
some area. Key words and phrases have been highlighted to make it easier to see what was of 
the highest concern to the interviewee. 
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Is there any area that you feel needs improvement? 
A little faster response to get to the site 
Accuracy need to be better on the utilities side 
Area between Artesia and Hobbs.  We hit a line every time we are there. 
Better training on location finder 

Was not aware of NMOC and what they do. 
Mapping. They need to upgrade their maps. We will talk about a road that has been 
there for years and they won't have it on their maps. 
Central phone line to all utilities - was not aware of website but now will try 
Wants confirmation email when using website 
Doesn’t want confirmation fax 
Confirmation receipt needs to be more readable & not so many copies for the same 
job 
Don’t always get confirmation receipt so they know when they can start digging 
Cover more of the utilities 
Data bases need updating 
Didn’t know about website 
Didn’t know about website 
Didn’t know about website 
Didn’t know about website so now she may start using that more 
Didn’t know about website, showed him how to use 
Didn't know about the website 
Didn't know about the website - directed her how to use 
Didn't know about website 
Didn't know about website 
Didn't know about website and thinks that may work better in future 
Didn't know about website and would like updated info on programs 

Doesn’t normally call in himself - he would fill out the information and give to their 
dispatcher and they call it in. (was given the website address to maybe use in the 
future) 
Easier way to locate phone number when first calling 
El Pardo needs to be separate than Taos maps. The operators need to know the 
difference.  
Emergency call needs to be rushed,  NMOC likes to hassle them on why they think 
it's a emergency call 
Fax confirmations need to be easier to read - will check out website 
Forms are hard to read need to be more friendly - he is the one that gets the locate 
calls not make them 
Friendlier operators, updated maps 
Gave him website address 
Good 95% of the time and 5% of the time it is excellent.  Ed is wonderful.  He is the 
excellent operator. 
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Hire indiv. contractors and not the utility company to wait on, takes too long. 

I am an old lady and don't use the website.  The operators are very courteous and I 
like that.  I think they could update the registers.  Sometimes we have to give them 
directions. Please put in a good word for Laura, who I spoke to when I called in. 
I believe directions are the biggest problem.  They are never the same as the ones 
we give. 
I have noticed that the maps that you use are different than our markers.  I tried the 
website once, but you had to register and I never tried again. 

I have only had one operator hang up on me.  That wasn't her fault.  It was a tough 
area.  No one uses the Horton map. You could give them more maps/more tools to 
help the operators. 
I have only used it once, so I can't really give you an opinion. 
I need to give some kudos.  Ed, an operator, is one of the nicest guys I have ever 
worked with.  He needs a raise!!!  They do outstanding work! 
I think sometimes the locators for Comcast are there at the last minute. 

I think they are useless, other than to save your butt.  They don't mark the lines on 
the property.  They only do outside the property, which doesn't do us any good.  
Most of the companies don't come out.  They are not really that helpful. 

I think they need map updates.  I think they need minutes, seconds and degrees.  I 
think some of their maps are different from what most people use. I do think they do 
a pretty good job. 

I would say the one area, is that I don't need a fax back. The fax runs along with my 
cell phone.  When they call back (with the fax), they run up my cell minutes.  When I 
ask for no fax, I would appreciate if they didn't do it, 
Interaction with operators not friendly both male & female. Always faxes requests in 
It seemed like once the utilities were not out there when they were supposed to be.  
That is not necessarily One Call's fault, but something they might want to address. 
It would be nice in rural communities, if NMOC would last longer than the prescribed 
two weeks. I would like the ticket to last longer.  Maybe a month. 
Just a lot of the times they give wrong directions. 
Just on the end of the people they call.  Last time I called in the County of Los 
Alamos, the Sewer people came out after 4 days and the job was already done. 
Just slow response to request for service 
Like program would like updated information on NMOC 
Locate time with elpaso Elect & qwest 
Locators - Santa Fe 
Would like longer for ticket to stay open 
Longer time frame to start job after spots were done in Hobbs  - not very happy 
Longer time on ticket, Fax form needs to be redone - driving directions need more 
room 

Make sure the address is correct before making the ticket request. He lost 4 days of 
work because the address was incorrect. Also wasn't aware of website or fax 
requests. 
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Maps need to updated all over the state 
Maps need updated in SF - uses website only to check status of ticket 
Maps need updating 
Maps system should be updated 
May start to use website or fax in request. Need updated locate maps.  
May start using website instead of calling 
May try to use website now 
May try website now 
Maybe the database could be better.  We show more information on our maps.  
Maybe the mapping system needs to be updated. 
Need ending date of project on web form, refuses to call in due to female operators 
being real rude 
Need to be more patient - just rural areas 
Need operators to have updated maps and info. 
Need quicker response time when placing a ticket. 
Needing longer driving directions on website 
Never heard of NMOC 
Never heard of NMOC 
New areas need updating 
Need to update maps with new roads 
NMOC doesn't ring a bell with him, so he wasn’t able to answer questions 
No, my only problem is when I go to the oil fields and they need specific directions. It 
is hard to give directions on an oil field. If they had a gps, it would be easier. 
No, not really. Some operators are friendlier than others, but that is just a personality 
thing. 
None that I can think of.  You guys are great! The only thing would be the wait time 
to get an operator and they cover a wide area. 
Not everything worked and was hit and now maybe being billed 
Not happy all around, rude people and only calls when he has to, gave him website 
to see if that would help 
Offer paid private service for customers that have private lines that we can't mark 
On website need driving directions area 
Online status request needs updating - he gets on to check status, but all it says is 
“being determined,” nothing more -  always has to call to check the status 
Operators need more training, specifically on how to take locate directions and what 
we area specifically looking for/longitude and latitude. 
Perm paint when marking 
Possibly the mapping software.  Sometimes they cannot find something that I can 
find on my map. 
Proper training of operators 
Quicker response by spotters 
Quicker response on emergency calls 
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Quicker response on phone and updated maps 
Quicker response on tickets 
Quicker response time 
Quicker response time once ticket was requested, doesn’t like to wait for 2 days to 
get the work done 
Quicker response time, not several days before they come out 
Qwest charged him for pulling up a tree trunk that had wires around it and he 
wonders why he calls if something happens that isn’t his fault and he gets charged. 
Rather request online then calling due to some bad experience with operator miss-
understanding answers 
Reponses time on ticket 
Response time 

Response time during holiday, hard time to find # and locators are bad all lines are 
marked incorrectly. Been sued twice from hitting phone lines that were not marked 
correctly. He is very upset 
Response time is a little slow 
Response time needs to be quicker 
Response time once ticket is placed. 
Response time quicker 
Response was low in Espanola 
Said operators were rude, but did get them what they needed.  Just friendly people 
on phone and in field. 
She uses website just to check status of ticket 
Some of the line spots are inaccurate.  Most of the time they are good. 

Some operators aren't helpful.  I would say they are unkind.  They know how to help 
but they don't want to.  Sometimes the operators are not willing to work with you.  If I 
have a little information, some operators can work with you and some will not. 
Sometime can be more friendly 
Sometimes the operators get frustrated because they cannot understand me.  I have 
an accent. 
Sometimes the wait (for an operator) is okay, sometimes it is not.  It depends on 
what I have to do.  The operators need to know the areas. 
Sometimes we have addresses that they can't even find. Then we have to give them 
gps coordinates. 
Stricter procedures on company information when requesting tickets - was glad to 
know about website 
Takes too long to get someone out there to do the job, that is why they don't use 
them too often 
Telephone line people are hard to get a hold of 

The driving directions are changed by them.  They should just copy what I send 
them.  I always make sure my directions have the right amount of characters and 
they still change it and screw it up. 
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The operators need to be more knowledgeable.  It would be good if they asked for id 
# right away. 

The rural areas, the Pueblo, needs to be marked and Time Warner, PNM, and other 
utilities have an obstruction.  You need a special permit for that area, like for San 
Felipe.  That causes a delay. 

The web site is awkward.  I would like for it after I request the first ticket, to go to 
back to the screen that asks for an address.  (Rather than going to the beginning.) 
Please fix grammatical error on page 3 of website: If you have 'forgotted' your id. 

There are times I don't get what I want.  I don't see markings when I need them.  
There was only one incident that I didn't get the markings, even for the gas line.  The 
gas guy showed up late and I was already done.  Luckily I didn't hit anything. 
There is one person who answers that always seems to be not very nice, but most of 
the time they are very helpful. 
There was an inaccurate reading this year.  That one locator missed his mark.  It 
was the phone guy.  Mistakes happen.  I was not hugely upset or I would have 
called. 
They could use some more updated maps to work with.  I think that is beyond the 
operator’s control.  99% of the times we don't use an address. 

They don't control the people who do marking.  The response time of the agencies 
could be better.  Cable and phone seem to lag a little bit.  PNM is good.  Overall the 
system works well. I am surprised at how short markings last (10 days). 

They don't understand the design concept.  They need much improvement.  They 
need spots at the design phase and not the just construction.  They shouldn't get 
irked at that. 
They need to type what is written down.  They need to take more time and write 
down what is actually on the fax, like locations, etc.  Otherwise they do a good job. 
To not do a relocate every 10 days 
Update map information 
Updated  information regarding service, stickers, newsletter, etc 
Updated maps 
Updated maps,  gave him website 
Updated maps always need to give directions 
Updated maps for some locations 
Updated maps in rural areas 
Updated maps would be helpful 
Updating mapping 
Utilities response time lacks - water company in Clovis does not spot their lines and 
he keeps hitting the lines 
Wait time 
Wait time by phone 
Waiting time needs to be faster 
Waiting time to answer phone and needing updated training on employees 
Waiting time to get a operator 
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Was interested in knowing about the website and maybe using the fax. Gave him the 
information and he was going to try it 
Wasn’t aware of website 
Wasn’t aware of website 
Wasn’t aware of website 
Wasn’t aware of website 
Wasn’t aware of website 
Wasn’t aware of website option, gave address 
Wasn’t aware of website. Gave it to her and she we'll try in next time 
Wasn't aware of website- gave her the information, but no other problems that she 
could think of 
Wasn't aware of website, so may start using it more then calling in 
Wasn't aware of website. 
We don't have carry roads or street names to pinpoint exactly where we want things.  
On the reservation we use landmarks.10 miles from a chapter house, etc.  They 
don't know what a chapter house is.  So the vocab is just different.  Response better 
now.  
Website doesn't work for them - utility companies should let them know when they 
are finished 
Website is a little hard to find where to go - need faster response time from the day 
of request.  

Website need to be a little friendlier when it comes to checking the status of ticket 
Website needs to be a little easier when it comes to city or rural area information, but 
nothing else 

When a new area is plotted, NMOC's process is slower.  We have subdivisions up 
and you don't have the area plotted.  Also, this isn't your problem, but the contractors 
that locate for Qwest, don't show records.  It is a Qwest locate problems. 
When faxing in his request he sends a map regarding the location to be marked, he 
was wondering instead of faxing confirmation can it be emailed with confirmation 
map 
When I first call, I would like them to slow down and say their actual name clearly.  
Also if they could speak more slowly.  They are top notch! 

When I get an old veteran like Ed, I know I am going to have the best there is! Also, 
another gal, Kate?  Kat?  I can't remember her name.  I think overall you guys do a 
good job.  Sometimes the wait is discouraging, but I understand. 
Whenever I call to get a locate, it seems like they don't know where we are.  If I give 
them roads then they say there is no such road. 
Will start using website more 
Will start using website now 
Will try website 
With contractors not doing their job correctly and ended up hitting a gas line and now 
she is being charged for the incident.  
Would like updated information on (NMOC) program 
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Would like updated information on services like website, stickers, brochures etc 

Yes.  I think the maps, where the streets are located, need to be improved.  Today I 
called in for an emergency locate and I had to call them back twice.  All they did was 
give me the numbers of the people to call.  In an emergency, they are not helpful. 

Yes.  The divisions (NE, NW, SE, SW) in Rio Rancho, especially.  Sometimes they 
don't even try and figure out what quadrant things are in.  Even my customers don't 
know.  Now what do I win!!!!! 
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Appendix A – Excavator Survey 
 


