
 

 

 

 

 

 

 

 

 

INTRODUCTION 

 

This re p o rt p re se nts re sults fro m the  Ap ril 2005 Hillsb o ro ug h Co mmunity Co lle g e  

Fa c ulty a nd  Sta ff Sa tisfa c tio n Surve y. The  re po rt ha s two  pa rts. The  first p ro vid e s 

a  summa ry o f the  surve y ra ting s. The  se c o nd  c o nta ins c o mme nts.   
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EXECUTIVE SUMMARY 

 

Ove rvie w The  Fa c ulty a nd  Sta ff Sa tisfa c tio n Surve y is p a rt o f the  o ng o ing  Co lle g e  

a sse ssme nt p la n. The  p urp o se  o f the  surve y is to  e xa mine  e mp lo ye e  sa tisfa c tio n with 40 

Co lle g e  q ua litie s a nd  se rvic e s.  

Hig hlig hts The  surve y a sse sse d  sa tisfa c tio n a t fo ur le ve ls o f se rvic e : Co lle g e ; c e ntra lize d  

d istric t se rvic e s; c a mp us se rvic e s inc lud ing  a c a d e mic  sup p o rt, stud e nt se rvic e s, a nd  

no n-a c a d e mic  sup p o rt; a nd  ma jo r instruc tio na l p ro g ra ms. Se rvic e s with re la tive ly hig h 

le ve ls o f sa tisfa c tio n a re  re c o g nize d  a s stre ng ths, a nd  se rvic e s with re la tive ly lo w le ve ls 

o f sa tisfa c tio n p ro vid e  c ha lle ng e s a nd  sug g e st imp ro ve me nt o p p o rtunitie s.  

 

Emp lo ye e  sa tisfa c tio n p ro vid e s info rma tio n to  info rm p la nning  a nd  sup p o rt d e c isio ns. It 

is sug g e ste d  tha t the se  find ing s b e  a p p lie d  p rud e ntly, in the  c o nte xt o f c o lla te ra l 

me a sure s, a nd  in the  sp irit o f e mp o we ring  stud e nts to  e xc e l.   
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PURPOSE 

The  Hillsb o ro ug h Co mmunity Co lle g e  Fa c ulty a nd  Sta ff Sa tisfa c tio n Surve y is o ne  

institutio na l a sse ssme nt. Asse ssme nts a re  c o nd uc te d  o n a n o ng o ing  sc he d ule  to  

sup p o rt p la nning  a nd  d e c isio n-ma king .  The  a sse ssme nts a re  linke d  to  p la nning  a nd  

re vie w p ro c e sse s to  p ro mo te  institutio na l e ffe c tive ne ss.  

 

METHOD 

Po p ula tio n a nd  Re sp o nd e nts.   The  full-time  fa c ulty a nd  sta ff p o p ula tio n we re  d e fine d  

b y a  list o f a c tive  e mp lo ye e s a s o f Ap ril 6, 2005, a s p ro vid e d  b y the  p a yro ll d e p a rtme nt. 

The  p a rt-time  fa c ulty e mp lo ye e  p o p ula tio n inc lud e d  tho se  who  p ro vid e d  instruc tio n in 

Fa ll 2004 a nd  Sp ring  2005. Ad ministra to rs we re  inc lud e d  with sta ff. Ta b le  1 sho ws the  

numb e r o f surve ys re sp o nd e nts.  

Ta ble  1:  Surve y re sponde nts 

Loc a tion  

Re sponde nts BR DM PC YC DAO* 

 

Tota l 

Distrib ute d  231 433 54 250 152 1,120 

Re turne d  123 230 47 117 105  622 

Re turn a s 

% Distrib ute d  

53% 53% 87% 47% 73% 55% 

Lo c a tio n a s 

 % To ta l  

20% 37% 8% 19% 17% 100% 

*Othe r lo c a tio ns (N = 8) we re  inc lude d  with DAO. 

 

In a d d itio n to  lo c a tio n, re sp o nd e nts p ro vide d  thre e  o the r d e sc rip to rs:  p o sitio n typ e , 

p rima ry se rvic e  a re a , a nd  e mp lo yme nt le ng th. The se  d e sc rip to rs will b e  use d  fo r future  

sub g ro up  a na lyse s.  

 

Surve y Co nte nt.  The  surve y c o nte nt wa s se le c te d  to  sup p o rt the  d ive rse  a nd  

d e c e ntra lize d  le a rning  e nviro nme nt o f the  Co lle g e . The  surve y a sse sse s e mp lo ye e  

sa tisfa c tio n a t fo ur le ve ls o f ma na g e me nt: the  Co lle g e , d istric t o ffic e s, c a mp use s, a nd  

ma jo r instruc tio na l p ro g ra ms. This wa s d o ne  to  e na b le  re sults to  b e  use ful a t e a c h 

ma na g e me nt le ve l while  re info rc ing  a  se nse  o f c o lle c tive  re sp o nsib ility fo r o p e ra tio na l 

imp ro ve me nts.  

 

The  surve y ite ms we re  c o nstruc te d  fro m a  re vie w o f surve ys d e ve lo p e d  b y c o mp a ra b le  

c o lle g e s a nd  na tio na l c o mp a nie s. Ta b le  2 sho ws the  surve y c o nte nt d istrib utio n. The  

surve y is Ap p e nd ix A.  

 

Ta b le  2:  Surve y c o nte nt 

Org a niza tiona l Le ve l  

Conte nt Co lle g e  Distric t Ca mp us Pro g ra m 

 

Tota l 

Ite ms 5 8 23 4 40 

% Ite ms 12% 20% 58% 10% 100% 

 

 



  HCC Institutio na l Re se a rc h 
4

 

FACULTY AND STAFF SATISFACTION SURVEY, 2005 

 

The  40 ite m surve y a d d re sse d  e mp lo ye e  sa tisfa c tio n with five  Co lle g e  q ua litie s, e ig ht 

Distric t se rvic e s, 23 c a mp us se rvic e s, a nd  fo ur instruc tio na l p ro g ra m q ua litie s. Using  

na tio na l sa tisfa c tio n surve ys a s a  g uid e , c a mp us se rvic e s we re  c la ssifie d  into  thre e  

g ro up s fo r e a se  o f inte rp re ta tio n a s sho wn in Ta b le  3.  Ac a d e mic  sup p o rt a nd  stud e nt 

se rvic e s c o nstitute d  56 p e rc e nt o f the  c a mp us surve y ite ms with no n-a c a d e mic  se rvic e s 

re p re se nte d  b y 43 p e rc e nt o f the  ite ms.  

 

Ta ble  3:  Ca mpus se rvic e  g roups 

 

Campus Se rvic e  Groups 

Numbe r of  

Se rvic e s 

%  of  

Ite ms 

 

Se rvic e s 

Ac a d e mic  Sup p o rt 

 

6 26% Co urse  sc he d uling  

Gra d e s & tra nsc rip ts 

Lib ra rie s 

Ma the ma tic s la b s  

Re a d ing / writing   

Tuto ring  se rvic e s 

Stude nt Se rvic e s 7 30% Ac a d e mic  a dvising  & c o unse ling  

Ad missio ns & re c o rd s 

Fina nc ia l a id  se rvic e s 

Re g istra tio n pro c e ss 

Se rvic e s fo r d isa b le d  stud e nts 

Stude nt a c tivitie s 

Te st c e nte r 

No n-Ac a d e mic  Sup p o rt 10 43% Bo o ksto re  

Bursa r o ffic e  

Cla ssro o m e q uipme nt 

Co mpute r la b s fo r stude nts 

Fa c ilitie s & ma inte na nc e  

Fo o d  se rvic e s 

Ma il se rvic e  

Pa rking  

Printing / d up lic a tio n 

Se c urity 

 

Surve y ite ms ha d  a  five -p o int sc a le  with d ire c tio ns a sking  the  re sp o nd e nt to  ‘ ra te  yo ur 

le ve l o f sa tisfa c tio n’ .  Sa tisfa c tio n wa s ra te d  o n a  fo ur-p o int sc a le  Like rt sc a le . In 

p ro c e ssing  re sults, the  ra ting  sc a le  wa s re ve rse d  a s fo llo ws: 1= ve ry dissatisfie d, 2= 

dissatisfie d, 3= satisfie d, and 4=ve ry satisfie d so  hig he r sc o re s c o rre sp o nd e d  with a  mo re  

fa vo ra b le  re sp o nse . The  fifth p o int o n the  sc a le  a llo we d  the  re sp o nd e nt to  ind ic a te  

unc e rta inty o r no n-use . Le ve l o f use  ind ic a te s c usto me r d e ma nd  o n the  se rvic e . Le ve l o f 

use  wa s use d  to  q ua lify hig h use  se rvic e s. Bo th use  a nd  sa tisfa c tio n we re  a p p lie d  to  

e va lua te  ra ting s.   

 

Ad ministra tio n. The  surve y is p a rt o f the  Co lle g e  a sse ssme nt p la n a s sho wn in Ap p e nd ix 

B. wa s a d ministe re d  in Ap ril 2005 to  Co lle g e  e mp lo ye e s, a nd  will b e  a d ministe re d  a g a in 

in 2007. The  surve y wa s intro d uc e d  to  the  Co lle g e  c o mmunity in a n e -ma il fro m the  

o ffic e  o f the  Pre sid e nt. The  sc a ntro n surve y wa s d istrib ute d  thro ug h inte rc a mp us ma il o n 

Ap ril 19, with d ire c tio ns fo r re turn b y Ap ril 29.  
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To  e nc o ura g e  hig h re turn ra te s, two  fo llo w-up  no te s we re  e -ma ile d  to  Co lle g e  

a d ministra to rs. Re sp o nd e nts we re  a ssure d  a no nymity in the ir re sp o nse s in ke e p ing  with 

g o o d  p ra c tic e s in a sse ssme nt p ro to c o l fo r a ffe c tive , se lf-re p o rte d  surve ys. 

 

Limita tio ns. A sing le  a sse ssme nt fro m a n inte rna l g ro up  ha s limita tio ns. Surve y re sults a re   

mo st va lua b le  whe n a p p lie d  with c o lla te ra l a sse ssme nts, a nd  c o nsid e re d  in the  c o nte xt 

o f the  unifying  Co lle g e  missio n to  e mp o we r stud e nts to  e xc e l.  The  Co mmunity Co lle g e  

fo r Stud e nt Eng a g e me nt a llo ws fo r stud e nt inp ut. 

 

Ana lysis.  Surve y find ing s a re  p re se nte d  se q ue ntia lly fo r e a c h se rvic e  le ve l. Thre e  

summa rie s a re  p ro vide d  a nd  a re  d e ta ile d  b e lo w.  

 

1.  Ra ting s. De sc rip tive  re sults inc lud e  the  numb e r o f re sp o nd e nts, le ve l o f use , a nd  

the  p e rc e nt o f sa tisfie d  ra ting s.  

 

2. Stre ng ths a nd  imp ro ve me nts.  A c o ntra st o f p e rc e nta g e s wa s use d  to  id e ntify 

re la tive  stre ng ths a nd  o p p o rtunitie s fo r imp ro ve d  se rvic e .   

Ra ting s we re  use d  to  id e ntify stre ng ths a nd  c ha lle ng e s. The  a ve ra g e  p e rc e nt o f use  

wa s a p p lie d  to  id e ntify se rvic e s a s lo w (b e lo w a ve ra g e ) o r hig h (a b o ve  a ve ra g e ). 

Simila rly, the  p e rc e nt o f sa tisfie d  a nd  ve ry sa tisfie d  ra ting s wa s use d  to  id e ntify 

se rvic e s a s lo w (b e lo w a ve ra g e ) o r hig h (a b o ve  a ve ra g e ) in e mp lo ye e  sa tisfa c tio n. 

Stre ng ths we re  se rvic e s with hig h use  a nd  sa tisfa c tio n ra ting s. Se rvic e s with a b o ve  

a ve ra g e  sa tisfa c tio n ra ting s a nd  lo w use  ma y b e ne fit fro m a  re vie w o f e ffic ie nc y in 

re so urc e  a llo c a tio n. Cha lle ng e s we re  se rvic e s with lo w use  a nd  sa tisfa c tio n ra ting s. 

Se rvic e s with hig h use  a nd  lo w sa tisfa c tio n sho uld  a lso  b e  c o nsid e re d  fo r 

o p p o rtunitie s to  imp ro ve .  

Se rvic e s we re  e va lua te d  to  c o nsid e r sa tisfa c tio n a nd  use . Sa tisfa c tio n ra ting s o ffe r 

a n ind e x o f the  d e g re e  to  whic h the  se rvic e  me t the  e xp e c ta tio ns o f e mp lo ye e s. 

Le ve l o f use  ind e xe s the  p ro p o rtio n o f e mp lo ye e s ma king  use  the  se rvic e . Lo w 

se rvic e  use  ma y b e  b a se d  in a  numb e r o f fa c to rs inc lud ing  limite d  a wa re ne ss, o r 

se rvic e s ta rg e ting  a n e mp lo ye e  sub g ro up . Se rvic e  d e ma nd , a s ind e xe d  b y use , 

b ring s a  se c o nd  d ime nsio n to  the  sa tisfa c tio n ra ting s a nd  e nc o ura g e s d isc ussio n o f 

re so urc e  a llo c a tio n in re la tio n to  re so urc e  use .   

3. Ra ting s b y lo c a tio n. Ra ting s a re  summa rize d  a c c o rd ing  to  e mp lo ye e  wo rkp la c e . 

 

Ra ting s b y lo c a tio n we re  inc lud e d  to  e nc o ura g e  a  mo re  ta rg e te d  a p p lic a tio n o f 

surve y find ing s. Dia lo g ue s a c ro ss lo c a tio ns ma y inc lud e  c o nsid e ra tio n o f se rvic e  

stre ng ths, a nd  sha re d  p ra c tic e s.  

 

Emp lo ye e  c o mme nts we re  invite d  fo r surve y ite ms ra te d  “ve ry sa tisfie d ” , “ ve ry 

d issa tisfie d ”  a nd  fo r id e a s “…to  imp ro ve  se rvic e  q ua lity’ .  The  c o mme nts a re  p ro vid e d  

a s the y we re  writte n. The y we re  e d ite d  o nly to  d e le te  re fe re nc e  to  a n ind ivid ua l o r 

p e rso n sp e c ific  p o sitio n.  Co mme nts ma y b e st b e  a p p lie d  b y first e xa mining  the m fo r 

re c urring  c o nte nt.  
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COLLEGE QUALITIES.   Ac ro ss the  five  Co lle g e  q ua litie s, 83.2 p e rc e nt o f the  

e mp lo ye e s ind ic a ting  sa tisfa c tio n. Ta b le  4 sho ws the  numb e r o f re sp o nd e nts (re sp o nd ), 

the  numb e r o f p e rc e nt ra ting  sa tisfa c tio n (c e rta in), a nd  the  numb e r a nd  p e rc e nt o f 

re sp o nd e nts ind ic a ting  the ir fa vo ra b le  sa tisfa c tio n (sa tisfie d  o r ve ry sa tisfie d ).  

 

Ta ble  4:  Ra ting s for Colle ge  qua litie s  

 

Ce rta in 

Sa tisfie d or  

Ve ry Sa tisfie d 

 

 

Colle g e  qualitie s 

  

N 

Re spond N %  N %  

Ac a d e mic  sta nd a rd s 612 511 83.5 447 87.5 

Fina nc ia l re so urc e s 611 501 82.0 333 66.5 

Qua lity o f instruc tio n 609 506 83.1 473 93.5 

Re sp o nsive ne ss to  d ive rse  p o pula tio ns 611 515 84.3 460 89.3 

Stude nt le a rning  o utc o me s 610 482 79.0 382 79.3 

   Ove ra ll 611 503 82.4 419 83.2 

 

 

Stre ng ths. Se rvic e s we re  no te d  a s a  stre ng th whe n e mp lo ye e  ra ting s ha d  b o th a  hig he r 

le ve l o f c e rta inty (>82.4 p e rc e nt), a nd  sa tisfa c tio n (>83.2 p e rc e nt) whe n c o mp a re d  to  

the  o ve ra ll Co lle g e  p e rc e nta g e s fo r q ua litie s in this g ro up .  Stre ng ths we re  fo und  in 

Co lle g e  a c a d e mic  sta nd a rd s, the  q ua lity o f instruc tio n, a nd  re sp o nsive ne ss to  d ive rse  

p o p ula tio ns. 

 

Cha lle ng e s. Imp ro ve me nt o p p o rtunitie s we re  ind ic a te d  fo r fina nc ia l re so urc e s a nd  

stud e nt le a rning  o utc o me s.  

Co lle g e  find ing s a re  use ful b e nc hma rks; ho we ve r, lo c a tio n sp e c ific  re sults a llo w find ing s 

to  b e  c o nsid e re d  fo r mo re  ta rg e te d  o p e ra tio na l imp ro ve me nts. On the  ne xt p a g e , 

Ta b le  5 sho ws the  find ing s fo r Co lle g e  q ua litie s b y lo c a tio n.   
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Ta b le  5 d isp la ys ra ting s b y lo c a tio n a nd  ind e xe s c o mme nts. The  rig ht c o lumn id e ntifie s 

the  p a g e  numb e r in the  se c o nd  se c tio n o f this re p o rt fo r e mp lo ye e  c o mme nts. 

Co mme nts a re  la b e le d  stre ng ths (S), c ha lle ng e s (C ), a nd  imp ro ve me nts (I). Stre ng ths 

we re  e mp lo ye e  c o mme nts fo r se rvic e s ra te d  ‘ ve ry sa tisfie d ’ .  Cha lle ng e s we re  

e mp lo ye e  c o mme nts a b o ut the  we a kne sse s o f se rvic e s ra te d  a s ‘ ve ry d issa tisfie d ’ .  

Imp ro ve me nts we re  e mp lo ye e  c o mme nts a b o ut ho w to  imp ro ve  se rvic e s. To  re a d  

c o mme nts a b o ut a c a d e mic  sta nd a rd s, use  p a g e  o ne  in the  c o mme nt se c tio n.  

 

Ta ble  5:  Re sults for Colle ge  qua litie s by loc a tion 

Comme nt 

Pa g e s 

 

 

Colle g e  Qua litie s 

 

 

Loc a tion 

 

N  

Re sp o nd  

 

% 

Ce rta in 

% 

Sa tisfie d  o r  

Ve ry Sa tisfie d  S C I 

BR 122 90.2 84.5 

DM 224 90.2 89.6 

PC 46 87.0 90.0 

YC 122 84.2 82.3 

Ac ade mic  standards 

DAO 94 57.4 94.4 

1 1 1 

BR 122 83.6 70.6 

DM 224 87.5 63.8 

PC 46 82.6 63.2 

YC 114 82.5 67.0 

Fina nc ia l re sourc e s 

DAO 93 67.7 71.4 

2 2 2 

BR 121 90.1 89.0 

DM 223 87.9 94.4 

PC 46 89.1 98.1 

YC 114 86.0 96.9 

Qua lity of instruc tion  

DAO 93 57.0 98.1 

3 3 3 

BR 122 90.2 88.2 

DM 224 89.3 88.0 

PC 46 89.1 90.2 

YC 113 82.3 91.4 

Re sponsive  to   

dive rse  popula tions 

DAO 93 65.6 90.2 

4 4 4 

BR 122 80.3 78.6 

DM 224 87.1 82.1 

PC 45 88.9 77.5 

YC 114 81.6 79.6 

Stude nt le a rning  

outc ome s  

DAO 92 53.3 73.5 

5 5 5 

Qua lity o f instruc tio n a nd  re sp o nsive ne ss to  d ive rse  p o p ula tio ns we re  stre ng ths a c ro ss 

c a mp use s.  Fina nc ia l re so urc e s a nd  stud e nt le a rning  o utc o me s we re  c ha lle ng e s fo r 

e mp lo ye e s in a ll lo c a tio ns. Fo r DAO e mp lo ye e s, the ir p e rc e nt o f c e rta inty is lo w whe n 

c o mp a re d  to  c a mp us-b a se d  e mp lo ye e s. Op p o rtunitie s to  le a rn mo re  a b o ut Co lle g e  

q ua litie s ma y b e ne fit DAO e mp lo ye e s.  
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DISTRICT SERVICES.   Ac ro ss the  e ig ht d istric t se rvic e s,  80.5 p e rc e nt o f the  e mp lo ye e s 

no te d  the ir sa tisfa c tio n with se rvic e s. Ta b le  6 summa rize s the  find ing s a nd  sho ws the  

numb e r o f re sp o nd e nts (N Re sp o nd ), the  numb e r a nd  p e rc e nt o f e mp lo ye e  use  (Le ve l 

o f Use ), a nd  the  numb e r a nd  p e rc e nt o f re sp o nd e nts ind ic a ting  the ir sa tisfa c tio n 

(Sa tisfie d  o r Ve ry Sa tisfie d ).  

 

Table  6:  Ratings for Distric t se rvic e s  

 

 

Le ve l of Use  

Sa tisfie d or  

Ve ry  

Sa tisfie d 

 

 

 

Distric t se rvic e s  

 

 

N 

Re spond N %  N %  

Ad ministra tio n & Fina nc e s 617 536 86.9 413 77.1 

Ed uc a tio n &Stude nt De ve lo p me nt 610 435 71.3 377 86.7 

Exte rna l Affa irs 614 302 49.2 254 84.1 

HCC Fo unda tio n 614 310 50.5 250 80.6 

Huma n Re so urc e s 613 524 85.5 416 79.4 

Info rma tio n Te c hno lo g y 613 550 89.7 423 76.9 

TCTC 613 190 31.0 144 75.8 

Pla nning / MIS/ Re se a rc h 615 248 40.3 207 83.5 

   Ove ra ll 614 387 63.1 311 80.5 

 

Stre ng ths. The se  se rvic e s ha d  b o th a  hig he r le ve l o f use  (>63.1 p e rc e nt), a nd  

p e rc e nta g e  o f e mp lo ye e  sa tisfa c tio n ra ting s (>80.5 p e rc e nt) whe n c o mp a re d  to  the  

Co lle g e  o ve ra ll fo r a ll se rvic e s in this g ro up . A stre ng th in d istric t se rvic e s wa s fo und  in 

Ed uc a tio n a nd  Stud e nt De ve lo p me nt se rvic e s.  Re la tive ly hig h p e rc e nta g e s o f 

sa tisfa c tio n ra ting s a nd  lo w use  we re  fo und  fo r Exte rna l Affa irs, the  HCC Fo und a tio n, 

a nd  Pla nning .   

 

Cha lle ng e s. The  surve y find ing s sug g e ste d  the re  we re  imp ro ve me nt o p p o rtunitie s fo r  

The  Co rp o ra te  Tra ining  Ce nte r @  HCC (TCTC). Ba se d  o n its re la tive ly lo w use  a nd  

sa tisfa c tio n a mo ng  e mp lo ye e s, this se rvic e  wa s c la ssifie d  a s a  c ha lle ng e .  It must b e  

no te d  tha t Co lle g e  e mp lo ye e s a re  no t the  p rima ry c usto me r g ro up  fo r the  Ce nte r. 

Ra the r, the  c usto me r b a se  is a mo ng  lo c a l b usine sse s. Emp lo ye e  sa tisfa c tio n with this 

c o rp o ra te  o utre a c h ma y no t b e  a s p e rtine nt a s a sse ssme nts o f sa tisfa c tio n with the ir 

lo c a l b usine ss c usto me rs.  

 

On the  ne xt p a g e , Ta b le  7 d isp la ys ra ting s b y lo c a tio n a nd  ind e xe s c o mme nts fo r e a c h 

se rvic e .  The se  c o mme nts a re  fo und  o n p a g e s 6 – 15.  
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Ta ble  7:  Re sults for distric t se rvic e s by loc a tion 

Comme nt 

Pa g e s 

 

 

Distric t se rvic e s 

 

 

Loc a tion 

 

N  

Re spond 

 

%  

Use  

 

%  Sa tisfie d or Ve ry 

Sa tisfie d S C I 

BR 121 89.3 70.4 

DM 227 83.7 75.3 

PC 46 87.0 77.5 

YC 116 85.3 69.7 

Administration & Financ e s 

 

DAO 95 94.7 96.7 

6 6 7 

BR 122 81.1 84.8 

DM 226 74.8 88.2 

PC 45 82.2 78.4 

YC 113 73.5 88.0 

Educ a tion & Stude nt 

De ve lopme nt 

 

DAO 91 46.2 92.9 

8 8 8 

BR 122 52.5 75.0 

DM 227 45.4 83.5 

PC 45 51.1 82.6 

YC 115 54.8 92.1 

Exte rna l Affa irs 

 

DAO 93 48.4 88.9 

9 9 9 

BR 121 45.5 92.7 

DM 227 49.8 69.0 

PC 46 51.6 82.1 

YC 115 53.9 85.5 

HCC Founda tion 

 

DAO 93 51.6 87.5 

10 10 10 

BR 120 86.7 78.8 

DM 225 84.9 80.6 

PC 46 87.0 77.5 

YC 116 81.9 76.8 

Human Re sourc e s 

DAO 94 93.6 81.8 

11 11 12 

BR 121 94.2 77.2 

DM 227 89.0 79.2 

PC 46 91.3 69.0 

YC 113 83.2 76.6 

Informa tion Te c hnology 

DAO 94 94.7 77.5 

13 13 13 

BR 120 35.8 79.1 

DM 226 22.6 88.2 

PC 46 28.3 92.3 

YC 115 32.2 73.0 

TCTC 

DAO 94 45.7 55.8 

14 14 14 

BR 121 40.5 71.4 

DM 227 37.4 81.2 

PC 46 43.5 75.0 

YC 115 37.4 90.7 

Pla nning / MIS/ Re se a rc h 

DAO 93 52.7 98.0 

15 15 15 
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CAMPUS SERVICES, ACADEMIC SUPPORT.  As sho wn in Ta b le  8,   85.8 p e rc e nt o f the  

e mp lo ye e s p ro vid e d  ra ting s o f sa tisfie d  o r ve ry sa tisfie d  fo r a c a d e mic  sup p o rt se rvic e s.   

 

Ta ble  8: Ra ting s for Ac ade mic  Support Se rvic e s  

 

Le ve l of Use  

%  Sa tisfie d  

or Ve ry Sa tisfie d 

 

 

Ac a de mic  Support   

 

N 

Re spond N %  N %  

Co urse  sc he d uling  612 438 71.6% 368 84.0 

Gra d e s & tra nsc rip ts 622 409 65.8% 350 85.6 

Lib ra rie s 611 426 69.7% 400 93.9 

Ma the ma tic s la b s  612 165 27.0% 139 84.2 

Re a d ing / writing  la b s  611 216 35.4% 188 87.0 

Tuto ring  se rvic e s 613 271 44.2% 217 80.1 

   Ove ra ll 614 321 52.3% 277 85.8 

 

Stre ng ths. Hig h p e rc e nta g e s o f use  a nd  sa tisfa c tio n ra ting s d isting uishe d  lib ra rie s a s a  

stre ng th. Stre ng ths we re  d e fine d  a s se rvic e s with b o th hig he r use  le ve ls (>52.3 p e rc e nt) 

a nd  sa tisfa c tio n ra ting s (>85.8 p e rc e nt) whe n c o mp a re d  to  the  o ve ra ll Co lle g e . Hig h 

p e rc e nta g e s o f sa tisfa c tio n ra ting s we re  a lso  fo und  fo r the  re a d ing / writing  la b o ra to rie s.  

Ho we ve r, the  se rvic e  ha d  re la tive ly lo w le ve ls o f use  a mo ng  e mp lo ye e s. The  re la tive ly 

lo w use  o f ma the ma tic s la b s, re a d ing / writing  la b s, a nd  tuto ring  se rvic e s ma y b e  

a p p lie d  to  d isc ussio ns o f se rvic e  e ffic ie nc y. 

 

Cha lle ng e s.  The  surve y find ing s sug g e ste d  the re  we re  imp ro ve me nt o p p o rtunitie s fo r 

tuto ring  se rvic e s a nd  ma the ma tic s la b s.  

On the  ne xt p a g e , Ta b le  9 sho ws the  find ing s fo r a c a d e mic  sup p o rt se rvic e s b a se d  o n 

e mp lo ye e s a t e a c h c a mp us. Distric t o ffic e  (DAO ) e mp lo ye e  ra ting s we re  no t inc lud e d  

fo r a c a d e mic  sup p o rt sinc e  le ve l o f use  wa s lo w. Ac ro ss c a mp use s, lib ra rie s we re  a  

stre ng th while  tuto ring  se rvic e s a p p e a r to  b e   a  c ha lle ng e .  Ma the ma tic s la b s, a lso  a  

c ha lle ng e , d id  re c e ive  a b o ve  a ve ra g e  ra ting s fro m Da le  Ma b ry c a mp us e mp lo ye e s.  
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The  c o mme nts we re  o rg a nize d  b y c a mp us, a nd  the n b y se rvic e , in a lp ha b e tic a l o rd e r. 

This a llo we d  e a c h lo c a tio n to  vie w c o mme nts a c ro ss se rvic e s. Ho we ve r, it d o e s no t 

e a sily p o int o ut c o mme nts fo r a  sp e c ific  se rvic e . To  re a d  e mp lo ye e  c o mme nts, use  the  

Co mme nt Pa g e s re fe re nc e  in Ta b le  9.  Fo r e xa mp le , c o mme nts a b o ut c o urse  

sc he d uling  fro m Bra nd o n e mp lo ye e s is fo und  o n p a g e  16 (stre ng ths), a nd  20 

(c ha lle ng e s). No  imp ro ve me nt sug g e stio ns we re  ma d e .  ‘ NA’  a p p e a rs whe n no  

e mp lo ye e  c o mme nts we re  o ffe re d .  

 

Ta ble  9:  Re sults for a c a de mic  support by loc a tion  

Comme nt 

Pa g e s  

 

Ac ade mic  Support 

 

Loc a tion 

 

N  

Re spond 

 

%  

Use  

%  

Sa tisfie d or  

Ve ry Sa tisfie d S C I 

BR 121 82.6 89.0 16 20 NA 

DM 225 82.2 84.3 29 35 40 

PC 46 91.3 71.4 45 NA NA 

Course  sc he duling  

YC 115 73.0 85.7 52 56 NA 

BR 123 70.7 87.4 17 21 NA 

DM 229 78.2 83.2 29 36 41 

PC 46 69.6 90.6 45 48 NA 

Grade s & transc ripts 

YC 115 66.1 89.5 53 57 NA 

BR 121 83.5 94.1 17 NA 24 

DM 225 76.0 93.0 29 37 41 

PC 46 80.4 89.2 45 NA NA 

Librarie s 

YC 112 69.6 97.4 53 NA NA 

BR 120 31.7 81.6 17 NA NA 

DM 226 26.1 93.2 NA NA NA 

PC 46 34.8 75.0 NA NA NA 

Mathe matic s labs  

YC 113 33.6 84.2 46 48 NA 

BR 120 46.7 89.3 17 NA NA 

DM 227 37.4 91.8 30 NA NA 

PC 46 37.0 76.5 46 48 NA 

Re a ding / writing  la bs  

YC 112 42.0 85.1 53 NA NA 

BR 120 46.7 75.0 18 22 NA 

DM 228 50.9 83.6 32 38 NA 

PC 46 63.0 82.8 46 49 NA 

Tutoring  se rvic e s 

YC 114 50.0 78.9 NA 58 NA 
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CAMPUS SERVICES, STUDENT SERVICES. Ta b le  10 summa rize s ra ting s fo r stud e nt se rvic e s, 

a nd  sho ws 74.5 p e rc e nt o f the  e mp lo ye e s re p o rting  se rvic e  sa tisfa c tio n.  

 

Table  10:  Ratings for stude nt se rvic e s  

Le ve l of Use  Sa tisfie d or  

Ve ry Sa tisfie d 

 

 

Stude nt se rvic e s  

 

N 

Re spond N %  N %  

Ac a d e mic  a dvising  & c o unse ling  611 405 66.3% 298 73.6% 

Ad missio ns & re c o rd s 617 408 66.1% 290 71.1% 

Fina nc ia l a id  se rvic e s 617 282 45.7% 182 64.5% 

Re g istra tio n p ro c e ss 613 374 61.0% 245 65.5% 

Se rvic e s fo r d isa b le d  stud e nts 612 351 57.4% 270 76.9% 

Stude nt a c tivitie s 611 327 53.5% 285 87.2% 

Te st c e nte r 615 372 60.5% 308 82.8% 

   Ove ra ll 614 360 58.6% 268 74.5% 

 

Stre ng ths.  Stre ng ths ha d  b o th hig he r use  le ve ls (>58.6 p e rc e nt) a nd  fa vo ra b le  ra ting s 

(>74.5 p e rc e nt) whe n c o mp a re d  to  the  Co lle g e  o ve ra ll. Distric t e mp lo ye e  ra ting s we re  

no t inc lud e d  fo r a c a d e mic  sup p o rt sinc e  le ve l o f use  wa s lo w. Emp lo ye e  hig h le ve ls o f 

use  a nd  sa tisfa c tio n d isting uishe d  the  te st c e nte rs a s stre ng ths.  

 

Cha lle ng e s.  Emp lo ye e  ra ting s sug g e ste d  imp ro ve me nt o p p o rtunitie s fo r fina nc ia l a id  

se rvic e s.  

 

Ta b le  11 d isp la ys ra ting s a nd  c o mme nt p a g e s fo r stud e nt se rvic e s fo r e a c h lo c a tio n.  
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Ta b le  11 sho ws re sults fo r e a c h se rvic e  b y lo c a tio n, a nd  p o ints to  the  p a g e  numb e rs fo r 

c o mme nts. To  re a d  e mp lo ye e  c o mme nts, re fe re nc e  the  c o mme nt p a g e s in the  fa r 

rig ht c o lumn. 

 

 

Ta ble  11:  Re sults for stude nt se rvic e s by loc a tion  

Comme nt 

Pa g e s 

 

 

Stude nt se rvic e s 

 

 

Loc a tion 

 

N  

Re spond 

 

%  

Use  

 

%  Sa tisfie d or  

Ve ry Sa tisfie d S C I 

BR 122 74.6 69.2 16 20 NA 

DM 223 73.1 81.0 28 34 40 

PC 46 82.6 71.1 45 47 49 

Ac a de mic  advising  a nd c ounse ling  

YC 113 67.3 64.5 52 55 NA 

BR 121 73.6 67.4 16 20 NA 

DM 223 67.7 67.1 28 34 40 

PC 46 84.8 74.4 45 47 NA 

Admissions & re c ords  

    

YC 114 69.3 84.8 52 55 NA 

BR 122 45.1 80.0 16 NA NA 

DM 229 46.7 61.7 29 36 41 

PC 46 56.5 76.9 NA 47 NA 

Fina nc ia l a id se rvic e s  

YC 114 53.5 65.6 NA 56 60 

BR 119 66.4 68.4 17 21 24 

DM 228 65.4 57.0 NA 37 41 

PC 46 67.4 77.4 46 NA NA 

Re gistration proc e ss  

YC 112 67.9 75.0 NA 57 60 

BR 119 61.3 93.2 18 NA NA 

DM 227 67.8 65.6 31 38 41 

PC 46 67.4 83.9 46 NA NA 

Se rvic e s for disa ble d stude nts  

YC 114 63.2 86.1 NA 58 NA 

BR 120 66.7 93.8 18 NA NA 

DM 228 61.4 92.1 31 38 NA 

PC 45 60.0 74.1 NA 48 NA 

Stude nt a c tivitie s  

YC 113 56.6 78.1 54 58 NA 

BR 121 70.2 92.9 18 NA NA

DM 228 68.9 82.2 32 38 41 

PC 46 71.7 60.6 NA 48 NA

  Te st c e nte r  

YC 114 65.8 88.0 54 58 NA
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CAMPUS SERVICES, NON- ACADEMIC SUPPORT. No n-a c a d e mic  sup p o rt is the  third  

c a te g o ry o f c a mp us se rvic e s.  Ta b le  12 sho ws  80 p e rc e nt o f e mp lo ye e s re p o rting  

sa tisfa c tio n with this se rvic e  g ro up .  

 

Ta ble  12:  Rating s for non- a c a de mic  se rvic e s  

Le ve l of Use  Sa tisfie d or Ve ry Sa tisfie d  

Non- a c a de mic  se rvic e s 

N 

Re spond 

 
N %  N %  

Bo o ksto re  616 449 72.9 403 89.8 

Bursa r o ffic e  615 463 75.3 412 89.0 

C la ssro o m e q uipme nt 616 428 69.5 274 64.0 

Co mpute r la b s fo r stude nts 619 357 57.7 272 76.2 

Fa c ilitie s & ma inte na nc e  617 563 91.2 390 69.3 

Fo o d  se rvic e s 620 407 65.6 281 69.0 

Ma il se rvic e  616 584 94.8 542 92.8 

Pa rking  616 600 97.4 387 64.5 

Printing / d up lic a tio n 614 537 87.5 514 95.7 

Se c urity 617 590 95.6 493 83.6 

  Ove ra ll 617 490 79.4 393 80.0 

 

Stre ng ths. Stre ng ths ha d  b o th hig he r use  le ve ls (>79.4 p e rc e nt) a nd  fa vo ra b le  ra ting s 

(>80.0 p e rc e nt) whe n c o mp a re d  to  the  Co lle g e  o ve ra ll. Thre e  se rvic e s we re  re c o g nize d  

a s stre ng ths b y e mp lo ye e  ra ting s: ma il se rvic e , p rinting  a nd  d up lic a tio n, a nd  se c urity.  

 

Cha lle ng e s. The  thre e  c ha lle ng e s we re  c la ssro o m e q uip me nt, c o mp ute r la b s a nd  fo o d  

se rvic e .  

 

It is no te wo rthy tha t fa c ilitie s a nd  ma inte na nc e , a nd  p a rking  b o th ha d  hig h use  a nd  lo w 

sa tisfa c tio n a mo ng  e mp lo ye e s. This sug g e sts the  ne e d  to  p la n d isc ussio ns o f 

imp ro ve me nt o p p o rtunitie s fo r the  Co lle g e ’ s p hysic a l infra struc ture .   

 

Ca mp us ra ting s fo r no n-a c a d e mic  se rvic e s fo llo w in Ta b le  13. So me  no n-a c a d e mic  

se rvic e s a re  a lso  re le va nt to  DAO e mp lo ye e s. The ir ra ting s we re  inc lud e d  se le c tive ly 

whe n le ve l o f use  me t o r e xc e e d e d  the  Co lle g e  a ve ra g e  o f 79.4 p e rc e nt.  
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Ca mp us ra ting s fo r no n-a c a d e mic  se rvic e s fo llo w in Ta b le  13. So me  no n-a c a d e mic  

se rvic e s a re  a lso  re le va nt to  DAO e mp lo ye e s. The ir ra ting s we re  inc lud e d  se le c tive ly 

whe n le ve l o f use  me t o r e xc e e d e d  the  Co lle g e  o ve ra ll o f 79 p e rc e nt. To  re a d  

e mp lo ye e  c o mme nts, re fe re nc e  the  c o mme nt p a g e s in the  fa r rig ht c o lumn.  

 

Ta ble  13:  Re sults for non-a c a de mic  se rvic e s by loc a tion 

Comme nt 

Pa g e s 

 

 

Non- a c a de mic  se rvic e s 

 

 

Loc a tion 

 

N  

Re spond 

 

%  

Use  

 

%  Sa tisfie d or  

Ve ry Sa tisfie d 

 

S C I 

BR 121 74.4 83.3 16 20 NA 

DM 228 82.0 93.0 28 NA NA 

PC 46 84.8 82.1 45 NA NA 

Bookstore   

YC 116 77.6 94.4 52 55 NA 

BR 121 76.0 90.2 16 20 NA 

DM 227 78.0 86.4 28 35 NA 

PC 45 82.2 94.6 45 47 NA 

Bursa r offic e  

    

YC 116 80.2 89.2 52 55 NA 

BR 120 79.2 68.4 16 20 NA 

DM 228 78.1 66.9 28 35 40 

PC 46 78.3 66.7 NA 47 49 

Cla ssroom e quipme nt 

YC 114 84.2 52.1 52 55 60 

BR 123 68.3 83.3 16 20 NA 

DM 229 64.2 78.2 28 35 NA 

PC 46 69.6 75.0 NA 47 NA 

Compute r labs  

YC 115 61.7 69.0 52 56 NA 

BR 122 95.9 63.2 16 21 24 

DM 226 96.5 68.3 29 35 40 

PC 46 89.1 68.3 45 47 NA 

YC 115 93.0 70.1 52 56 NA 

Fa c ilitie s & ma inte na nc e    

DAO 94 73.4 60.6 63 65 66 

BR 123 78.0 63.5 17 21 24 

DM 229 75.1 65.1 29 36 41 

PC 46 39.1 16.7 NA 47 NA 

Food se rvic e s   

YC 116 71.6 88.0 52 57 NA 

BR 121 93.4 89.4 17 21 24 

DM 226 94.7 95.8 29 37 41 

PC 46 95.7 86.4 NA 48 NA 

YC 114 96.5 90.9 53 57 NA 

Ma il se rvic e  

DAO 94 96.8 94.7 63 NA NA 
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Ta ble  13:  Re sults for non-a c a de mic  se rvic e s by loc a tion, c on’d.  

Comme nts Non- a c a de mic  se rvic e s Loc a tions N  

Re spond 

%  

Use  

%  Sa tisfie d or  

Ve ry Sa tisfie d S C I 

BR 121 98.3 74.8 17 22 NA 

DM 225 98.7 67.6 NA 37 41 

PC 46 93.5 86.0 NA NA NA 

YC 115 99.1 41.2 NA 57 NA

Pa rking  

DAO 95 94.7 64.4 63 65 NA

BR 120 90.8 93.6 17 22 NA

DM 228 89.9 97.1 30 NA NA

PC 46 82.6 84.2 46 NA NA

Printing / duplic a tion 

YC 113 92.0 97.1 53 58 NA

BR 121 96.7 70.9 18 22 24

DM 225 97.8 89.5 31 NA 41 

PC 46 91.3 85.7 46 NA 41 

YC 115 97.4 76.8  54 58 NA 

Se c urity 

DAO 95 91.6 87.4 64 65 NA 

 

 

INSTRUCTIONAL PROGRAMS. Instruc tio na l p ro g ra ms we re  the  fo c us fo r this p o rtio n o f the   

sa tisfa c tio n a sse ssme nt. Fa c ulty we re  a ske d  to  ra te  fo ur q ua litie s. Ta b le  14 sho ws the  

o ve ra ll ra ting s. Ac ro ss p ro g ra m q ua litie s, 76.4 p e rc e nt o f the  fa c ulty ra te d  q ua litie s o n 

the ir sa tisfa c tio n (le ve l o f c e rta inty).  Ove ra ll, sa tisfa c tio n wa s re p o rte d  b y 88.2 p e rc e nt 

o f re sp o nd ing  fa c ulty.  

 

Ta ble  14:  Rating s for instruc tiona l progra m qua litie s 

Le ve l of  

Ce rta inty 

Sa tisfie d or Ve ry 

Sa tisfie d 

 

 

Instruc tiona l prog ra m qua litie s 

N 

Re spond 

 N %  N %  

Cla ss size  461 355 77.0% 332 93.5% 

Co urse  c o nte nt 459 350 76.3% 332 94.9% 

Instruc tio na l ma te ria ls 456 349 76.5% 311 89.1% 

Re so urc e s to  e nsure  q ua lity o f p ro g ra m 457 347 75.9% 262 75.5% 

   Ove ra ll 458 350 76.4% 309 88.2% 
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Instruc tio na l p ro g ra m ra ting s ma y b e  c o nsid e re d  fo r p ro g ra m re vie w.  The  fo llo wing  

thre e  ta b le s sup p o rt this p ro c e ss. Re sp o nd e nts we re  fa c ulty who  se lf-id e ntifie d  the ir 

p rima ry instruc tio na l p ro g ra m a s:  Unive rsity Tra nsfe r (A.A.), Te c hnic a l Pro g ra ms: He a lth 

Sp e c ify, o r o the r Te c hnic a l Pro g ra ms.   

 

Ta b le  15 d isp la ys fa c ulty sa tisfa c tio n ra ting s fo r the  unive rsity tra nsfe r p ro g ra m.  Fo r this 

p ro g ra m, fa c ulty sa tisfa c tio n wa s g re a te r tha n 90 p e rc e nt fo r thre e  o f the  fo ur q ua litie s 

a sse sse d .  Pro g ra m re so urc e s we re  ra te d  sa tisfie d  o r ve ry sa tisfie d  b y 73.5 p e rc e nt o f 

fa c ulty re sp o nd e nts.   

Table  15:  Ratings for program qualitie s for the  unive rsity transfe r program 

 

Prog ra m qua litie s 

 

Loc ations 

N  

Re spond 

%  Sa tisfie d or  

Ve ry Sa tisfie d 

BR 29 92.9 

DM 45 95.6 

PC 12 100.0 

C la ss size  

YC 30 93.1 

   Ove ra ll 116 94.7 

BR 29 89.3 

DM 45 91.1 

PC 12 100.0 

Co urse  c o nte nt 

    

YC 30 100.0 

   Ove ra ll 116 93.9 

BR 29 96.4 

DM 45 91.1 

PC 12 75.0 

Instruc tio na l ma te ria ls 

YC 30 90.0 

   Ove ra ll 116 90.5 

BR 29 73.1 

DM 45 84.1 

PC 12 63.6 

Re so urc e s to  e nsure  q ua lity o f 

p ro g ra m 

YC 30 62.1 

   Ove ra ll 116 73.5 
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Ta b le  16 sho ws ra ting s fo r the  he a lth p ro g ra ms. Ac ro ss the  p ro g ra ms, fa c ulty sa tisfa c tio n 

wa s g re a te r tha n 90 p e rc e nt fo r two  o f the  fo ur q ua litie s a sse sse d .  Instruc tio na l 

ma te ria ls we re  ra te d  fa vo ra b ly b y 76.5 p e rc e nt o f the  re sp o nd ing  fa c ulty, a nd  p ro g ra m 

re so urc e s we re  ra te d  fa vo ra b ly b y 73.6 p e rc e nt. 

 

Ta ble  16:  Rating s for prog ra m qua litie s for he a lth prog ra ms   

 

Prog ra m qua litie s 

 

Loc a tion 

N  

Re spond 

%  Sa tisfie d or  

Ve ry Sa tisfie d 

BR NA  

DM 29 92.9 

PC 3 66.7 

C la ss size  

YC 2 100.0 

   Ove ra ll  34 91.0 

BR NA  

DM 30 100.0 

PC 3 100.0 

Co urse  c o nte nt 

    

YC 2 50.0 

   Ove ra ll  35 97.1 

BR NA  

DM 30 75.9 

PC 3 66.7 

Instruc tio na l ma te ria ls 

YC 2 100.0 

   Ove ra ll  35 76.5 

BR NA  

DM 30 75.9 

PC 3 33.3 

Re so urc e s to  e nsure  q ua lity o f 

p ro g ra m 

YC 2 100.0 

   Ove ra ll   35 73.6 
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Ta b le  17 fo c use s o n the  o the r te c hnic a l p ro g ra ms.  Fa c ulty sa tisfa c tio n wa s g re a te r 

tha n 90 p e rc e nt fo r the  fo ur q ua litie s a sse sse d .     

 

Ta ble  17:  Prog ra m qua litie s for te c hnic a l prog ra ms (not he a lth) 

 

Prog ra m qua litie s 

 

Loc a tion 

N  

Re spond 

%  Sa tisfie d or  

Ve ry Sa tisfie d 

BR 5 100.0 

DM 21 95.0 

PC 2 100.0 

C la ss size  

YC 5 100.0 

   Ove ra ll                                                                                                        33 96.8 

BR 5 100.0 

DM 21 100.0 

PC 2 100.0 

Co urse  c o nte nt 

    

YC 5 100.0 

   Ove ra ll                                                                                                        33 100.0 

BR 5 100.0 

DM 21 100.0 

PC 2 100.0 

Instruc tio na l ma te ria ls 

YC 5 100.0 

   Ove ra ll                                                                                                        33 100.0 

BR 5 100.0 

DM 21 89.5 

PC 2 100.0 

Re so urc e s to  e nsure  q ua lity o f 

p ro g ra m 

YC 5 100.0 

   Ove ra ll                                                                                                        33 93.3 

 

Emp lo ye e  c o mme nts a b o ut p ro g ra m q ua litie s we re  o rg a nize d  b y c a mp us. Co mme nts 

o n p ro g ra m q ua litie s fro m Bra nd o n e mp lo ye e s b e g in o n pa g e  18; Da le  Ma b ry 

c o mme nts sta rt o n pa g e  32; Pla nt City c o mme nts b e g in o n p a g e  46; a nd  Yb o r C ity 

c o mme nts b e g in o n pa g e  54.  

So me  e mp lo ye e  c o mme nts d id  no t sp e c ify the  se rvic e  o r q ua lity o f re fe re nc e . This 

g ro up  o f c o mme nts, title d  Unsp e c ifie d , a re  p ro vid e d  in the  c o mme nts se c tio n. The  first 

p a g e  numb e r fo r the se  c o mme nts: Bra nd o n, p a g e  19; Da le  Ma b ry, p a g e  33; Pla nt C ity, 

p a g e  47; a nd  DAO , p a g e  64.  
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CONCLUSIONS 

Whe n the  sa tisfa c tio n ra ting s we re  e xa mine d  in a g g re g a te , the  fo ur instruc tio na l 

p ro g ra m q ua litie s re fle c te d  a  hig h le ve l o f sa tisfa c tio n a mo ng  fa c ulty with o ve ra ll 

sa tisfa c tio n ra ting s o f 88.2 p e rc e nt.  In sup p o rt o f stud e nt le a rning , the  a c a d e mic  

sup p o rt se rvic e s e me rg e d  with the  hig he st ra ting s o f sa tisfa c tio n (85.8 p e rc e nt). 

Emp lo ye e  sa tisfa c tio n with Co lle g e  q ua litie s a lso  p ro d uc e d  hig h ra ting s (83.2 p e rc e nt). 

Distric t se rvic e s a nd  no n-a c a d e mic  sup p o rt e a rne d  sa tisfa c tio n ra ting s o f 80.5 p e rc e nt 

a nd  80.0 p e rc e nt, re sp e c tive ly. Stud e nt se rvic e s, with sa tisfa c tio n ra ting s o f 74.5 

p e rc e nt, we re  re la tive ly lo w.   

 

IMPLICATIONS FOR ACTION 

 

The  inte ntio n o f this re p o rt is to  c o ntrib ute  info rma tio n to  re c urring  p ro c e sse s in sup p o rt 

o f p la nne d  imp ro ve me nt fo c use d  o n stud e nt le a rning . Emp lo ye e  sa tisfa c tio n with 

Co lle g e  se rvic e s p ro vid e s o ne  so urc e  o f info rma tio n to  sup p o rt d e c isio ns.  It is sug g e ste d  

tha t the se  find ing s b e  a p p lie d  p rud e ntly, in the  c o nte xt o f c o lla te ra l me a sure s, a nd  in 

the  sp irit o f e mp o we ring  stud e nts to  e xc e l.   
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APPENDIX B 

 

 

 

INSTITUTIONAL EFECTIVENESS SURVEY PROGRAM 

 

Hillsb o ro ug h Co mmunity Co lle g e  a dministe rs a  surve y pro g ra m to  suppo rt a sse ssme nt o f its 

p la nning  p ro c e sse s a nd  a c a d e mic / no n-a c a d e mic  p ro g ra m re vie w.  Ha llma rks o f the  p ro g ra m 

inc lude : 

 

1. Clie nt sa tisfa c tio n:  Eve ry c o lle g e  unit p ro vid e s a  se rvic e  to  c lie nts – ho w sa tisfie d  a re  the y 

with the  se rvic e s p ro vide d .  

2. Tria ng ula tio n:  Co mmo n c o re  q ue stio ns a mo ng  fo ur c lie nt g ro up s re ve a l the  e xte nt to  

whic h the re  is a  c o nve rg e nc e  in sa tisfa c tio n. *   

3. Sta b ility:  Re g ula r a dministra tio ns o f the  sa me  surve ys pe rmit tre nd  a na lysis to  

d e mo nstra te  imp ro ve me nt in c lie nt sa tisfa c tio n.  

4. Be nc hma rking :  Ho w sa tisfie d  a re  c lie nts (i.e . stud e nts) a t this institutio n c o mp a re d  with 

tho se  a c ro ss a  re g io n (e .g . na tio n, so uthe a st Unite d  Sta te s, Flo rida ). 

 

The  ta b le  b e lo w d isp la ys the  surve y sc he dule  in a  b ie nnia l fo rma t.  Note : the  Co mmunity Co lle g e  

Surve y o f Stud e nt Eng a g e me nt (CCSSE) will b e  a d ministe re d  a nnua lly a t le a st until 2008-09 to  

supp o rt imple me nta tio n o f the  Ac hie ving  the  Dre a m Gra nt a nd  a  sta te -sp o nso re d  trie nnia l 

(2007-08) a d ministra tio n to  sup p o rt a sse ssme nt o f the  FCCCS Stra te g ic  Pla n.  Que stio ns will b e  

a p p e nd e d  to  CCSSE to  a llo w tria ng ula tio n a mo ng  the  surve ys with re g a rd  to  c lie nt sa tisfa c tio n. 

 

Ac a de mic  

Ye a r 

Te rm Surve y Foc us  Re sponde nt Group Instrume nt 

Sourc e  

Fa ll Sa tisfa c tio n (IE) 

 

Fo rme r Stude nts  

(g ra d ua te s/ no n-c o mple te rs) 

HCC  

Od d  ye a rs 

(2005/ 2006) 

 
Sp ring  Eng a g e me nt (IE) 

 

Enro lle d  Stud e nts CCSSE 

 

Fa ll Sa tisfa c tio n (IE)  

 

 

Antic ipa te d  ne e d s  

Lo c a l Emplo ye rs o f Gra d ua te s  

(te c h p ro g ra ms) 

 

Ente ring  Stud e nts 

HCC 

 

 

HCC 

 

Eve n ye a rs 

(2006/ 2007) 

 

Sp ring  Sa tisfa c tio n (IE) 

 

Eng a g e me nt (IE) 

Fa c ulty/ sta ff  

 

Enro lle d  Stud e nts 

HCC 

 

CCSSE ** 

Co ntinuo us Bo th Sa tisfa c tio n with c o urse  

 

Enro lle d  Stud e nts HCC 

 

*  C lie nt o r surve y re sp o nd e nt g ro up s a re  1) c urre nt stud e nts, 2) fo rme r stud e nts, 3) e mplo ye rs o f 

g ra d ua te s, a nd  4) fa c ulty/ sta ff. 

* *  Trie nnia l a d ministra tio n in c o nc e rt with the  sta te  c o nso rtium. 

 

- Appro ve d by Cabine t 8/2/05 
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