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Following the launch of the 2026 survey, this report summarizes STAFF satisfaction levels recorded between 2022 and 2025 across the 
main service areas and populations (academic staff, administrative, technical and library staff, PhD candidates, research fellows) 

65 Universities participate in the project 
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Participating Universities and Objectives 
 
The Good Practice Project (2026 edition) is a 
survey involving 65 universities and 6 higher 
education institutions. Its purpose is to 
compare the level of satisfaction of students, 
academic staff, PhD candidates, research 
fellows, technical, administrative and library 
staff, for administrative and technical services 
provided by each university.  
Politecnico di Torino has participated in the 
Good Practice Project since its pilot launch in 
1999.  
Benchmarking among universities makes it 
possible to identify good practices and support 
continuous service improvement. 
The project is based on two main areas: 
- effectiveness analysis of services, measured 

through user satisfaction surveys 
- efficiency analysis of services, measured 

through comparison of total and unit costs 
incurred in service delivery 

Depending on the annual edition, additional 
labs may be introduced to explore topics of 
common interest among participating 
institutions.
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AREAS OF ANALYSIS 

 
The set of administrative and 
technical services provided by 
universities is divided into 14  
macro-service areas (main services). 
 
Questionnaires include numerous 
detailed questions aligned with these 
macro-services and are proposed to 
the STUDENTS and STAFF, including 
academic staff, PhD candidates, 
research fellows, technical, 
administrative and library staff 
(PTAB). 
 
This report focuses on the 
satisfaction levels recorded for 
university STAFF. 
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HOW POLITECNICO DI TORINO USES GP RESULTS 

The satisfaction levels collected provide valuable input for the continuous improvement of administrative services. 

Trends recorded annually allow the university to assess the effectiveness of actions and interventions implemented over time. 

Customer Satisfaction analysis is a key component in evaluating the organizational performance of the Administration. 

The performance objectives plan included in the Piano Integrato di Attività e Organizzazione (PIAO), used annually to evaluate administrative structures 
and managers, explicitly include targets aimed at improving user satisfaction, in accordance with national regulations on public administration performance 
evaluation (d.lgs 74/2017). 

Administration performance 
 

Satisfaction levels are also used in defining perceived quality indicators within the “Carta dei Servizi”. 

Carta dei Servizi di Ateneo 
 

HOW TO READ THE RESULTS 

 Academic staff include professors, researchers, PhD candidates and research fellows (DDA) 

 Technical, administrative and library staff include both permanent and fixed-term employees (PTA/PTAB) 

 Survey questions use a 1–6 scale (1 = minimum satisfaction; 6 = maximum satisfaction), with additional options 
'I do not know' and 'I have not used the service' 

 Several questions are associated with each service area in order to capture specific aspects and sub-services 

 Averages are calculated only for respondents who have used the service and provided an answer 

 The charts report weighted average satisfaction levels based on the number of responses collected 
 
 
 

https://www.polito.it/amministrazione-trasparente/performance
https://www.polito.it/amministrazione-trasparente/servizi-erogati/carta-dei-servizi-e-standard-di-qualita
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RESPONSE RATES 
 
In recent years, participation among academic staff has shown slight growth, mainly driven by increased participation from PhD candidates and research 
fellows. Participation among technical, administrative and library staff (PTAB) has also increased significantly. 
 

Important: At Politecnico di Torino, participation in the survey is entirely voluntary and no obligation is imposed on staff members 
 

 

 Academic (DDA) PTAB  
 
 
 
 
 
 
 
 
 
 
 
 
 

 prof & researcher PhD candidates research fellows 
 
 
 
 
 
 
 
 
 

 
 

rate 
23% 

(2024: 22%) 

rate 
61% 

(2024: 57%) 

41% 
(2024: 42%) 

18% 
(2024: 16%) 

11% 
(2024: 10%) 
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The data presented provide a synthetic overview of staff satisfaction levels related to main administrative and technical services.  

 
 Academic staff (DDA)  PTAB staff 
 PoliTO Universities GP  PoliTO Universities GP 

Ambito 2025 2024 2023 2025 2024 2023  2025 2024 2023 2025 2024 2023 
PROCUREMENT & CAMPUS services 4,09 4,10 4,24 4,00 3,97 4,04  4,28 4,20 4,14 3,94 3,88 3,90 
LIBRARIES services 4,37 4,46 4,50 4,55 4,48 4,44  - - - - - - 
COMMUNICATION services 3,84 3,87 3,94 3,93 3,88 3,95  4,24 4,21 4,16 3,96 3,93 3,92 
ACCOUNTING and FINANCE services - - - - - -  4,69 4,61 4,36 4,43 4,41 4,37 
EDUCATION services 4,56 4,64 4,65 4,73 4,67 4,69  - - - - - - 
HUMAN RESOURCES services 4,83 5,02 4,91 4,47 4,43 4,44  4,25 4,14 4,19 4,19 4,13 4,02 
RESEARCH services 4,19 4,43 4,44 4,21 4,20 4,19  - - - - - - 
ICT services 4,54 4,60 4,63 4,51 4,47 4,50  4,80 4,74 4,73 4,45 4,40 4,41 

 

 
 

 
 
 
 
 
 
 
Personale TAB 
 

As a summary document, this report does not further explore detailed satisfaction results. The Good Practice Staff Customer Satisfaction analysis and 
reporting system developed by Politecnico di Torino allows in-depth analysis down to the level of individual sub-areas and survey questions. This makes it 
possible to identify strengths and weaknesses in service provision and provides useful guidance for improvement actions and the dissemination of best 
practices. 

Satisfaction levels:  
> 1-6 scale 
> benchmarking with GP 
universities 

ACADEMIC STAFF satisfaction highlights 
 
• a decrease is observed in satisfaction with library 

services, teaching support, research support, HR 
services and information systems 

• satisfaction levels at Politecnico di Torino are often 
lower than the average recorded by the Good Practice 
network 

• satisfaction remains substantially stable for communication, 
procurement, infrastructure and logistics services 

PTAB satisfaction highlights 
 
• Satisfaction is positive and increasing for 

campus and logistics services, 
communication services and accounting 
services 

• Comparison with other Good Practice 
universities is favourable across all macro-
service areas 


