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SURVEY SUMMARY

Admissions Office
Point-of-Service Survey Results

Background

As part of the colleges’ on going effort to provide and maintain high quality service to students,
the district campuses participated in an evaluation process aimed at assessing student satisfaction
with various student support services and programs. In addition, the timing of this effort was
prompted by the upcoming state matriculation site-visit scheduled for fall 2003. Therefore, in
consultation with the district matriculation research committee and the Student Services Council,
the Office of Institutional Research and Planning at the San Diego Community College District
developed a short, two-page, Point-of-Service Survey to evaluate student satisfaction with the
Admissions Offices at City, Mesa, and Miramar during the fall 2001 semester.

Methodology

Instrumentation

The survey instrument contained three parts: (1) Satisfaction Questions -- 14 Likert-type
questions evaluating student satisfaction with the Admissions Office, (2) Demographic
Questions -- questions referring to age, gender, ethnic background, and (3) Open-Ended
Questions -- questions that asked students what they would change about the service, what they
liked the best about the service, and if they wished someone to contact them for follow-up
purpose. The Vice President of Student Services and Admissions staff at each of the three
colleges reviewed the survey questions and provided feedback, which was then incorporated into
the final survey instrument. A copy of the survey questionnaire is provided in Appendix A.

Procedure

As students entered the Admissions Office, they were given a survey and asked to complete it
before leaving the office. In an effort to obtain honest responses, the surveys were completely
anonymous. Completed surveys were dropped in a designated locked box located in the

Admissions Office.

Data Collection

Generally, the peak demand time for most student services is the first few weeks of the semester.
However, as the semester progresses, demand for service tends to decrease, particularly around
the fourth week, the cut-off date in which students are no longer allowed to drop or add classes.
Therefore, in order to control for the cyclical demand for student services, the Admissions survey
was conducted in two data collection rounds from August to October 2001. The first round of
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survey collection was conducted during Admissions service peak demand time (August 20-31)
and the second round was conducted after the peak time (September 24 — October 5). Another
reason for two data collection rounds was to avoid having too many surveys conducted at one
given time (surveys were being distributed at seven other student service areas, e.g., admissions,
counseling).

Results

A total of 723 surveys were returned from all three colleges. However, over 80% of survey
responses were collected from the first round. Table 1 provides a summary of the survey
response rates for each round of data collection by college. The number of students who
completed the survey is small when comparing with total student population (N= 47,054,
districtwide) and new student population (N=12,781, districtwide, including both “first-time
freshmen” and “first-time transfers”), therefore, cautions should be exercised in generalizing the
results. It should also be noted that students were encouraged to complete a survey each time
they visited. Thus, the unit of analysis for this study was the survey response itself and not the
individual respondent. Therefore, data may include duplicated records of individual students.

Table 1
Summary of Survey Response Rates
CITY MESA | MIRAMAR | TOTAL SURVEY DATES
First Round 325 139 136 600 8/20/01 — 8/31/01
Second Round 103 5 15 123 9/24/01 — 10/5/01
TOTAL 428 144 151 723

Chi-square analysis (a statistical test of association) was used to test the extent to which the
distribution of responses collected in round one differed from those in round two. The analysis
revealed no significant differences between the two rounds of responses for all satisfaction and
demographic questions. Therefore, the data from the two rounds were combined for analysis.

Satisfaction Questions

For the purposes of summarizing the results, the 14 satisfaction questions (see Appendix A) were
clustered into three general areas (it should be noted that the questions were grouped according
to their similarity with each other as opposed to using rigorous factor analysis or statistical
clustering techniques). The first area was identified as “positive service perception,” which
included satisfaction questions 1, 2, 6, 7, 10, 11, 12, and 14. Satisfaction questions 3, 4, 5, and 9
comprised the second area called, “staff competence, knowledge, and communication skills™.
The last area, “convenience and availability of service,” included satisfaction questions 8 and
13.

The percents of “very satisfied” and “satisfied” responses to each of the 14 satisfaction questions
are listed and rank ordered by combined ratings of “very satisfied” and “satisfied” (see Table 2).
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As can be seen, the percent of satisfied responses (including “very satisfied” and “satisfied”) to
the questions ranged from 88.9 to 99.1%.

In terms of rank order, the top two satisfaction questions were in the positive service perception
area. Questions pertaining to staff competence and knowledge were also ranked high; however,

the lowest ranked question was the one related to staff communication skills.

Demographic Questions

As indicated earlier, students were encouraged to complete a survey each time they visited the
Admissions Office. Thus, the distribution of demographic characteristics described in this
section may be distorted due to duplicated records; therefore caution should be exercised in
analyzing the data. Responses to the demographic questions were tabulated and examined. The
results are listed along with the corresponding distribution of the total student population and
new student population in terms of gender (Table 3), ethnicity (Table 4), and age (Table 5).
Overall, the gender and age distributions of the respondents in both rounds reflected the
demographic characteristics of the SDCCD total student population; however, in terms of ethnic
distribution, whites and Asians/Pacific Islanders were under-represented (see Tables 3, 4, and 5).
In comparison with the total new student population, survey respondents had a higher
representation of African Americans, a lower percentage of whites, and a smaller number of
students between the ages of 18-20 (see Tables 3, 4, and 5).

Open-Ended Questions

Students’ responses to the open-ended questions were summarized and a content analysis was
performed in order to identify common themes. The results are summarized in Table 6.
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Table 2

Satisfaction with Admissions Services-Rank Order (Districtwide)
Rounds One and Two Data Combined

Very

Satisfaction Questions Satisfied Satisfied Total
I was treated with courtesy by the admissions staff (Q1). 86.1% 13.0% 99.1%
The staff was attentive to my needs (Q2). 85.0% 14.0% 99.0%
The staff was competent in performing his/her duties (Q3). 86.4% 12.5% 98.9%
I feel comfortable returning to the Admissions Office (Q6). 86.1% 12.8% 98.9%
The staff was professional (Q4). 86.8% 12.0% 98.8%
Overall, I am satisfied with the service I received from the
Admissions Office (Q14). 84.2% 14.5% 98.7%
The staff was knowledgeable (Q5). 86.5% 11.8% 98.3%
The assistance I received from the Admissions Office was useful
and worthwhile (Q7). 84.1% 14.2% 98.3%
The Admissions Office hours are convenient to meet my needs
(Q8). 76.3% 19.2% 95.5%
The admissions policies and procedures are reasonable (Q12). 77.0% 18.0% 95.0%
Time spent in line was reasonable (Q13). 77.9% 16.8% 94.7%
The staff were helpful throughout the admissions process (Q 10). 80.5% 13.6% 94.1%
Directions regarding completing paperwork were easy to
understand (Q 11) 77.5% 16.0% 93.5%
The staff clearly explained the to me the admissions policies and
procedures (Q9). 70.9% 18.0% 88.9%
Average 81.8% 14.7% 96.6%

Table 3

Gender Comparison between Total Survey Responses and Student Population

Gender Survey Responses | SDCCD New Student SDCCD Total
Population® Student
Population**
Female 55.1% 51.9% 51.8%
Male 44.9% 48.1% 48.2%
Total 100.0% 100.0% 100.0%

* N= 12,746 (excludes 35 “no responses” or “unknown”; **N=46,952 (excludes 102 “no responses” or “unknown”)
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Table 4
Ethnicity Comparison between Total Survey Responses and Student Population

Ethnicity Survey Responses | SDCCD New Student SDCCD Total
Population® Student

Population**
American Indian 1.8% 1.2% 1.2%
Asian/Pacific Islander 7.0% 11.3% 12.5%
African American 14.1% 7.8% 10.4%
White 38.6% 50.1% 46.5%
Hispanic 21.7% 18.4% 18.2%
Filipino 7.8% 5.9% 6.6%
Other 9.0% 5.3% 4.6%
Total 100.0% 100.0% 100.0%

* N= 11,869 (excludes 912 “no responses” or “unknown”; **N=44,106 (excludes 2,948 “no responses” or “unknown”)

Table 5
Age Comparison between Total Survey Responses and Student Population

Age Survey Responses | SDCCD New Student SDCCD Total
Population® Student

Population**
Under 18 3.2% 6.4% 4.9%
18-20 26.7% 43.5% 24.7%
21-25 24.3% 22.2% 25.6%
26-30 13.3% 10.7% 14.9%
31-40 17.8% 9.9% 16.8%
41-50 10.1% 5.0% 9.1%
Over 50 4.5% 2.3% 4.0%
Total 100.0% 100.0% 100.0%

*N=12,781; ¥*N=47,054
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Table 6
Identified Themes From Responses to the Open-Ended Questions

Question #1: If you could change one thing about this department or service, what would it be?

College Identified Themes

City e Students were generally satisfied with the Admissions Office and no major

problematic areas were identified from student comments.

Mesa e Longer office hours are needed
e Better direction for waiting lines

e Waiting time was too long

Miramar e Only very few students provided comments so no themes were found.

Question #2: What did you like the best about the service you received here?

College Identified Themes

City e Fast and effective service

e Friendly staff

Mesa e Friendly and helpful staff

Miramar e Fast and friendly service
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Table 3
Ethnicity Comparison between Total Survey Responses and
Student Population at City College

Survey Responses | City New Student City Total Student

Ethnicity Population® Population**

American Indian 1.3% 1.4% 1.4%
Asian/Pacific Islander 3.9% 6.5% 7.7%
African American 21.3% 13.5% 17.0%
White 28.3% 40.8% 36.2%
Hispanic 29.1% 26.4% 27.4%
Filipino 5.7% 5.1% 4.6%
Other 10.4% 6.3% 5.7%
Total 100.0% 100.0% 100.0%

* N=4,160 (excludes 298 “no responses” or “unknown”; **N=13,930 (excludes 912 “no responses” or “unknown”)

Table 4
Age Comparison between Total Survey Responses and Student Population at City College
Survey Responses | City New Student City Total Student

Age Population* Population**
Under 18 2.4% 7.2% 3.5%
18-20 20.3% 44.3% 24.1%
21-25 27.2% 19.8% 23.3%
26-30 14.6% 10.7% 15.2%
31-40 18.7% 10.9% 18.3%
41-50 11.8% 5.0% 10.7%
Over 50 4.9% 2.1% 4.8%
Total 100.0% 100.0% 100.0%

* N=4,458; **N=14,842
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Table 5
City College
Identified Themes From Responses to the Open-Ended Questions

Question #1: If you could change one thing about this department or service, what would it be?

Identified Themes

e Students were generally satisfied with the Admissions Office and no major
problematic areas were identified from student comments

Question #2: What did you like the best about the service you received here?

Identified Themes

e Fast and effective service

e Friendly staff
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SURVEY SUMMARY

Mesa College

A summary of the Admissions point-of-service survey results for Mesa College is provided
below. It should be noted that students were encouraged to complete a survey each time they
visited the office. Thus, the unit of analysis for this study was the survey response itself and not
the individual respondent. Therefore, data may include duplicated records of individual students.

For the purposes of summarizing the results, the 14 satisfaction questions (see Appendix A) were
clustered into three general areas (it should be noted that the questions were grouped according
to their similarity with each other as opposed to using rigorous factor analysis or statistical
clustering techniques). The first area was identified as “positive service perception,” which
included satisfaction questions 1, 2, 6, 7, 10, 11, 12, and 14. Satisfaction questions 3, 4, 5, and 9
comprised the second area called, “staff competence, knowledge, and communication skills”.

The last area, “convenience and availability of service,” included satisfaction questions 8 and
13.

Survey Summary

e Overall, respondents were satisfied with all aspects of the Admissions services. Questions
addressing positive service perception had the highest percent of satisfaction ratings,
followed by questions related to staff competence and knowledge. However, respondents
ranked staff’s ability to communicate admissions policies and procedures the lowest (see
Table 1).

e Gender, ethnic, and age distributions of the survey respondents were similar to the college’s
general student population. Exceptions noted were: a slightly higher proportion of females
and a lower percentage of Asians/Pacific Islanders. Students between the ages of 18-25 were
over represented in the new student population as compared to the total Mesa student
population (see Tables 2, 3, and 4).

e In comparison with the Mesa new student population, survey respondents had more females,
fewer Asians/Pacific Islanders and whites. In addition, respondents between the ages of 18-

20 were under-represented and those between the ages of 21-40 were over-represented (see
Tables 2, 3, and 4).

See Table 5 for the themes identified from the analysis of the open-ended questions and student
comments on page 36.
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Table 1

Round One and Round Two Combined

Satisfaction with Mesa College Admissions Office — Rank Ordered

Very

Satisfaction Questions Satisfied Satisfied Total
I was treated with courtesy by the admissions staff (Q1). 88.9% 9.7% 98.6%
I feel comfortable returning to the Admissions Office (Q6). 87.5% 11.1% 98.6%
Overall, I am satisfied with the service I received from the
Admissions Office (Q14). 83.1% 15.5% 98.6%
The staff was attentive to my needs (Q2). 88.2% 9.7% 97.9%
The staff was professional (Q4). 88.2% 9.7% 97.9%
The staff was competent in performing his/her duties (Q3). 90.3% 6.9% 97.2%
The assistance I received from the Admissions Office was useful
and worthwhile (Q7). 87.5% 9.7% 97.2%
The staff was knowledgeable (Q5). 86.8% 9.0% 95.8%
The Admissions Office hours are convenient to meet my needs
(Q8). 75.0% 20.1% 95.1%
Time spent in line was reasonable (Q13). 74.8% 17.5% 92.3%
The admissions policies and procedures are reasonable (Q12). 76.1% 16.2% 92.3%
The staff were helpful throughout the admissions process (Q 10). 77.9% 13.6% 91.5%
Directions regarding completing paperwork were easy to
understand (Q 11) 76.2% 13.3% 89.5%
The staff clearly explained the to me the admissions policies and
procedures (Q9). 67.4% 14.6% 82.0%
Average 82.0% 12.6% 94.6%

Table 2
Gender Comparison between Survey Responses and Student Population at Mesa College
Survey Responses Mesa New Student | Mesa Total Student
Gender Population® Population**
Female 59.4% 52.8% 54.5%
Male 40.6% 47.2% 45.5%
Total 100.0% 100.0% 100.0%

*N= 6,001 (excludes 9 “no responses” or “unknown”; **N=22,293 (excludes 34 “no responses” or “unknown”)
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Table 3
Ethnicity Comparison between Total Survey Responses and
Student Population at Mesa College

Survey Responses | Mesa New Student | Mesa Total Student
Ethnicity Population® Population**
American Indian 2.1% 1.2% 1.2%
Asian/Pacific Islander 9.5% 14.4% 15.5%
African American 8.4% 4.7% 5.8%
White 49.5% 56.0% 52.2%
Hispanic 16.8% 14.0% 14.4%
Filipino 5.3% 4.9% 5.9%
Other 8.4% 4.8% 5.0%
Total 100.0% 100.0% 100.0%

* N= 5,550 (excludes 460 “no responses” or “unknown”; **N=20,905 (excludes 1,422 “no responses” or “unknown”)

Age Comparison between Total Survey Responses and Student Population at Mesa College

Table 4

Survey Responses | Mesa New Student | Mesa Total Student
Age Population® Population*®*
Under 18 1.0% 6.5% 6.5%
18-20 30.9% 47.5% 28.7%
21-25 28.9% 23.7% 28.8%
26-30 12.4% 9.4% 13.5%
31-40 15.5% 7.2% 12.4%
41-50 7.2% 3.7% 6.7%
Over 50 4.1% 2.1% 3.4%
Total 100.0% 100.0% 100.0%

*N=6,010; **N=22,327
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Table 5
Mesa College
Identified Themes From Responses to the Open-Ended Questions

Question #1: If you could change one thing about this department or service, what would it be?

Identified Themes

e Longer office hours are needed

e Better direction for waiting lines

e Waiting time was too long

Question #2: What did you like the best about the service you received here?

Identified Themes

o Friendly and helpful staff
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SURVEY SUMMARY

Miramar College

A summary of the Admissions point-of-service survey results for Miramar College is provided
below. It should be noted that students were encouraged to complete a survey each time they
visited the office. Thus, the unit of analysis for this study was the survey response itself and not

the individual respondent. Therefore, data may include duplicated records of individual students.

For the purposes of summarizing the results, the 14 satisfaction questions (see Appendix A) were

clustered into three general areas (it should be noted that the questions were grouped according
to their similarity with each other as opposed to using rigorous factor analysis or statistical
clustering techniques). The first area was identified as “positive service perception,” which

included satisfaction questions 1, 2, 6, 7, 10, 11, 12, and 14. Satisfaction questions 3, 4, 5, and 9

comprised the second area called, “staff competence, knowledge, and communication skills”.
The last area, “convenience and availability of service,” included satisfaction questions 8 and
13.

Survey Summary

e Opverall, respondents were satisfied with all aspects of the Admissions services. Questions
pertaining to positive service perception had the highest percent of satisfaction ratings,
followed by questions related with staff competence and knowledge. The lowest ranked
question was the one related to staff’s ability to communicate the admissions policies and
procedures (see Table 1).

e Females constituted a larger share of the respondents than their corresponding share of the
Miramar College student population (see Table 2).

The ethnic distribution of the respondents was consistent with the Miramar College student
population (see Table 3).

In terms of age distribution, respondents between the ages of 18-20 were over-represented
and students over 21 years of age were under-represented when compared to the college’s
general student population. Students between the ages of 18-25 were over represented in the
new student population as compared to the total Miramar student population (see Tables 2, 3,
and 4).

In comparison with the Miramar new student population, survey respondents had a higher
representation of females, a slightly higher percentage of Filipinos, and a smaller number of
students between the ages of 21-25 (see Tables 2, 3, and 4).

See Table 5 for the themes identified from the analysis of the open-ended questions and student
comments on page 50.
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Table 1
Round One and Round Combined
Satisfaction with Miramar College Admissions Office — Rank Ordered

Satisfaction Questions S:t]iil;“iled Satisfied Total
The staff was attentive to my needs (Q2). 87.2% 12.1% 99.3%
I feel comfortable returning to the Admissions Office (Q6). 89.9% 9.4% 99.3%
The staff was professional (Q4). 88.6% 10.7% 99.3%
The staff was competent in performing his/her duties (Q3). 89.3% 9.4% 98.7%
The staff was knowledgeable (Q5). 91.3% 7.4% 98.7%
Overall, I am satisfied with the service I received from the
Admissions Office (Q14). 88.6% 10.1% 98.7%
I was treated with courtesy by the admissions staff (Q1). 89.3% 9.3% 98.6%
The assistance I received from the Admissions Office was useful
and worthwhile (Q7). 85.2% 12.8% 98.0%
The admissions policies and procedures are reasonable (Q12). 77.9% 16.8% 94.7%
The Admissions Office hours are convenient to meet my needs
(Q8). 81.2% 12.8% 94.0%
The staff were helpful throughout the admissions process (Q 10). 83.2% 10.1% 93.3%
Time spent in line was reasonable (Q13). 78.5% 14.1% 92.6%
Directions regarding completing paperwork were easy to
understand (Q 11) 79.7% 12.8% 92.5%
The staff clearly explained the to me the admissions policies and
procedures (Q9). 75.8% 14.1% 89.9%
Average 84.7% 11.6% 96.3%

Table 2
Gender Comparison between Total Survey Responses and Student Population at Miramar College
Survey Responses | Miramar New Student Miramar Total
Gender Population* Student
Population*®*
Female 60.7% 44.5% 42.2%
Male 39.3% 55.5% 57.8%
Total 100.0% 100.0% 100.0%

* N=2,294 (excludes 19 “no responses” or “unknown”; **N=9,842 (excludes 43 “no responses” or “unknown”)

Page 42



Table 3

Ethnicity Comparison between Total Responses and

Student Population at Miramar College

Survey Responses | Miramar New Student | Miramar Total
Ethnicity Population* Student
Population**

American Indian 2.5% 1.0% 1.1%
Asian/Pacific Islander 10.7% 12.4% 13.5%
African American 5.0% 5.0% 5.8%
White 49.6% 52.8% 50.8%
Hispanic 11.6% 14.5% 13.4%
Filipino 14.0% 9.9% 11.3%
Other 6.6% 4.4% 4.0%
Total 100.0% 100.0% 100.0%

* N= 2,159 (excludes 154 “no response” or “unknown”; **N=9,271 (excludes 614 “no responses” or “unknown”)

Table 4
Age Comparison between Total Survey Responses and Student Population at Miramar College

Survey Responses Miramar New Student Miramar Student
Age Population® Population**
Under 18 6.5% 4.4% 2.4%
18-20 35.8% 31.6% 19.7%
21-25 14.6% 23.1% 21.7%
26-30 11.4% 14.1% 16.3%
31-40 18.7% 15.2% 23.5%
41-50 8.9% 8.1% 11.8%
Over 50 4.1% 3.5% 4.5%
Total 100.0% 100.0% 100.0%

*N=2,313; **N=9,885
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Table 5
Miramar College
Identified Themes From Responses to the Open-Ended Questions

Question #1: If you could change one thing about this department or service, what would it be?

Identified Themes

e Only very few students provided comments so no themes were found

Question #2: What did you like the best about the service you received here?

Identified Themes

o Fast and friendly service
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