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The big question when last year’s Students
Speak survey concluded was simple: “what
now?” Would the university take note of the
overwhelming turnout and the power of the
responses, or would institutional inertia keep
anyone from setting plans in motion? The
unveiling of the results to the school’s admin-
istration and all of its department heads was
an experience loaded with uncertainty - the
responses of the deans and directors could
determine the long-term viability of the entire
venture. Now that we've successfully complet-
ed a second round of Students Speak, it’s clear
this is no flash in the pan - the school does take
it seriously, students want to speak out, and
change does occur.

The response from the school has been
overwhelming. Departments falling below the
acceptable threshold of favorable ratings last
vear instituted major changes, starting with
advisory boards incorporating students to
determine and implement such changes. The
results are palpable: late-night dining at Cen-
ter Court, aggressive response policies from
Financial Aid and Housing, the merging of
Housing and Res Life, and 24/5 hours at Galvin
are just a few of the impressive achievements,
not to mention all the work departments have
been doing behind the scenes.

This year, we decided to make the survey
even bigger than the last. The big change? Aca-
demic departments. We wanted to see how, on
top of your food, your dorms, and your inter-
actions with staff, you felt about your profes-
sors and your programs. And the results have
certainly been interesting.

What do this years results show us about
the student body? Well, contrary to what the
Princeton Review might say, we, as students,
don't hate our school. We think our professors
are, on the whole, pretty good, but wed love
to see more mentoring and advising. We ac-
knowledge that some of the poor performers
from last year are improving, but wed still like
to see more. Surprisingly, we feel IIT is a safe
campus. We feel generally respected by IIT’s
staff. And most of all, the picture of us that
emerges is that we crave value. We know we're
paying good money for school, and while low-
ering prices across the board might not be a
viable option, making sure we get good service
for what we do pay certainly is.

[ had the honor of being a part of the com-
mittee this year and working with a group of
motivated, enthusiastic people. I was able to
witness the amount of hard work everyone put
into this project, and the information inside
represents a culmination of that work. Within
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this special issue of TechNews you will find
some basic background information on the
survey, the executive summary, conclusions
the team has drawn from the data collected,
and charts - so very many charts.

We've condensed a great deal of informa-
tion into the a simple, readable format, just to
give readers an idea of the breadth and depth of
the survey. You'll see both the results of quan-
titative analysis and our comment analysis, re-
flecting some of the deeper concerns students
have about certain departments. Finally, we
have our recommendations for departments
that need to improve, and an interview with
President Anderson and Provost Cramb on the
survey results and their implications.

So, to echo the question of the past: what
now? University departments are examining
how they've done, preparing action plans to
improve areas where they've been found lack-
ing, and organizing student advisory boards.
In a later issue of TechNews, we'll provide an
update of where those departments stand and
what they have planned. And hopefully, when
fall rolls around and with it, another round of
the survey, we can reflect upon how far II'T%
culture of service has come, and work on mak-
ing it still better.

The results are out. Now what?
Stay tuned for updates! Check out the Students Speak page atiit.edu/students speak (or find it through myIIT).
And TechNews will be publishing one more special issue to see where all the departments are by the end of the semester. Don’t miss it!
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Introduction and background

The 2010 Students Speak survey was designed and conducted by students as part of an ongoing
strategy to improve the quality of services provided to IIT students.
At the direction of the Students Speak committee, the on-line survey was ad ministered by the
Center for Research and Service to all IIT undergraduate and graduate students during the
period of October 15 to November 2, 2010.
The survey included:
- 7 items reflecting students’ overall experience at ITT
- 8 items allowing students to evaluate their service experience with their professors and
the academic department that holds their major
- Evaluation of 14 departments based on their timeliness in responding to student needs,
the extent to which students are treated with respect, degree to which students are provided
with accurate information, and other select elements of their service to students
- A comments section for each department allowing students to describe what is done well
and what needs improvement

This summary report is based on:
- Survey items that measure satisfaction with student services
- Analysis of write-in comments.
- Focus groups that targeted areas of concern identified through the survey

Response summary

This summary report is based on data from 2,859 students, which reflects a 36% response rate.
The response rate is calculated by dividing the number of survey responses by the total number
of survey invitations.

[T Students Overall

Graduate Students

Undergraduate Students

Responses are based on the following percentages of student survey respondents who reported
they have used the student services within the past year:

Department %
Bursar’s Office 70%
7-Eleven 68%
Office of Financial Aid 49%
Keating Sports Center 44%
Graduate College 34%
Career Management Center 33%
Housing and Residential Services 24%

Department
Dining Services 24%

- Meal plan 15%
Student Life 22%

Campus and Conference Centers 18%
Spiritual Life 5%
Center for Diversity and Inclusion 5%
Center for Disability Resources 2%
Women’s Center 1%
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Overall experience at lIT

Percent of students who responded favorably. Indices rated 70% or above are considered

strengths. Indices rated below 70% present opportunities for improvement.

| am treated with respect by IIT staff.

IIT staff work hard to respond to my needs.

| kn owwhatdeparmentto contact when |
have a question or problem.

| am able to get an answeror solution asa
result of my initial contactwith an IIT staff
member.
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I I | |
| am treated with respect by IIT staff. 45%

[IT staff work hard to respond to my needs.

| know what departmentto contact when |
have a question or problem.

| am able to get an answer or solutionasa
resultof my initial contactwith an T staff
member.
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| |
In general, | feel safe on campus. 44

| |
Fa
| feel like a valued member ofthe lIT community. 22% _

Easedon my overall experience, | would recommen d oo
T to afriend. .
Basedon my academic (inthe cassroom] experience, a9
l'wiouldrecommend |IT to afriend. .
| |
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® Consistently 2009 = Usually 2009 Consistently 2010 ®=Usually 2010

Executive summary

Student satisfaction has improved
- The Students Speak process appears to be a catalyst for increased emphasis on and
accountability for high quality student services
- For those areas targeted for improvement, satisfaction has generally improved as compared
to the prior year
- Progress is being made in transforming [T'T’s culture to one that is directed toward student
satisfaction

Faculty and academic department staff are perceived as accessible, approachable, and helpful
- Contrary to findings from the Princeton Review, student satisfaction with professor
accessibility is relatively high for most academic departments
- There is considerable variance among majors regarding accessibility of professors; some
departments/majors have significant opportunity for improvement
- Student advising is seen as generally strong, with the exception of advising related to
research and internships

Most students would recommend IIT to a friend
Focus groups indicated that the primary reason for a positive recommendation is the quality

of the education received

A sizable minority of students, however, would not recommend IIT to a friend
The primary reasons provided for a negative recommendation were limited to social life

and excessive cost

IIT students demand value
- Many students perceive the cost of goods and services to be excessive
- While willing to pay these costs, they expect value
Timely repair of housing/facilities
Quality and variety of food
Excellent customer service when interacting with service providers

Several areas of the university should be targeted for improvement

-7-11

- Housing and Residential Services

- Dining Services

- Career Management Center

Poor value for the cost and a lack of timely response to requests were the most common
criticisms presented by students.
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Student service averages

Department

This chart represents the average ratings for all items for the departments that were included
in the 2009 survey. Comparisons between 2009-2010 were not enabled for Housing/Residential
Services due to their restructuring and lack of an appropriate 2009 benchmark for this area.

The percentages represent favorable responses (e.g., students responding very satisfied or
satisfied to the survey items).

Dining Senvices

Keating

Bursar

Financial Aid

7-Eleven

Housing/Res Life

All items

This chart represents the average of all items included for each department. Since some
departments have unique survey items, these comparisons across departments must be

interpreted with caution.

The percentages represent favorable responses (e.g., students responding very satisfied or

satisfied to the survey items).
Disability Services rates as a “Star Star; exceeding the 80% level for student satisfaction.
Disability Services
Conf Services
Spiritual Life
Ctr. for Diversity .
Academic Dept -
Graduate College .
Student Life .
Keating -
Bursar .
Financial Aid
Women's Ctr
CMC -
Dining Services .

Housing/Res Life

7-Eleven

L
o

Core items only

This chart represents the average ratings for the core items included for each
department. A focus on the core items allows standardized comparisons across
departments. These core items include:

- Provided timely response to my questions and concerns,

- Treated me with respect

- Provided me with accurate information

The percentages represent favorable responses (e.g., students responding very
satisfied or satisfied to the survey items).
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Academic department averages

Colleges

This chart represents the average ratings for the eight items included in the section
assessing student satisfaction with their academic (major) department.

'The percentages represent favorable responses (e.g., students responding very satisfied
or satisfied to the survey items).

School of Applied Technology

KentCollege of Law

College of Science & Letters

Inst. of Psychology

IT Overall

Stuart School of Business

College of Architecture

Armour College of Engineering

Inst. of Design

College of Science & Letters

This chart represents the average ratings for the eight items included in the section assessing
student satisfaction with their academic (major) department. For CSL, graduate students show
significantly higher levels of satisfaction as compared to undergraduates.

The percentages represent favorable responses (e.g., students responding very satisfied or
satisfied to the survey items).

Humanities

Math and Science Education

Food Safety and Technology

10 20 30 40 50

B Graduate ®Undergraduate

Armour College

This chart represents the average ratings for the eight items included in the section
assessing student satisfaction with their academic (major) department.

The percentages represent favorable responses (e.g., students responding very
satisfied or satisfied to the survey items).

Disability Services
Academic Dept
Graduate College
Conf Services
Spiritual Life
Student Life

Ctr. for Diversity
Keating

Bursar

Dining Services
Finan cial Aid

CMC

Housing/Res Life

Women's Ctr

7-Eleven
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Comment analysis: _
Dining Services: overpriced, low quality

'The graph below displays the most frequently identified themes in response to the open-ended
question “What specifically does this area need to improve?™

Prices Senvice Quality

Food Quality Food Variety

Prices

“The food at the cafeferia is sometimes okay but sometimes bad. Also, the food is not good for the
weekend. The meals are overpriced in my opinion as well”

Food Quality
“Needs more choice for healthy food for athletes and what not”

“The food is not always up to the mark. There are days when the food is excellent, but usually it
is just all right...”

Food Variety
“Add a little more variety fo what is served at the grill in the Commons.”
“Not sufficiently catered to the different dietary needs like vegetarians and vegans.”

Hours of Operation
“Einstein’ is great, though I wish they had longer hours.”
“Hours of operation: earlier on weekends especially.”

Service Quality
“People working especially at Commons and Center Court don't talk nicely and doesw’t pay muich

atfention fo your questions or queries. They should also put smile on their face while serving students,
would really help us feel good.”

Comment analysis:
CMC: assistance lacking

This graph displays the most frequently identified themes in response to the open-ended
question “What specifically does this area need to improve?”

Help & Opportunities for  Levelof Assistance from the Quality & Effectiveness of
non-EngineenngTechnology Staff Sernvices
Students

ViebsiteMNACEIINk

Help & Opportunities for Non-Engineering/Technology Students(e.g., different
majors, years, international students)

“Make sure that there are opportunities for all majors. Asa political science major I feellike
they dow’f care about me, and that my job search is on my own..”

“Catering to part-time students. When holding a full-time job, it is difficult fo attend any
event that takes place before 5:30 or even 6:00.”

Level of Assistance from the Staff (e.g., unavailable or not trained to help)

“Td like to see more availability for walk-in career counseling or advice, or at the very least
for deing this by appointment.”

“..need more quality staff fo better assist students with resume/cover letter services.”

Quality & Effectiveness of Services (e.g., career fair, interviewing, workshops, etc.)

“The career fairs are a waste of time... most companies are not hiring and with the amount
of people that show up, you get no face/quality time with anyone..”

“Career fair have to be better managed in terms of space and facility”

Website/NACElink
“When I tried to use this service, I found it overly complicated. To use a database I had

to go to campus to sign some paperwork. I didnt have the time for that, but I'll try again
next semester.”

Comment analysis:
Women’'s Center: unknown, lack of services

This graph displays the most frequently identified themes in response to the open-ended
question “What specifically does this area need to improve?™.

Publicity/advertising

Addition al services needed

Publicity/advertising

“I'm not sure where this is located, but I think it is part of OMSS. More publicity, please!

“I have not used this facility because I dow’t even know where its located! If I knew more about
it, I would definitely be interested in using this resource since I am girl.... :)”

Additional Services Needed

“Of what use is a nursingroom for mothers if there is no day care on campus?! The only reason
a mother would bring her child fo campus with her is so she can attend class, but there is nowhere
fo keep the child during class so what is the point?”

“Not a negative comment for this office, just a comment: II'T needs to have a better system for
handling cases of sexual assault. We dow't have a set plan in place fo help with this.”
















