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A Key Message to Campus Leaders

This report offers a unique and comprehensive view of vour students’ perceptions
regarding your institution.

In 1t, you’ll learn how satisfied your students are and what’s most important to
them — a combination that pinpoints your institution’s strengths and areas in need
of improvement.

Specifically, you’ll learn the answers to questions such as:

W which aspects of campus do your students care about most?

W which aspects of your campus do students find most and least satisfying?
M how can you best meet student expectations?
|

how do your students’ responses compare with students’ responses at
institutions similar to your own?

In essence, you have in your hands a blueprint for improving your institution’s
effectiveness. You can use the information here to identify institutional strengths
which should be highlighted in student recruitment; to accelerate your student
retention initiatives; to advance your efforts in strategic planning, self-studies for
accreditation and total quality management; and to align your budget decisions
with your students’ priorities. You’ll also find it is well worth your while to share
the report’s findings as encouragement and feedback to vour faculty, staff and
students.

To get the most value possible from this study, we recommend that you repeat it
annually so you can compare your students’ perceptions over time. Used in this
way, we can provide you with pre- and post-test measurements that assess the
effectiveness of any special initiatives you launch while gauging the success of
projects you already have under way.

Now on to the report!

Copyright 1994, Noel*Levitz Centers, Inc.
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U S A G rO U p N 0 e I_ Lev I.l:zm Strategic solutions for education

File Format for the STUDENT SATISFACTION INVENTORY™

Community, Junior and Technical College Version

Following is the file format for the fields as they are exported to an ASCII format from the
STUDENT SATISFACTION INVENTORY software. All data are numeric, one character in
length (except the social security number) and appear in double quotes, separated by
commas. Each student's responses read across horizontally.

POSITION LISTING

The data and its corresponding position are as follows. (The value for the data is defined
following the position listing).

Position Data / Corresponding Item
1 Importance - Item 1
2 Importance - [tem 2
3 Importance - [tem 3
National Centers for: 4 Importance - Item 4
® Enooliment 5 Importance - Item 5
Management 6 Importance - Item 6
& Student Retention 7 Importance -Ttem 7
® Staff Selection and
Development 8 Importance - Item 8

W Sirategic Planning 9 Importance - Item 9
e 10 Importance - Item 10
11 Importance - Item 11
Offices in 12 Importance - Item 12
g’mg%o'lmo 13 Importance - Item 13
Appleton, Wisconsin 14 Importance - [tem 14
15 Importance - Item 15
16 Importance - Item 16
17 Importance - Item 17
18 Importance - [tem 18
19 Importance - [tem 19
20 Importance - [tem 20

USA Group Noel-Levitz, Inc.
a USA Group company

2101 ACT Circle, lowa City, IA 52245-3581
319-337-4700 Fax 319-337-5274



Position Data / Corresponding Item

21 Importance - Item 21
22 Importance - Item 22
23 Importance - Item 23
24 Importance - Item 24
25 Importance - Item 25
26 Importance - [tem 26
27 Importance - Item 27
28 Importance - Item 28
29 Importance - Item 29
30 Importance - Item 30
31 Importance - Item 31
32 Importahce - Item 32
33 Importance - Item 33
34 Importance - Item 34
35 Importance - Item 35
36 Importance - [tem 36
37 Importance - Item 37
38 Importance - Item 38
39 Importance - Item 39
40 Importance - Item 40
41 Importance - Item 41
42 Importance - Item 42
43 Importance - Item 43
44 Importance - Item 44
45 Importance - Item 45
46 Importance - Item 46
47 Importance - Item 47
48 Importance - Item 48
49 Importance - Item 49
50 Importance - Item 50
51 Importance - Item 51
52 Importance - Item 52
53 Importance - Item 53
54 Importance - Item 54
55 Importance - Item 55
56 Importance - Item 56
57 Importance - Item 57
58 Importance - Item 58
59 Importance - Item 59
60 Importance - Item 60

Copyright 1996 - USA Group/Noel-Levitz
2



Importance - Item 71 - if utilized by institution - otherwise blank
Importance - Item 72 - if utilized by institution - otherwise blank
Importance - Item 73 - if utilized by institution - otherwise blank
Importance - Item 74 - if utilized by institution - otherwise blank
Importance - Item 75 - if utilized by institution - otherwise blank
Importance - Item 76 - if utilized by institution - otherwise blank
Importance - Item 77 - if utilized by institution - otherwise blank
Importance - Item 78 - if utilized by institution - otherwise blank
Importance - Item 79 - if utilized by institution - otherwise blank
Importance - Item 80 - if utilized by institution - otherwise blank

Position Data / Corresponding Item

61 Importance - Item 61

62 Importance - Item 62

63 Importance - Item 63

64 Importance - Item 64

63 Importance - Item 65

66 Importance - Item 66

67 Importance - Item 67

68 Importance - Item 68

69 Importance - Item 69

70 Importance - Item 70

71

72

73

74

75

76

77

78

79

80

81 Blank - no importance data collected for Item 81
82 Blank - no importance data collected for Item 82
83 Blank - no importance data collected for Item 83
84 Blank - no importance data collected for Item 84
85 Blank - no importance data collected for Item 85
86 Blank - no importance data collected for Item 86
87 Importance - Item 87

88 Importance - Item 88

89 Importance - Item 89

90 Importance - Item 90

91 Importance - Item 91

92 Importance - Item 92

93 Importance - Item 93

94 Importance - Item 94

95 Importance - Item 95

96 Satisfaction - Item 1

97 Satisfaction - Item 2

98 Satisfaction - Item 3

99 Satisfaction - Item 4

100 Satisfaction - Item 5

Copyright 1996 - USA Group/NoelsLevitz
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Position Data / Corresponding Item

101 Satisfaction - [tem 6

102 Satisfaction - Item 7

103 Satisfaction - Item 8

104 Satisfaction - Item 9

105 Satisfaction - Item 10
106 Satisfaction - Item 11
107 Satisfaction - Item 12
108 Satisfaction - Item 13
109 Satisfaction - Item 14
110 Satisfaction - Item 15
111 Satisfaction - Item 16
112 Satisfaction - Item 17
113 Satisfaction - Item 18
114 Satisfaction - Item 19
115 Satisfaction - Item 20
116 Satisfaction - Item 21
117 Satisfaction - Item 22
118 Satisfaction - Item 23
119 Satisfaction - Item 24
120 Satisfaction - Item 25
121 Satisfaction - Item 26
122 Satisfaction - Item 27
123 Satisfaction - Item 28
124 Satisfaction - Item 29
125 Satisfaction - Item 30
126 Satisfaction - Item 31
127 Satisfaction - Item 32
128 Satisfaction - Item 33
129 Satisfaction - Item 34
130 Satisfaction - Item 35
131 Satisfaction - Item 36
132 Satisfaction - Item 37
133 Satisfaction - [tem 38
134 Satisfaction - Item 39
135 Satisfaction - Item 40
136 Satisfaction - Item 41
137 Satisfaction - Item 42
138 Satisfaction - Item 43
139 Satisfaction - Item 44
140 Satisfaction - Item 45

Copyright 1996 - USA Group/NoelsLevitz
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Position

Data / Corresponding Item

141
142
143
144
145
146
147
148
149
150
151
152
153
154
155
156
157
158
159
160
161
162
163
164
165
166
167
168
169
170
171
172
173
174
175
176
177
178
179
180

Satisfaction - Item 46
Satisfaction - Item 47
Satisfaction - Item 48
Satisfaction - Item 49
Satisfaction - Item 50
Satisfaction - Item 51
Satisfaction - Item 52
Satisfaction - Item 53
Satisfaction - Item 54
Satisfaction - Item 55
Satisfaction - Item 56
Satisfaction - Item 57
Satisfaction - Item 58
Satisfaction - Item 59
Satisfaction - Item 60
Satisfaction - Item 61
Satisfaction - Item 62
Satisfaction - Item 63
Satisfaction - Item 64
Satisfaction - Item 65
Satisfaction - Item 66
Satisfaction - Item 67
Satisfaction - Item 68
Satisfaction - Item 69
Satisfaction - Item 70
Satisfaction - Item 71
Satisfaction - Item 72
Satisfaction - Item 73
Satisfaction - Item 74
Satisfaction - Item 75
Satisfaction - Item 76
Satisfaction - Item 77
Satisfaction - Item 78
Satisfaction - Item 79
Satisfaction - Item 80
Satisfaction - Item 81
Satisfaction - Item 82
Satisfaction - Item 83
Satisfaction - Item 84
Satisfaction - Item 85

- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank
- if utilized by institution - otherwise blank

Copyright 1996 - USA Group/Noel+Levitz
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Position

Data / Corresponding Item

181
182
183
184
185
186
187
188
189
190
191
192
193
194
195
196
197
198
199
200
201
202
203
204
205
206
207
208
209

Satisfaction - Item 86

Blank - no satisfaction data collected for Item 87
Blank - no satisfaction data collected for Item 88
Blank - no satisfaction data collected for Item 89
Blank - no satisfaction data collected for Item 90
Blank - no satisfaction data collected for Item 91
Blank - no satisfaction data collected for Item 92
Blank - no satisfaction data collected for Item 93
Blank - no satisfaction data collected for Item 94
Blank - no satisfaction data collected for Item 95
Item 96

Item 97

Item 98

Item 99 - Gender

Item 100 - Age

Item 101 - Ethnicity / Race

Item 102 - Current Enrollment Status

Item 103 - Current Class Load

Item 104 - Class Level

Item 105 - Current GPA

Item 106 - Educational Goal

Item 107 - Employment

Item 108 - Current Residence

Item 109 - Residence Classification

Item 110 - Disabilities :

Item 111 - When I entered this institution, it was my:
Item 112 - Major, it utilized by institution

Item 113 - Campus defined item, if utilized by institution
Social Security Number, if completed by student

Copyright 1996 - USA Group/Noel-Levitz
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DEFINED VALUES:
Section #1 - Items 1 - 95

For importance scores, the values are as follows:
1 - not important at all
2 - not very important
3 - somewhat unimportant
4 - neutral
5 - somewhat important
6 - important
7 - very important
0 - does not apply

For satisfaction scores, the values are as follows:
1 - not satisfied at all
2 - not very satisfied
3 - somewhat dissatisfied
4 - neutral
5 - somewhat satisfied
6 - satisfied
7 - very satisfied
0 - not available / not used

Items 1 - 95 are as follows:

Item Item Statement

Number

1 Most students feel a sense of belonging here.
2 Faculty care about me as an individual.

(9]

The quality of instruction in the vocational/technical programs is
excellent.

4 Security staff are helpful.

5 The personnel involved in registration are helpful.

6 My academic advisor is approachable.

7 Adequate financial aid is available for most students.

8 Classes are scheduled at times that are convenient for me.

9 Internships or practical experiences are provided in my
degree/certificate program.

10 Child care facilities are available on campus.
11 Security staff respond quickly in emergencies.
12 My academic advisor helps me set goals to work toward.

Copyright 1996 - USA Group/Noel*Levitz
7



Item
Number

13

14
15
16
17
18

19

20
21
22
23
24
25

206
27
28
29
30

31
32

33

34
35

36
37

38

39

Item Statement

Financial aid awards are announced to students in time to be helpful
in college planning.

Library resources and services are adequate.

I am able to register for classes I need with few conflicts.

The college shows concern for students as individuals.

Personnel in the Veterans' Services program are helpful.

The quality of instruction I receive in most of my classes is
excellent.

This campus provides effective support services for displaced
homemakers.

Financial aid counselors are helpful.

There are a sufficient number of study areas on campus.

People on this campus respect and are supportive of each other.
Faculty are understanding of students' unique life circumstances.
Parking lots are well-lighted and secure.

My academic advisor is concerned about my success as an
individual.

Library staff are helpful and approachable.

The campus staff are caring and helpful.

It is an enjoyable experience to be a student on this campus.
Faculty are fair and unbiased in their treatment of individual
students.

The career services office provides students with the help they need
to get a job.

The campus is safe and secure for all students.

My academic advisor is knowledgeable about my program
requirements.

Admissions counselors accurately portray the campus in their
recruiting practices.

Computer labs are adequate and accessible.

Policies and procedures regarding registration and course selection
are clear and well-publicized.

Students are made to feel welcome on this campus.

Faculty take into consideration student differences as they teach a
course.

The student center is a comfortable place for students to spend their
leisure time.

The amount of student parking space on campus is adequate.

Copyright 1996 - USA Group/NoelsLevitz
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Item
Number
40

41
42
43
44
45
46
47
48
49

50
51
52

53
54
55
56

57
58
59
60
61
62
63

64
65

66
67
68
69
70

71
72

Item Statement

My academic advisor is knowledgeable about the transfer
requirements of other schools.

Admissions staff are knowledgeable.

The equipment in the lab facilities is kept up to date.

Class change (drop/add) policies are reasonable.

I generally know what's happening on campus.

This institution has a good reputation within the community.
Faculty provide timely feedback about student progress in a course.
There are adequate services to help me decide upon a career.
Counseling staff care about students as individuals.

Admissions counselors respond to prospective students' unique
needs and requests.

Tutoring services are readily available.

There are convenient ways of paying my school bill.

This school does whatever it can to help me reach my educational
goals.

The assessment and course placement procedures are reasonable.
Faculty are interested in my academic problems.

Academic support services adequately meet the needs of students.
The business office is open during hours which are convenient for
most students.

Administrators are approachable to students.

Nearly all of the faculty are knowledgeable in their fields.

New student orientation services help students adjust to college.
Billing policies are reasonable.

Faculty are usually available after class and during office hours.
Bookstore staff are helpful.

I seldom get the "run-around” when seeking information on this
campus.

Nearly all classes deal with practical experiences and applications.
Students are notified early in the term if they are doing poorly in a
class.

Program requirements are clear and reasonable.

Channels for expressing student complaints are readily available.
On the whole, the campus is well-maintained.

There 1s a good variety of courses provided on this campus.

I am able to experience intellectual growth here.

Campus item - if utilized by the institution.
Campus item - if utilized by the institution.

Copyright 1996 - USA Group/Noel-Levitz
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Item Item Statement

Number

73 Campus item - if utilized by the institution.

74 Campus item - if utilized by the institution.

75 Campus item - if utilized by the institution.

76 Campus item - if utilized by the institution.

77 Campus item - if utilized by the institution.

78 Campus item - if utilized by the institution.

79 Campus item - if utilized by the institution.

80 Campus item - if utilized by the institution.
How satisfied are you that this campus demonstrates a
commitment to the needs of:

81 Part-time students?

82 Evening students?

83 Older, returning learners?

84 Under-represented populations?

85 Commuters?

86 Student with disabilities?

Item Item Statement

Number
How important were each of the following factors in your
decision to enroll here?

87 Cost

88 Financial aid

89 Academic reputation

90 Size of institution

91 Opportunity to play sports

92 Recommendations from family/friends

93 Geographic setting

94 Campus appearance

95 Personalized attention prior to enrollment

Copyright 1996 - USA Group/Noel-Levitz
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Section #2 - Items 96 - 99

Item 96 - So far, how has your college
experience met your expectations?
1 - Much worse than I expected
2 - Quite a bit worse than I expected
3 - Worse than I expected
4 - About what I expected
5 - Better than I expected
6 - Quite a bit better than I expected
7 - Much better than I expected

Item 97 - Rate your overall satisfaction with
your experience here thus far.

1 - Not satisfied at all

2 - Not very satisfied

3 - Somewhat dissatisfied

4 - Neutral

5 - Somewhat satisfied

6 - Satisfied

7 - Very satisfied

Item 98 - All in all, if you had it to do over
again, would you enroll here?

1 - Definitely not

2 - Probably not

3 - Maybe not

4 -1 don't know

5 - Maybe yes

6 - Probably yes

7 - Definitely yes

Section #3 - Demographic Items 99 - 113

Item 99 - Gender
1 - Female
2 - Male

Item 100 - Age
1 - 18 and under
2-19t024
3-25t034
4-35t044

5 - 45 and over

Item 101 - Ethnicity / Race

1 - African-American

2 - American Indian or Alaskan Native
3 - Asian or Pacific Islander

4 - Caucasian / White

5 - Hispanic

6 - Other

7 - Prefer not to respond

Item 102 - Current Enrollment Status
1 - Day

2 - Evening

3 - Weekend

Item 103 - Current Class Load
1 - Full-time
2 - Part-time

Item 104 - Class Level
1-1orless

2-2

3-3

4 - 4 or more

Copyright 1996 - USA Group/Noel-Levitz



[tem 105 - Current GPA
1 - No credits earned

2 -1.99 or below
3-2.0-2.49
4-25-299
5-3.0-3.49

6 - 3.5 or above

Item 106 - Educational Goal

1 - Associate degree

2 - Vocational / technical program
3 - Transfer to another institution

4 - Certification (initial or renewal)
5 - Self-improvement / pleasure

6 - Job-related training

7 - Other

Item 107 - Employment
] - Full-time off campus
2 - Part-time off campus
3 - Full-time on campus
4 - Part-time on campus
5 - Not employed

Item 108 - Current Residence

1 - Residence hall

2 - Own house

3 - Rent room or apartment off campus
4 - Parent's home

5 - Other

Item 109 - Residence Classification
1 - In-state

2 - Out-of-state

3 - International (not U.S. citizen)

[tem 110 - Disabilities

Physical disability or a diagnosed learning
disability?

l1-Yes

2-No

Item 111 - When I entered this institution, it
was my:

1 - 1st choice

2 - 2nd choice

3 - 3rd choice or lower

Item 112 - Major code, if utilized by
institution. Consult survey administrator for
codes. If not used by institution, this item is
blank.

Item 113 - Item requested by institution, if
utilized. Consult survey administrator for
possible responses. Answers | - 6 may have
been utilized.

Social Security Number. This item is
optional.

as of January 10, 1996

Copyright 1996 - USA Group/Noel-Levitz

12



About the STUDENT SATISFACTION INVENTORY™

The STUDENT SATISFACTION INVENTORY measures students’ satisfaction with a wide
range of college experiences. Major principles of consumer theory serve as the
basis for the inventory’s construction. Therefore, students are viewed as consum-
ers who have a choice about whether to invest in education and where to enroll. In
addition, students are seen as individuals who have definite expectations about
what they want from their campus experience. From this perspective, satisfaction
with college occurs when an expectation is met or exceeded by an institution.

Students rate each item in the inventory by the importance of the specific expecta-
tion as well as their satisfaction with how well that expectation is being met. A
performance gap is then determined by the difference in the importance rating and
the satisfaction rating. Items with large performance gaps indicate areas on cam-
pus where students perceive their expectations are not being met adequately.

Because the STUDENT SATISFACTION INVENTORY results in three different scores for
each item, a significant amount of information is generated for institutional
decision makers. Importance score ratings reflect how strongly students feel about
the expectation (the higher the score, the more important it is to a student, hence
the stronger the expectation). Satisfaction ratings show how satisfied students are
that your institution has met the expectation (the higher the score, the more
satisfied the student). Performance gap scores (importance rating minus satisfac-
tion rating) show how well you are meeting the expectation overall. A large
performance gap score for an item (e.g. 1.5) indicates that the institution is not
meeting students’ expectations, whereas a small or zero gap score (e.g. .5) indi-
cates that an institution is meeting students’ expectations, and a negative gap
score (e.g. -.75) indicates that an institution is exceeding students’ expectations.

In addition to the information provided by the three measurements for each item,
inventory composite scales offer a “global” perspective of your students’ re-
sponses. The scales provide a good overview of your institution’s strengths and
areas in need of improvement.

Two versions of the inventory are available: the Community, Junior and Technical
College version and the 4-Year College and University version. Each version
captures the unique features of the type of institution for which it was developed.
At the end of this report, you’ll find the version of the instrument your

campus used.

Student responses are compared to corresponding national groups as follows:
4-year private institutions are compared with other 4-year private institutions, 4-
year public institutions are compared with other 4-year public institutions, and
community, junior and technical colleges are compared with other community,
junior and technical institutions.

Copyright 1994, NoelsLevitz Centers, Inc. 1-1



The Items

The STUDENT SATISFACTION INVENTORY collects student feedback on over 100 items.
Included are:

M 70 items of expectation for community, junior and technical colleges
OR
73 items of expectation for 4-year colleges and universities
10 optional items which may be defined by the institution
6 items that assess the institution’s commitment to specific student
populations
9 items that assess pre-enrollment factors
3 summary items that assess overall satisfaction with the institution
13 demographic items that identify demographic characteristics of
respondents
2 optional items that further identify the demographic characteristics of
respondents (you can have students record their major or program, plus
one other demographic characteristic of your choosing).

The Scales

Community, Junior and Technical College Version

For the community, junior and technical college version of the inventory, 70 items
of expectation and 6 items that assess the institution’s commitment to specific
student populations are analyzed statistically and conceptually to provide the
following 12 composite scales:

Academic Advising and Counseling Effectiveness assesses the
comprehensiveness of your academic advising program. Academic
advisors and counselors are evaluated on the basis of their knowledge,
competence and personal concem for student success, as well as on their
approachability.

Academic Services assesses services students utilize to achieve their academic
goals. These services include the library, computer labs, tutoring and study
areas.

Admissions and Financial Aid Effectiveness assesses your institution’s ability
to enroll students in an effective manner. This scale covers issues such as
competence and knowledge of admissions counselors as well as the
effectiveness and availability of financial aid programs.

Campus Climate assesses the extent to which your institution provides
experiences that promote a sense of campus pride and feelings of
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belonging. This scale also assesses the effectiveness of your
institution’s channels of communication for students.

Campus Support Services assesses the quality of your support programs
and services which students utilize to make their educational
experiences more meaningful and productive. This scale covers career
services, orientation, child care, and special programs such as Veterans’
Services and support services for displaced homemakers.

Concern for the Individual assesses your institution’s commitment to
treating each student as an individual. Those groups who frequently
deal with students on a personal level (e.g. faculty, advisors,
counselors) are included in this assessment.

Instructional Effectiveness assesses your students’ academic experience,
the curriculum, and the campus’s overriding commitment to academic
excellence. This comprehensive scale covers areas such as the variety
of courses offered, the effectiveness of your faculty in and out of the
classroom, and the effectiveness of your adjunct faculty and graduate
teaching assistants.

Registration Effectiveness assesses issues associated with registration and
billing. This scale also measures your institution’s commitment to
making this process as smooth and effective as possible.

Responsiveness to Diverse Populations assesses your institution’s
commitment to specific groups of students enrolled at your institution,
e.g. under-represented populations, students with disabilities,
commuters, part-time students, and older, returning learners.

Safety and Security assesses your institution’s responsiveness to students’
personal safety and security on your campus. This scale measures the
effectiveness of both security personnel and campus facilities.

Service Excellence assesses the attitude of staff toward students, especially
front-line staff. This scale pinpoints the areas of your campus where
quality service and personal concern for students are rated most and
least favorably.

Student Centeredness assesses your campus’s efforts to convey to students
that they are important to the institution. This scale measures your
institution’s attitude toward students and the extent to which they feel
welcome and valued.

Some items on the inventory contribute to more than one scale. In addition, four items
(numbers 3,9, 53 and 68) are not included in any of the scales.
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The Scales
4-Year College and University Version

For the 4-year college and university version of the inventory, 73 items of expec-
tation and 6 items that assess the institution’s commitment to specific student
populations are analyzed statistically and conceptually to provide the following 12
composite scales:

Academic Aavising Effectiveness assesses the comprehensiveness of your
academic advising program. Academic advisors are evaluated on the basis
of their knowledge, competence and personal concern for student success,
as well as on their approachability.

Campus Climate assesses the extent to which your institution provides
experiences which promote a sense of campus pride and feelings of
belonging. This scale also assesses the effectiveness of your institution’s
channels of communication for students.

Campus Life assesses the effectiveness of student life programs offered by
your institution, covering issues ranging from athletics to residence life.
This scale also assesses campus policies and procedures to determine
students’ perceptions of their rights and responsibilities.

Campus Support Services assesses the quality of your support programs and
services which students utilize in order to make their educational
experiences more meaningful and productive. This scale covers areas such
as tutoring, the adequacy of the library and computer labs, and the
availability of academic and career services.

Concern for the Individual assesses your institution’s commitment to treating
each student as an individual. Those groups who frequently deal with
students on a personal level (e.g. faculty, advisors, counselors, residence
hall staff) are included in this assessment.

Instructional Effectiveness assesses your students’ academic experience, your
curriculum, and your campus’s overriding commitment to academic
“excellence. This comprehensive scale covers areas such as the variety of
courses offered, the effectiveness of your faculty in and out of the
classroom, and the effectiveness of your adjunct faculty and graduate
teaching assistants.

Recruitment and Financial Aid Effectiveness assesses your institution’s ability
to enroll students in an effective manner. This scale covers issues such as
competence and knowledge of admissions counselors, as well as the
effectiveness and availability of financial aid programs.
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Registration Effectiveness assesses issues associated with registration and
billing. This scale also measures your institution’s commitment to making
this process as smooth and effective as possible.

Responsiveness to Diverse Populations assesses your institution’s
commitment to specific groups of students enrolled at your institution, e.g.
under-represented populations, students with disabilities, commuters, part-
time students, and older, returning learners.

Safety and Security assesses your institution’s responsiveness to students’
personal safety and security on your campus. This scale measures the
effectiveness of both security personnel and campus facilities.

Service Excellence assesses the perceived attitude of your staff toward
students, especially front-line staff. This scale pinpoints the areas of your
campus where quality service and personal concern for students are rated
most favorably and least favorably.

Student Centeredness assesses your campus’s efforts to convey to students that
they are important to your institution. This scale measures the extent to
which students feel welcome and valued.

Some items appear in more than one scale. In addition, there are two items (number 35
and number 72) which are not included in any of the scales.

Reliability and Validity

The reliability of the STUDENT SATISFACTION INVENTORY is exceptionally high. For
both versions of the instrument, Cronbach’s coefficient alpha for the importance
scores was .97 and .98 for the satisfaction items. The three-week test-retest reli-
ability estimate of mean importance scores and mean satisfaction scores were .85
and .84 respectively.

The validity of the STUDENT SATISFACTION INVENTORY was determined by correlat-
ing mean satisfaction scores on the instrument with mean satisfaction scores on
the College Student Satisfaction Questionnaire (CSSQ), a similar satisfaction
instrument with reasonably high reliability and validity. The Pearson correlation
between these two instruments was .71 (p < .0000). This correlation measure-
ment: 1) indicates that the STUDENT SATISFACTION INVENTORY is measuring satisfac-
tion accurately as defined by another statistically sound satisfaction measurement
and 2) is sufficiently low to indicate that the STUDENT SATISFACTION INVENTORY is
distinct from the CSSQ and provides information that the CSSQ does not.
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The Inventory Authors

The STUDENT SATISFACTION INVENTORY was developed by Laurie A. Schreiner,
Ph.D., and Stephanie L. Juillerat, with assistance from NoelsLevitz. Both
Schreiner and Juillerat are research psychologists at Eastern College, St. Davids,
Pennsylvania.

A Word About NoelsLevitz

1-6

Noel+Levitz, Inc. is the pre-eminent consulting firm in the nation that provides
comprehensive programs and services to colleges, universities and postsecondary
systems throughout the United States and Canada. Since its founding in 1984, the
higher education professionals at NoelsLevitz have consulted directly with over
1,100 colleges and universities nationwide in the areas of :

student retention

staff and organizational development
student success

marketing and recruiting

enrollment management

strategic planning and resource development
institutional effectiveness.

Working through its national centers, Noel*Levitz is committed to providing
solutions that work to meet the needs of its clients. The firm has developed an
array of proven tools on the basis of its experience, including software programs,
diagnostic tools and instruments, videotape-based training programs, and custom-
ized consultations, workshops and national conferences. With the STUDENT
SATISFACTION INVENTORY, the firm brings together its many years of research and
campus-based experience to enable you to get to the heart of your campus agenda.

For more information, contact:

Noel+Levitz Centers, Inc.
2101 ACT Circle
Jowa City, Iowa 52245-9581

Phone: 319-337-4700 or 800-876-1117
FAX: 319-337-5274
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How to Interpret Your Results

As you review your results, it is important to consider all of the information
provided.

Three areas of measurement are especially significant: importance, satisfaction
and performance gaps (the difference between importance and satisfaction).
Focusing on only one area of measurement, such as performance gaps, is likely to
result in overlooking some areas of the campus experience that your students
deem important or in need of improvement. Therefore, looking at all three

areas of measurement will give you a more complete picture of your students’
responses.

More specifically, combinations of scale scores or item scores will provide addi-
tional guidance as you explore opportunities for action agendas:

B High importance/low satisfaction pinpoints areas that should claim your
institution’s immediate attention.

M High importance/high satisfaction showcases your institution’s areas
of strength.

B Low importance/low satisfaction presents an opportunity for your institu-
tion to examine those areas that have low status with students.

B Low importance/high satisfaction suggests areas where it might be benefi-
cial to redirect institutional resource commitments to areas of higher
importance.

The national comparison scores indicated throughout the report are for institutions
similar to your own. For example, if you are a 4-year private institution, your
scores are compared to 4-year private institutions. The national comparison scores
are specific to 4-year private institutions, 4-year public institutions, or to commu-
nity, junior and technical colleges.

Each section of the Campus Report has a distinct purpose, as described below.

Demographic Summary

The one-page Demographic Summary reveals your students’ responses to 13
standard demographic items and to two optional items your institution may have
defined. Frequency and percentage scores are reported for each item. To learn
how the optional items were defined, please consult your institution’s inventory
administrator.
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Scale Summary Graphs

The three Scale Summary Graphs provide a visual display of the importance and
satisfaction means for the inventory scales. Each scale mean is calculated by
summing each respondent’s item ratings to get a scale score, adding all respon-
dents’ scale scores, and dividing the sum of the scale scores by the number

of respondents.

The graphs show levels of importance and satisfaction for the scales. Graph 1
allows you to compare the importance and satisfaction ratings for each scale for
your institution. Using Graphs 2 and 3, you can compare your campus’s scores to
the national comparison group.

Institutional Summary

1-8

This section of the report presents all inventory data in a traditional chart format.
You see the three areas of measurement for each scale and item — importance,
satisfaction and performance gap. Your institution’s data are presented alongside
those of the national comparison group. In addition, standard deviations (variabil-
ity of responses) are presented for the satisfaction means for both your institution
and the national group. The last column shows the difference between your
institution’s satisfaction means and the national group means.

Means for importance and satisfaction are calculated by summing respondents’
ratings and dividing by the number of respondents. The performance gap means
are calculated by taking the difference between the importance rating and the
satisfaction rating.

Four charts are included in this section;

B Chart 1 shows the scales in order of importance, beginning with the scale
your students deemed most important.

B Chart 2 shows the items in order of importance, beginning with the item
your students deemed most important.

M Chart 3 shows all of the inventory items in sequence, including your
campus-defined items, if utilized by your institution.

B Chart 4 shows the scales in alphabetical order, accompanied by a list of
the items included in each scale.
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Please note:
B Importance data are not collected for the 6 Responsiveness to Diverse
Population items.
W Satisfaction data are not collected for the 9 pre-enrollment items.
M National comparison data are not available for campus-defined items.

Summary Items

This brief section measures overall student satisfaction with your campus by
revealing the extent to which students perceive their expectations have been met,
their overall level of satisfaction, and the likelihood that they would enroll again
at your institution if they had it to do all over again. The means and standard
deviations for both your campus and the national group are reported along with
the differences between the two means.

Target Group Reports

Optional Target Group Reports, if requested by your institution, appear in one of
two formats described below. These reports focus on specific groups of students

on your campus. The target groups are defined by the items in the Demographic

Summary section of this report.

The first Target Group Report format, the Comparative Summary Analysis, offers
a quick synopsis of the scores for your chosen target group(s). It shows the scores
in clear, multi-column grids. At a glance, you can compare your overall campus
scores with such groups as males, females, full-time, part-time, day, evening,
first-year, second-year, and any other group for whom you have demographic
data. Scale results are presented in alphabetical order, followed by item results in
order of importance to students at your institution. For easy reference, you’ll also
see your overall campus scores alongside national comparisons. The national
comparisons are specific to institutions like yours, but not specific to the target
group. In addition, the grid shows the number of respondents (“n”) included

in the calculation of the importance and satisfaction means for each scale and
each item.
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The second target group report format, the Single Group Analysis, is similar to the
Campus Report but focuses on one target group only (e.g. female students, full-
time students, evening students, or any other group for whom you have demo-
graphic data). Like the Campus Report, this analysis includes a summary of
results, a complete review of scale and items scores, and one summary scale
graph. Unlike the Campus Report, this analysis does not include national com-
parisons. The demographic summary indicates the number of students responding
within the selected target group.
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Cuesta College Student Satisfaction Inventory
Demographic Information
Gender N % Class Level N %
Female 602 56.16% 1 or less 600 56.02%
Male 470 43.84% 2 311 29.04%
Total 1072 100.00% 3 104 9.71%
No response 21 4 or more 56 5.23%
Total 1071 100.00%
No response 2
Age N %
18 and under 275 25.72%
19 to 24 528 49.39% Current GPA N %
2510 34 159 14.87% No credits eamed 237 22.77%
3S5to 44 86 8.04% 1.99 or below 29 2.79%
45 and over 21 1.96% 2.0-2.49 14 10.95%
Total 1069 100.00% 2.5-2.99 213 20.65%
No response 24 3.0-3.49 271 26.03%
3.5 or above 175 16.81%
Total 1041 100.00%
Ethnicity/Race N % No response 52
African~-American 14 1.32%
American Indian or Alaskan Native 20 1.88%
Asian or Pacific Islander 61 5.74% Educational Goal N %
Caucasian/White 690 64.91% Associate degree 206 19.88%
Hispanic 113 10.63% Vocational/technical program 18 1.74%
Other race 67 6.30% Transfer to another institution 697 67.28%
Prefer not to respond 98 9.22% Certification (initial or renewal) 11 1.06%
Total 1063 100.00% Self-improvemenv/pleasure 30 2.90%
No response 30 Job-related training 18 1.74%
Other educational goal 36 5.41%
Total 1036 100.00%
Current Enrollment Status N % No response 37
Day 793 81.50%
Evening 179 18.40%
Weekend 1 0.10% Employment N Yo
Total 973 100.00% Full-time off campus 233 21.88%
No response 120 Part-time off campus 498 46.76%
Full-time on campus 11 1.03%
Part-time on campus 23 2.16%
Current Class Load N %o Not employed 300 28.17%
Full-time 705 65.70% Total 1063 100.00%
Part-time 368 34.30% No response 28
Total 1073 100.00%
No response 20
2-1



Cuesta College

Student Satisfaction Inventory

Demographic Information

Current Residence
Residence hall

Own house

Rent room or apartment off campus

Parent's home
Other residence

Total
No response

Residence Classification
In-state
Out-of-state
International (not U.S. citizen)

Total
No response

Disabilities
Yes
No

Total
No response

Institution Was My
Lst choice
2nd choice
3rd choice or lower

Total
No response

Institution Question
Answer 1
Answer 2
Answer 3
Answer 4
Answer 5
Answer 6

Total
No response

N

36
130
527
312

65

1070
23

1021
12
38

1071
22

133
938

1071
22

800
194
68

1062
31

167
204
229
169
10
19

798
295

%
3.36%
12.15%
49.25%
29.16%
6.07%
100.00%

%
95.33%
1.12%
3.55%
100.00%

%
12.42%
87.58%

100.00%

%
75.33%
18.27%

6.40%
100.00%

%
20.93%
25.56%
28.70%
21.18%

1.25%
2.38%
100.00%

Selection of Program/Major N
0004 1
0101 5
0109 4
0112 28
o114 4
0115 7
0191 1
0199 4
0201 6
0299 9
0402 1
0499 30
0502 13
0506 67
0509 7
0511 1
0514 4
0601 3
0602 8
0603 4
0606 3
0704 5
0779 1
0799 15
0800 1
0801 25
0809 1
0835 19
0839 1
0900 1
0901 29
0925 1
0934 4
0945 1
0948 7
0950 3
0952 8
0956 10
1001 3
1002 11
1004
1007
1011
1030 13
1102 1
1105 2
1200 |
1201 18
1203 39
1204 6
1205 1

Copyright 1994, Noel-Levitz Centers, Inc.

%
0.14%
0.70%
0.56%
3.94%
0.56%
0.98%
0.14%
0.56%
0.84%
1.27%
0.14%
4.22%
1.83%
9.42%
0.98%
0.14%
0.56%
0.42%
1.13%
0.56%
0.42%
0.70%
0.14%
2.11%
0.14%
3.52%
0.14%
2.67%
0.14%
0.14%
4.08%
0.14%
0.56%
0.14%
0.98%
0.42%
1.13%
1.41%
0.42%
1.55%
1.13%
0.70%
0.56%
1.83%
0.14%
0.28%
0.14%
2.53%
5.49%
0.84%
0.14%
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Cuesta College Student Satisfaction Inventory
Demographic Information

, Selection of Program/Major N %

L — 1219 ! 0.14%
1221 1 0.14%
1222 1 0.14%
1231 1 0.14%
1302 12 1.69%
1303 2 0.28%
1305 25 3.52%
1306 I 0.14%
1400 1 0.14%
1401 6 0.84%
1501 21 2.95%
1506 11 1.55%
1509 4 0.56%
1510 2 0.28%
1601 1 0.14%
1602 2 0.28%
1701 1 0.14%
1902 2 0.28%
1905 4 0.56%
1914 2 0.28%
1919 4 0.56%
2001 39 5.49%
2104 5 0.70%
2105 16 2.25%

- 2107 9 127%
2133 4 0.56%
2134 1 0.14%
2201 3 0.42%
2204 3 0.42%
2205 13 1.83%
2207 6 0.84%
2208 2 0.28%
3009 1 0.14%
3064 10 1.41%
4901 25 3.52%
4903 3 0.42%
4930 12 1.69%

Total 711 100.00%
No response 382
-
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Cuesta College Student Satisfaction Inventory

How Well Are We Meeting Our Students' Expectations?

i Olmportance ® Satisfaction

Mean

Academic
Advising/Counseling

Academic Services

Admissions and Financial 5.99
Aid 4.74
Campus Climate 587
5.1
. 5.43
Campus Support Services
P PP 4.85
Concern for the Individual 6.14
4.94

Scale

WL

Registration Effectiveness

Safety and Security

Service Excellence

5.94

Student Centeredness

Copyright 1994, Noel-Levitz Centers, Inc
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Cuesta College Student Satisfaction Inventory

What's Important to Our Students Compared to Other Community, Junior &
Technical Colleges

OYour Campus @Community, th{ior & Technical College |nstitutiona|réomparison Groub !

Mean
0 1 2 3 4 5 6
1—«—7 B e e S B S I
Academic 6.16
Advising/Counselin 6.09
6.11
Academic Services
cademic Servie 6.01
Admissions and 5.99
Financial Aid 593
5.97
C limat
ampus Climate 592
+
Campus Support 543
Services 5.34
X
|
-‘%’ Concern for the 6.14
a Individual 6.07
i
Instructional 6.22
Effectiveness 6.17
Registration 6.17
Effectiveness 6.12

6.02

Safety and Security e r———— 593

597

i il :
Service Excellence : 5.89

5.94
i 5.9

Student
Centeredness
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Cuesta College Student Satisfaction Inventory

How Satisfied Are Our Students Compared to Other Community, Junior &
Technical Colleges

{DYour Campus 8 Community, Junior & Technical Cb"ége lnétitutioﬁa! Cbmpan’son Group f

Mean

Academic

Advising/Counselin 3 5.08

Academic Services 519
517
Admissions and 474
Financial Aid 493
. 51
Campus Climate 8§ 511

Campus Support 485
Services 478
Concern for the 494
Individual 5.09
Instructional 52
Effectiveness 529
i

5.18
526

Scale

Registration
Effectiveness

Safety and Security B EEn S 1/
1
Service Excell 514
ervice Excellence | 506
Student 5.15
Centeredness [ e S Al 5 19
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STUDENT SATISFACTION
INVENTORY™

Conclusion




Setting Priorities and Direction

Now that you’ve identified the expectations of your students, you are ready to
take the next critical step.

To effectively impact your campus, you’ll want to focus on key campus issues
that have been brought to light by this study, then proceed to develop awareness,
increase readiness for action planning, and ultimately, design and implement your
action agenda.

In order of frequency, here are the ways campuses like yours are using STUDENT
SATiSFACTION INVENTORY data:

W feedback to faculty
feedback to staff
feedback to students

retention action agendas

strategic planning

self-studies for accreditation

budget decisions

B marketing and student recruitment

B continuous quality improvement
As you move ahead, you are now in the best position to make significant gains in
meeting your students’ expectations because you know precisely where, and
where not, to focus your time, money and effort. Setting priorities is easier than it

was before, because no matter which efforts you apply these findings to, you
know exactly what matters to your students.

Copyright 1994, Noel*Levitz Centers, Inc. 3-1



Order Form

STUDENT SATISFACTION INVENTORY (SSI)™

YES! Please send me the following materials!

Name (Dr./Mr./Ms.): Title:

Institution Name:

Street Address:
City: State: ZIP:
Telephone: ( ) _ Fax: ( ) E-mail: Date: A
Please indicate: (O Version for four-year colleges/universities
Q Version for community, junior and technical colleges
How to
Inventory/Test License
(Order one for each student.) or d er
Price Quantity ’
$1.50 2,500 and up $ X =% By phone
$1.75 1,000 to 2,499 Price Number
$1.95 100 to 999 Ordered 1'800'876-1117
or 319-337-4700
Processing and Set-up Fee (required) $__ 5000
Covers the cost of processing inventories and producing a By fax
Campus Report (or processing other reports 319-337-5274
ordered). Each subsequent request for processing and/or
reports is subject to the same fee.
By mail
Additional Campus Reports (optional) $_2500 =$ USA Group /Noel4Levitz
Price Nuzenber 2101 ACT Circle
Target Group Reports* (optional) e Towa City, [A 52245-
Two options (SEE REVERSE of this form to indicate your 9581
choice of target group characteristics):
1. Comparative Summary Analysis— a rteport that $__20.00 x =%

Price # of boxes

t with
compares the scores of your selected target groups wi e T

your overall campus scores. Presents all scores in
multi-column grids for easy comparison.

2. Single-Group Analysis — a report focused solely on one ~ $__33.00  x =3

target group. Presents scores for that group in a variety Price # of boxes
of grids and graphs for thorough analysis. checked on reverse

Data Disk (optional) $_65.00 $

Lists all student responses in ASCII format on 3 1/2" diskette.
Subtotal: $

Plus 5% Shipping/Handling: $

Optional Ovemight Delivery
(actual carrier rate per pound): $

* National norm comparisons not available for target group reports

(O Payment enclosed
O Bill me later; purchase order # is

O Charge to: O Visa 0 MasterCard (J fi0erican TOTAL:
Charge card #:
Expiration date:
Signature:

usaGroup/Noel*Levitz

Prices good through June 30, 1996




The two Kinds of
Target Group Reports

1. Comparative Summary Analysis
Cost: $20 per box checked

This report presents all scores for your chosen target group(s)
in simple multi-column grids. The report includes all the
mean satisfaction scores and mean importance scores for the
inventory scales and items. At a glance, you’ll be able to
compare your overall campus scores with such groups as
males, females, full-time, part-time, day, evening, freshmen,
sophomore, residence hall, etc.

2, Single-Group Analysis
Cost: $35 per box checked

This report focuses on one particular group (for example,
female students or African-American students). You’ll
receive a thorough analysis of the group’s inventory re-
sponses presented in a variety of grids, charts, and graphs.
The report also includes all demographic data pertaining to

How to request
Target Group Reports

1. Check the boxes below indicating the reports and

characteristics you want. -

2. Count the boxes you checked for each report type
(Single-Group Analysis and Comparative Summary
Analysis).

3. Write separate totals for each report type on the front of
the order form (reverse).

Follow these steps to request reports focusing on specific
groups of students on your campus. Note that only one
box can be used to define each group. (For example, you
can request a report on female students and one on Afri-
can-American students, but not a single report on female
African-American students or a single report combining
African-American students with other ethnic groups.)
Also, be sure any groups you indicate are amply repre-

the group. sented’in the overall population of students you survey.
/
Sgl.-Group | Comp. Sgl.-Group | Comp. Sgl.-Group | Comp.
Analysis | Analysis Analysis | Analysis Anslysis | Analysis
Gender Residence Classification Employment
u Q Male (] (8] In-state Q a Full-time off campus
8] a Female Q a Out-of -state 0 O | Pan-time off campus
a a International (not U.S. citizen) (] a Full-time on campus
Age a a Part-time on campus
m} O | 18 and under Class Level (4-year only) 0 Q | Notemployed e
a a 191024 Q a Freshman 5 -
a O [25t34 Q QO | Sophomore Educational Goals
a a 351044 a a Junior a a Associate degree
a a 45 and over a a Senior a a Vocational/technical program
I3 a a Special Student (2-year only)
Ethnicity. /Race O a Graduate/Professional 0 a Transfer to another institution
Q a African-American m} ] Other (2-year only)
a a American Indian or Alaskan Native a a Bachelor's degree (4-year only)
u} QO | Asian or Pacific Islander Class Level (2-year only) o Q | Master’s degree (4-year only)
= a Caucasian/White Years in attendance at this college: a a Doctorate or professional degree
] a Hispanic (] Q 1 orless (4-year only)
a a Other a a 2 a a Centification (initial or renewal)
a a Prefer not to respond Q a 3 a Q | Self-improvement/pleasure
Q Qa 4 or more ] a Job-related training
Current Enrollment a O | Other
Status Current GPA 3
a O | Day o O | Nocredits eamed Major/Program
a Qa Evening 8] a 1.99 or below Fill in your 4-digit major code
() Q Weekend a a 2.0-2.49 as provided to students:
Q Q 2.5-2.99 a a
Current Class Load a Q | 3.0-349 a a
(] 0 Full-time a a 3.5 or above a a
o Q Part-time a a (Attach additional page if needed)
Disabilities (Physical disabil-
Current Residence ity/diagnosed leaming disability?) Campus-Defined Item
a a Residence hall o u Yes - a 1.
0 ) Fraternity/Sorority (4-year only) 0 (] No a a 2, Optional last item
] 0 Own house Mo , 0 0 3. on inventory
a a Rent room or apartment off campus Institutional Choice a Q 4. defined by your
o a Parent's home a a 1st choice a Q S, campus
) Q Other a a 2nd choice g a 6.
a a 3rd choice or lower 3
Total boxes checked
Reminder: neither report will include national normative data for your chosen ‘u'i‘":;';’:n“)"“““ Crgued
target group(s). Such data are only available with your standard Campus

Report, and apply to your student respondents as a whole.
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~~  CUESTA’S ADDITIONAL QUESTIONS FOR THE
“ STUDENT SATISFACTION INVENTORY

QUESTIONS 71- 80:
71.  Course content is current and up to date.
72.  For my last research assignment, | was able to find adequate sources of material in the Cuesta College Library.
73. | am satisfied with the availability of librarians to assist me during the hours that Cuesta’s Library is open.

74. | find Cuesta’s Library computer information networks (Info Trac., SIRS, Newsbank, LA Times and NY Times
Indexes) adequate for my academic needs.

75.  Individual course objectives are adequately specified in the course syllabus.
76.  Course objectives and pre-requisites are adequately specified in the class schedule.
77. Counseling services are available at the Paso Robles and Arroyo Grande off-campus sites.
78.  The Student Services faciility provides efficient and confidential service.
79.  The Student Health Center provides efficient and confidential service.
) -
80. The Student Center provides an adequate range of services.
-
QUESTION 113:

Students have the opportunity to participate on campus standing committees and have a representative on
the Board of Trustees.
113. | am willing to commit some time for participation in campus decision-making. (Check one.)

[ Yes.

[J No.

1 Not at this time.

[J Not sure / No opinion.
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