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Improvement Survey Reportswill be distributed to members of the University community and
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EXECUTIVE SUMMARY OF THE SPRING 2001 STUDENT SATISFACTION SURVEY

This report summarizes the main findings from the Soring 2001 Florida International University
Student Satisfaction Survey, a Continuous Quality Improvement study conducted by the Office
of Planning and Ingtitutiona Effectiveness. Thiswasthe first sudent satisfaction survey to be
systematicaly distributed to alarge number of sudents, as part of the Continuous Qudlity
Improvement process. The survey design assured respondents of their anonymity in an attempt

to facilitate candor.

The purposes of the survey were twofold. Firs, it was distributed in an attempt to gauge student
satisfaction with many different facets of FIU, including the campus environment, campus
services, sudent life, academic advising, and the faculty. Second, the responsesto this
satisfaction survey will be used as a basdline, againg which we will be able to measure future

SUrvey responses.

The Student Satisfaction Survey was digtributed to 2050 students at FIU viathree venues. in
randomly selected classes, during the President’ s Millennium meetings with undergraduate and
graduate students and during the annua Student Government Elections at the University Park
Campusin April. The survey was returned by 857 students, for a response rate of approximately
42%. Sixty-sx surveys had to be removed from the sample, due to a Sgnificant amount of
missing information (over 15% of the questions were unanswered) or evidence of aresponse set
(alarge number of questions are answered by the same response).

Because of the large number of survey items (109 excluding demographic items), it was
determined that it was appropriate to conduct a Principad Components factor analysisto
determine the number of themes the questions represented. Of the survey items, Sixteen
principa components, or themes, emerged. Of the 109 items, 55 items were represented in the
factor andyss.  The sixteen principal components were: Campus Atmosphere, Facullty,
Campus Life, Academic Advising, Diverdty, Commitment to Nontraditionad Students,
Regigtration and Electronic Communication, Financid Aid, Registration and Course Placement,
Customer Service, Intramurd Activities, Adminidration, Bookstore Staff, Student Activity Fees,
Food Sdlection On Campus, and Parking.

Responses may not add up to 100% because some respondents chose not to answer every
guestion.

Students were most satisfied with the following survey items:

Theweb registration isa useful and convenient method of registration —82% of
respondents were satisfied, 5% of respondents were dissatisfied, 8% of respondents were
neutral

The campusis safe and securefor all students - 82% of respondents were satisfied, 5%
of respondents were dissatisfied, 8% of respondents were neutral

On thewhole, the campus is well maintained - 82% of respondents were satisfied, 7%
of respondents were dissatisfied, 9% of respondents were neutral

Kiosk registration is a useful and convenient method of registration - 69% of
respondents were satisfied, 9% of respondents were dissatisfied, 12% of respondents

were neutral



The schedule of classesis easy to read and understand - 77% of respondents were
satisfied, 9% of respondents were dissatisfied, 10% of respondents were neutral
Students were least satisfied with the following survey items:

Thenumber of student parking spaces on campus is adequate - 20% of respondents
were satisfied, 65% of respondents were dissatisfied, 10% of respondents were neutral

| seldom get the“run-around” when seeking information on this campus - 45% of
respondents were satisfied, 35% of respondents were dissatisfied, 16% of respondents
were neutral

Billing policies are reasonable - 50% of respondents were satisfied, 25% of respondents
were dissatisfied, 20% of respondents were neutral

Theintercollegiate athletics programs contribute to a sense of school spirit - 39% of
respondents were satisfied, 16% of respondents were dissatisfied, 22% of respondents
were neutral

Financial aid awards are announced to studentsin timeto be helpful in college
planning - 47% of respondents were satisfied, 24% of respondents were dissatisfied,

15% of respondents were neutral

As evidenced by the results of the factor analysis, the survey needs to be shortened and better
organized for future use. Approximately fifty percent of the items loaded onto a specific factor
in the Principal Components factor anadyss. Thisis an indication that the other 50% of survey
items actualy reduced the vaidity of the survey. The survey items were very diverse and broad.
This can be helpful in an effort to garner information about a broad variety of topics, but
datidticaly it is problematic. A survey should be focused on a small number of topicsto be
effective. Therefore, it is suggested that a new survey (shorter and more focused) be
implemented in the future.

Overdl, students seemed satisfied with most of the survey items that appeared in the factor
andyss. They appeared to be particularly pleased with the registration options (web
registration, kiosk, telephone). As expected, the students are least satisfied with the parking. As
this survey was the first Continuous Quality Improvement Student Satisfaction survey at FIU
thereis no comparative data available to assess the leve of sudent satisfaction. In the future, we
will be able to compare data from year to year and will be able to assesstrends in the level of
sudent satisfaction. These survey results can be used as a basdline, or Sarting point, from which
we can compare to survey results in the future.



SUMMARY OF THE SPRING 2001 STUDENT SATISFACTION SURVEY
INTRODUCTION

It isvitdly important that student feedback is dicited by an inditution of higher learning on a
comprehensive range of topicsinvolving the universty community. One such avenue of
feedback isto request that current students provide feedback regarding their thoughts and
attitudes about their experiences a FIU. Therefore, a Continuous Quality Improvement annud
satisfaction survey has been implemented to alow students an opportunity to have avoicein
shaping the future a FIU. Thisisthefirst annua report on student satisfaction.

This report summarizes the main findings from the Florida International University Student
Satisfaction Survey, a Continuous Quaity Improvement study conducted by the Office of
Panning and Inditutiona Effectiveness. This survey was designed to measure satisfaction with
Florida Internationa University. The survey design assured respondents of their anonymity in an
attempt to facilitate candor.

METHODOLOGY

Sampling Design and Response Rates. The Student Satisfaction Survey was distributed to
2050 students at FIU viathree venues. in randomly sdlected classes (cluster sampling), during
the Presdent’ s Millennium mesetings with undergraduate and graduate students and during the
annuad Student Government Elections a the University Park Campusin April. Eight hundred
fifty- seven students returned the survey, for aresponse rate of gpproximately 42%. Sixty-Sx
surveys had to be removed from the sample, due to a Sgnificant amount of missing information
(over 15% of the questions were unanswered) or evidence of aresponse set (alarge number of
guestions are answered by the same response). Table one depicts the Headcount Enrollment and
Returned Surveys by College/School. Table two depicts Headcount Enrollment and Returned
Surveys by Gender and Race/Ethnicity. Table three depicts Headcount Enrollment and Returned
Surveysby ClassLeve. Appendix A (p. 22) provides selected items from the Spring 2001
Student Satisfaction Survey, with tabulated responses for each included survey item. Appendix
B (p. 24) provides dl of the written comments from the survey respondents.

The response rates were somewhat representative of the student population. It is difficult to
know whether the student respondents were representative of each College/School, because
many of the students who responded have not yet declared a mgjor; therefore, they did not report
an efiliation with a particular college/school.  Of those who indicated amgor: 2% of the
students from the School of Architecture responded, approximately 5% of the students from the
College of Arts and Sciences responded, approximately 4% of the students from the College of
Business responded, approximately 5% of the students from the College of Education responded,
approximately 3% the students from the College of Engineering responded, gpproximately 1% of
the students from the students from the School of Hospitdity Management (housed primarily on
the Biscayne Bay Campus) responded, approximately 3% of the students from the College of
Hedlth and Urban Affairs responded, and approximately 4% of the students from the School of
Journaism and Mass Communications. Approximately 3-5% of students responded from each
college/schoal, with the exception of the Schools of Architecture and Hospitality Management.

American Indian and White students were underrepresented among those who responded to the
survey, while Asan students were overrepresented among the survey respondents. The survey



respondents were proportiona to the Black/African American, Hispanic and Non-Resdent Alien
student populations. In addition, adightly higher percentage of females responded to the survey
in comparison to the student population of femaes and adightly lower percentage of maes
responded to the survey in comparison to the student population of maes. Lower divison
students (Freshman and Sophomores) were overrepresented by the survey respondents, while
upper divison (Junior and Seniors) and graduate students were underrepresented compared to

the student population a FIU.

Tablel

Headcount Enrollment and Returned Surveys by College/School

College/School:

Architecture

Arts & Sciences

Business Adminigtration

Education

Enginering

Hospitality Management

Hedth & Urban Affars

Journdism & Mass Communication
Advisng Center/University College/
Soecial Students

Missng

Totds

Headcount Returned

Enrallment Surveys
# % # %
392 1.3 7 1.0
4,777 155 229 29.0
4,272 13.8 164 20.7
1,466 4.8 70 8.8
1,404 45 46 5.8
77 2.5 11 14
2,722 8.8 69 8.7
876 2.8 35 4.4
14,207 46.0 47 5.9
---------- 113 14.3
30,893 100.00 791 100.0

* Headcount Enrollment data taken from Mid-Semester Frozen Files, Fall 2000

Table 2
Headcount Enrollment and Returned Surveys by Gender and Race/Ethnicity
Returned Returned Headcount Headcount
Surveys Surveys Enrollment Enrollment
Mde Femde Mde Femde
Rece/Ethnicity: # N # % # % # %
American Indian -- - - -- 26 .08 22 .07
Asan 28 341 14 171 502 1.63 571 1.85
Black/African American 50 6.09 76 9.26 1545 5.02 2,740 8.90
Hispanic 179 21.80 269 32.76 6,955 2259 9,101 29.56
White 57 694 82 999 2855 927 3,754 1219
Other/Non-Resident Aliens 24 292 42 512 1397 453 1,318 4.28
Totds 338 41.16 483 58.84 13,280 43.12 17,506 56.85

* Students were alowed to sdlect more than one race/ethnicity category




Table3
Headcount Enrollment and Returned Surveys by Class

Headcount Returned

Enrollment Surveys
Class: # % # %
Freshman 4578 17.00 217 27.89
Sophomore 3,366 12.50 212 27.25
Junior 7,964 29.58 191 2455
Senior 6,966 25.87 126 16.20
Graduate students 4,050 15.05 32 4.11
Totds 26,924* 100.00 778 100.00

*Excluding specia students not assigned to aclass

Statistics. The datawere andyzed using the Statistical Package for Socia Sciences (SPSS)
verson 10.0.05. In genera, a seven-point scale was used for the survey questions, with higher
scoresindicating more pogitive atitudes. A variety of ample atistics are reported such as
percentages and mean findings (arithmetic averages). Correlations (also cdled Bivariate
relaionships) are used to describe the relationships between two or more variables. In this report
the degree of correlation is denoted by “r” (Pearson Product Moment Correlation). A positive
correlation indicates that as scores increase for one variable, they increase for another variable as
well (or both scores decrease).

In addition, a Principa Components Factor Analysis was performed on the survey items. The
purpose of the analys's was to determine the number of discrete factors the survey items
represented. A factor analysisis often used when alarge number of variables are present (in this
case, survey items). These discrete factors explain the patterns of correlations that appear anong
the survey items.



GRAPHICAL ANALYSESOF ITEMSOF GREATEST SATISFACTION TO
STUDENTS

The survey respondents were asked to rate each item on a severt point scale that ranged from
“Not Satisfied” (1) to “Very Satisfied” (7). In order to portray the responsesin a concise
manner, the scale will be compacted and will show responses for one through three as * Not
Satisfied”, regponsesto four as*Neutra” and responses to five through seven as* Satisfied.”
There will dso be acategory for those individuas who did not respond to each question.
Percentages are rounded to equal 100%.

Theweb registration isa useful and convenient method of registration.
82%

ONot Satisfied
E Neutral

B Satisfied

B No Response

8% 5% %

Eighty-two percent of respondents reported that they were “Very Satisfied” (47%), “ Satisfied”
(24%) or “ Somewhat Satisfied” (11%) in response to thisitem. Eight percent of respondents
reported that their feelings were “Neutral.” Five percent of respondents reported that they were
“Not Satisfied” (1%), “Not Very Satisfied” (1%), or “ Somewhat Dissatisfied” (3%). Five
percent of respondents did not respond to thisitem.

Thisitem was highly corrdaed with: “Kiosk registration is auseful and convenient method of
regigration’” (r = .63, p <.001), “The SASS (Student Academic Support System) degree audit is
ussful in planning my program of sudy” (r = .53, p <.001), and “FIU provides adequate
opportunities for me to communicate and access information eectronicdly” (r = .53, p < .001).



The campusis safe and securefor all students.

82%

ONot Satisfied
@ Neutral

B Satisfied

B No Response

8% 50 5%

Eighty-two percent of respondents reported that they were “Very Satisfied” (31%), “ Satisfied”
(36%) or “ Somewhat Satisfied” (15%) in response to thisitem. Eight percent of respondents
reported that their feelings were “Neutral.” Five percent of respondents reported that they were

“Not Satisfied” (1%), “Not Very Sdtisfied” (1%), or “ Somewhat Dissatisfied”
percent of respondents did not respond to this item.

(3%). Five

Thisitem was highly corrdated with: “The content of courses within my mgor is vauable’
(r = .45, p<.001), “The parking lots are well-lit and secure’ (r = .42, p <.001), and “The

inditution has a good reputation in the community” (r = .42, p <.001).

On thewhole, the campusiswell maintained.
82%

2%

9% 7%

ONot Satisfied
E Neutrd

B Satisfied

B No Response

Eighty-two percent of respondents reported that they were “Very Satisfied” (35%), “ Satisfied”
(31%) or “ Somewhat Satisfied” (16%) in response to thisitem. Nine percent of respondents
reported that their feelings were “Neutral.” Seven percent of respondents reported that they were

“Not Satisfied” (2%), “Not Very Satisfied” (1%), or “Somewhat Dissatisfied”
percent of respondents did not respond to thisitem.

(4%). Two

Thisitem was highly corrdated with: “Thereisagood variety of courses provided on this
campus’ (r = .54, p <.001), “There is a strong commitment to racia harmony on this campus’

(r=.53, p<.001), and “Freedom of expression is protected on campus’ (r =

52, p<.001).




69%

12% 9% 10%

Kiosk registration isa useful and convenient method of registration.

O Not Satisfied
E Neutra

B Satisfied

B No Response

Sixty-nine percent of respondents reported that they were “Very Satisfied” (32%), “ Satisfied”
(24%) or “ Somewhat Satisfied” (13%) in response to thisitem. Twelve percent of respondents
reported that their fedlings were “Neutral.” Nine percent of respondents reported that they were
“Not Satisfied” (2%), “Not Very Satisfied” (2%), or “Somewhat Dissatisfied” (5%). Ten

percent of respondents did not respond to thisitem.

Thisitem was highly corrdated with: “The web regigration is a ussful and convenient method

of regidraion” (r = .63, p <.001), “The SASS (Student Academic Support System) degree audit
isuseful in planning my program of sudy” (r = .53, p < .001), and “FIU provides adequate
opportunities for me to communicate and access information eectronicdly” (r = .51, p <.001).

The Schedule of Classesiseasy to read and understand.
7%

10% o A%

ONot Satisfied
® Neutral

M Satisfied

B No Response

Seventy-seven percent of respondents reported that they were “Very Satisfied” (31%),
“Satidfied” (30%) or “Somewhat Satisfied” (16%) in response to thisitem. Ten percent of
respondents reported that their fegings were “Neutra.” Nine percent of respondents reported
that they were “Not Satisfied” (2%), “Not Very Sdatisfied” (2%), or “ Somewhat Dissatisfied”

(5%). Four percent of respondents did not respond to thisitem.

Thisitem was highly corrdaed with: “Touch-tone phoneis auseful and convenient method of
regigration’ (r = .53, p <.001), “FIU provides adequate opportunities for me to communicate
and accessinformation dectronicdly” (r = .52, p <.001), and “ Student disciplinary procedures

aefar” (r= .51, p<.001).
10




GRAPHICAL ANALYSESOF ITEMSOF LEAST SATISFACTION TO STUDENTS

65%

5%

20%

Thenumber of student parking spaces on campusis adequate.

O Not Satisfied
B Neutral

M Satisfied

B No Response

Twenty percent of respondents reported that they were “Very Satisfied” (5%), “ Satisfied” (7%)
or “Somewhat Satisfied” (8%) in response to thisitem. Ten percent of respondents reported that
their fedings were “Neutrd.” Sixty-five percent of respondents reported that they were “Not
Satidfied” (44%), “Not Very Satisfied” (12%), or “ Somewhat Dissatisfied” (9%). Five percent

of respondents did not respond to thisitem.

Thisitem was highly corrdaed with: “Counsding staff cares about sudents asindividuas’
(r=.37, p <.001), “Theintercollegiate ahletics programs contribute to a strong sense of school
Sirit” (r = .34, p <.001), and “ Residence hdl regulations are reasonable” (r = .34, p < .001).

4%

35%

| seldom get the " run-around"” when seeking information on this campus.
45%

ONot Satisfied
E Neutral
B Satisfied

B No Response

Forty-five percent of respondents reported that they were “Very Satisfied” (11%), “ Satisfied”
(17%) or “Somewhat Satisfied” (17%) in response to thisitem. Sixteen percent of respondents
reported that their fedings were “Neutral.” Thirty-five percent of respondents reported that they
were “Not Satisfied” (13%), “Not Very Sdtisfied” (9%), or “ Somewhat Dissatisfied” (13%).

Four percent of respondents did not respond to thisitem.

Thisitem was highly corrdaed with: “The indtitution shows concern for students as

individuds” (r = .50, p <.001), “ Student financia assistance personne are accessible to answer
my questions” (r = .46, p <.001), and “ Channels for expressing student complaints are readily

avalable” (r=.46, p <.001).

11




Billing policies are reasonable.
50%

25%

5%

ONot Satisfied
@ Neutra

B Satisfied

B No Response

Fifty percent of respondents reported that they were “Very Satisfied” (11%), “ Satisfied” (20%)
or “Somewhat Satisfied” (19%) in response to thisitem. Twenty percent of respondents reported
that their fedings were “Neutrd.” Twenty-five percent of respondents reported that they were
“Not Satisfied” (7%), “Not Very Satisfied” (6%), or “ Somewhat Dissatisfied” (12%). Five

percent of respondents did not respond to thisitem.

This item was highly corrdated with: “Administrators are gpproachable to students’ (r = .54,
p <.001), “Financial aid awards are announced to students in time to be helpful in college
planning” (r = .52, p <.001), and “ Academic support services adequately meet the needs of

sudents’ (r = .39, p <.001).

39%

16%

The inter collegiate athletics programs contribute to a sense of school spirit.

ONot Setisfied
E Neutral

B Setisfied

B No Response

Thirty-nine percent of respondents reported that they were “Very Satisfied” (9%), “ Satisfied”
(14%) or “ Somewhat Satisfied” (16%) in response to thisitem. Twenty-two percent of
respondents reported that their feelings were “Neutral.” Sixteen percent of respondents reported
that they were “Not Satisfied” (5%), “Not Very Satisfied” (3%), or “ Somewhat Dissatisfied”
(8%). Twenty-three percent of respondents did not respond to thisitem.

Thisitem was highly corrdaed with: “Living conditionsin the residence hdls are comfortable”
(r=.51, p<.001), “Counsding gaff cares about sudents asindividuds” (r = .47, p <.001), and

“There are a sufficient number of weekend activitiesfor sudents” (r = .45, p < .001).

12




Financial aid awards are announced to studentsin timeto be helpful in

college planning.
47%

OONot Satisfied
E Neutral

W Satisfied

B No Response

14%
15%

24%

Forty-seven percent of respondents reported that they were “Very Satidfied” (14%), “ Satisfied”
(18%) or “Somewhat Satisfied” (15%) in response to thisitem. Fifteen percent of respondents
reported that their fedings were “Neutral.” Twenty-four percent of respondents reported that
they were “Not Satisfied” (7%), “Not Very Satisfied” (7%), or “Somewhat Dissatisfied” (10%).
Fourteen percent of respondents did not respond to thisitem.

Thisitem was highly corrdated with: “Billing policies are reasonadle” (r = .52, p < .001),
“Financid ad counsdors are hdpful” (r = .48, p <.001), and “Adequate financid ad is
available for most sudents” (r = .44, p <.001).

FACTOR ANALYSIS

Because of the large number of survey items (109 excluding demographic items), it was
datistically appropriate to conduct a Principa Components factor analyss to determine the
number of themes the items represented. Of the survey items, Sixteen principal components, or
themes, emerged. Of the 109 items, 55 items were represented in the factor andlysis. Thefirgt
factor that emerged can be termed Campus Atmosphere, and consists of six items, detalled in
Tablefour. The second component can be termed Faculty and consists of five items, detailed in
Tablefive. Thethird factor can be termed Campus Life and consigts of five items, detailed in
Table sx. The fourth component can be termed Academic Advising and consigts of Six items,
detalled in Table saven. Thefifth factor can be termed Diversity and conssts of Six items,
detailed in Table eight. The sixth component can be termed Commitment to Nontraditional
Students and consigts of Six items, detailed in Table nine. The seventh factor can be termed
Regigration and Electronic Communication and conssts of four items, detailed in Table ten.
The eighth component can be termed Financid Aid and consists of four factors, detailed in Table
eleven. The ninth factor can be termed Registration and Course Placement and consists of two
items, detalled in Table twelve. The tenth component can be termed Customer Service and
conssts of two items, detailed in Table thirteen. Table fourteen indicates the eeventh factor,
Intramurd Activities that conssts of only oneitem. The twelfth component conssts of three
items and can be termed Adminigtration, detailed in Table fifteen. The thirteenth factor can be
termed Bookstore Staff and congists of one item, detailed in Table sixteen. The fourteenth
component can be termed Student Activity Fees and conssts of one item, detailed in Table
seventeen. The fifteenth factor can be termed Food Selection On Campus and consists of one
item, detailed in Table eighteen. The last component can be termed Parking and consists of one
item, detailed in Table nineteen.

13



CAMPUSATMOSPHERE

The Campus Atmosphere component is made up of Six items. Theitems are listed below, dong
with the satisfaction mean. The overdl satisfaction mean for this component was 5.17.

TABLE4

2001 Student Satisfaction Survey: Campus Atmosphere

ITEM: Satisfaction Mean
Most students feel a sense of belonging here 4.88
The campus staff are caring and hel pful 501
It is an enjoyable experience to be a student on this campus 5.28
| feel asense of pride about my campus 518
| am able to experienceintellectual growth here 546
Students are made to feel welcome on this campus 522
Average Satisfaction Mean 517
FACULTY

The Faculty component is made up of fiveitems. Theitems are listed below, dong with the
satisfaction mean for each item. The overadl satisfaction mean for this component was 5.31.
Although the third item does not seem congstent with the other four items, there was a strong
positive correlation between this factor and the other four factors.

TABLES

2001 Student Satisfaction Survey: Faculty

ITEM: Satisfaction Mean
The quality of instruction | receive in most of my classesis excellent 516

Adjunct faculty are competent as classroom instructors 5.08

There isastrong commitment to racial harmony on this campus 543

Faculty are usually available after class and during office hours 539

Nearly al of thefaculty are knowledgeablein their field 550

Average Satisfaction Mean 531
CAMPUSLIFE

The Campus Life component is made up of fiveitems. The items are listed below, dong with
the satisfaction mean. The overd| satisfaction mean for this subscale was 5.00.

TABLE6

2001 Student Satisfaction Survey: CampusLife

ITEM: Satisfaction Mean
Living conditionsin the residence halls are comfortable (adequate space, lighting,

heat, air conditioning, telephones, etc.) 482

Residence hall staff are concerned about me as an individual 498

Males and femal es have equal opportunitiesto participate in intercollegiate athletics 520

The security staff respond quickly in emergencies 5.05

Residence hall regulations are reasonable 4.96

Average Satisfaction Mean 5.00

14



ACADEMIC ADVISING

The Academic Advisng component is made up of Sx items. Theitems are listed below, dong
with the satisfaction mean for each item. The overal satisfaction mean for this subscae was
4.94,

TABLE7

2001 Student Satisfaction Survey: Academic Advising

ITEM: Satisfaction Mean
My academic advisor is approachable 5.06
My academic advisor is concerned about my success as an individual 4.88
My academic advisor helps me set goals to work toward 470
My academic advisor is knowledgeable about my major requirements 5.20
My first year of academic advising at FIU was helpful in planning my program of study 483
The academic advising | received istimely, accurate and helpful for me to progress through

my program of study in atimely manner 4.95
Average Satisfaction Mean 494
DIVERSITY

The Divergty component is made up of sx items. Theitems are listed below, dong with the
satisfaction mean. The overal satisfaction mean for this subscde was 5.17.

TABLE 8

2001 Student Satisfaction Survey: Diversity

ITEM: Satisfaction Mean
I have access to mental health and personal counseling on campus 516
FIU provides adequate opportunities for spiritual growth and religious expression on campus  5.12
FIU devotes adequate attention to sexual harassment issues 521
Opportunities for student involvement and participation in campus life programs allow meto

make important contributionsto student life at FIU 522
FIU devotes adequate attention to racial and ethnic issues 5.30
FIU devotes adequate attention to alcohol and drug use 4.99
Average Satisfaction Mean 517

COMMITMENT TO NONTRADITIONAL STUDENTS

The Commitment To Nontraditiond Students component is made up of six items. Theitemsare
listed below, dong with the satisfaction mean. The overdl satisfaction mean for this subscde
was 5.26.

TABLE 9
2001 Student Satisfaction Survey: Commitment To Nontraditional Students
ITEM: Satisfaction Mean

How satisfied are you that this campus demonstrates a
conmmitment to meetinag the needs of:

part-time students 532
evening students 523
older, returning learners 5.24
under-represented popul ations 5.28
commuters 4,99
students with disabilities 547
Average Satisfaction Mean 5.26
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REGISTRATION AND ELECTRONIC COMMUNICATION

The Regidration and Electronic Communication component is made up of four items. Theitems
are listed below, dong with the satisfaction mean. The overdl satisfaction mean for this
subscale was 5.68.

TABLE 10

2001 Student Satisfaction Survey: Registration and Electronic Communication

ITEM: Satisfaction Mean
FIU provides adequate opportunities for me to communicate and access information

electronically 555

Kiosk registration is a useful and convenient method of registration 5.60

Theweb registration isauseful and convenient method of registration 6.02

The SASS (Student Academic Support System) degree audit is useful in planning my

program of study 556

Average Satisfaction Mean 5.68

FINANCIAL AID

The Financid Aid component is made up of four items. Theitems are listed below, dong with
the satisfaction mean. The overdl satisfaction mean for this subscae was 4.83.

TABLE 11

2001 Student Satisfaction Survey: Financial Aid

ITEM: Satisfaction Mean
Financial Aid counselors are helpful 4.70

Adequate financial aid is available for most students 459

The current facilities of the Student Financial Assistance Office provides better access and

services for students who are seeking assistance 5.06

Student Financial Assistance personnel are accessible to answer my questions 4.98

Average Satisfaction Mean 4.83

REGISTRATION AND COURSE PLACEMENT

The Regigration and Course Placement component is made up of two items. Theitemsare
listed below, dong with the satisfaction mean. The overdl satisfaction mean for this subscae
was 4.90.

TABLE 12

2001 Student Satisfaction Survev: Redistration and Cour se Placement

ITEM: Satisfaction Mean
| am able to reqister for the classes | need with few conflicts 476

The assessment and course placement procedures are reasonable 503

Average Satisfaction Mean 4.9
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CUSTOMER SERVICE

The Customer Service component is made up of two items. Theitems are listed below, dong
with the satisfaction mean. The overal satisfaction mean was 4.52.

TABLE 13

2001 Student Satisfaction Survey: Customer Service

ITEM: Satisfaction Mean
Admissions staff are knowledgeable 4.89

| seldom get the "run-around" when seeking information on this campus 4.15

Average Satisfaction Mean 452

INTRAMURAL ACTIVITIES

The Intramurd Activities component is made up of oneitem. Theitem islisted below, dong
with the satisfaction mean.

TABLE 14

2001 Student Satisfaction Survey: Intramural Activities

ITEM: Sati sfaction Mean
A variety of intramural activities are offered 5.03

ADMINISTRATION

The Adminigtration component is made up of threeitems. The items are listed below, dong with
the satisfaction mean for each item. The overal satisfaction mean for this subscale was 4.57.

TABLE 15

2001 Student Satisfaction Survey: Administration

ITEM: Satisfaction Mean
Administrators are approachabl e to students 467

Billing policies are reasonable 449

Financial Aid awards are announced to studentsin time to be helpful in college planning 455

Average Satisfaction Mean 457
BOOKSTORE STAFF

The Bookstore Staff component is made up of oneitem. Theitem islisted below, dong with the
satisfaction mean.

TABLE 16

2001 Student Satisfaction Survey: Bookstor e Staff

ITEM: Satisfaction Mean
Bookstore staff are hel pful 5.33
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STUDENT ACTIVITY FEES

The student Activity Fees component is made up of oneitem. Theitemislisted below, dong
with the satisfaction mean.

TABLE 17

2001 Student Satisfaction Survey: Student Activity Fees

ITEM: Satisfaction Mean
Student activity fees are put to good use. 4.88

FOOD SELECTION ON CAMPUS

The Food Sdlection On Campus component is made up of oneitem. Theitem islisted below,
aong with the satisfaction mean.

TABLE 18

2001 Student Satisfaction Survey: Food Selection On Campus

ITEM: Satisfaction Mean
There is an adequate selection of food availablein the cafeteria 495
PARKING

The Parking component is made up of oneitem. Theitemislisted below, dong with the
satisfaction mean.

TABLE 19

2001 Student Satisfaction Survey: Parking

ITEM: Satisfaction Mean
The number of student parking spaces on campus is adequate 2.66
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OVERALL ANALYSISOF PRINCIPAL COMPONENTS

Table 20, below, shows a summary of the overal satisfaction means for each of the Sixteen
principa components.  The respondent students were most postive toward the itemsin the
Regidration and Electronic Communication factor: “FIU provides adequate opportunities for me
to communicate and access information eectronicaly,” “Kiosk regigration is a ussful and
convenient method of registration,” “The web regidration is a useful and convenient method of
regigration,” and “The SASS (Student Academic Support System) degree audit isuseful in
planning my program of study.” The respondent students were least positive toward the item in
the parking factor, “The number of student parking spaces on campus is adequate.”

TABLE 20
2001 Student Satisfaction Survey Factors:

Campus Atmosphere

Faculty

CampusLife

Academic Advising

Diversity

Commitment to Nontraditional Students
Registration and Electronic Communication
Financial Aid

Registration and Course Placement
Customer Service

Intramural Activities

Administration

Bookstore Staff

Student Activity Fees

Food Selection On Campus

Parking

Satisfaction
Means
517
531
5.00
494
517
5.26
5.68
483
490
452
5.03
457
533
4838
495
2.66
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ITEM ANALYSES

Thefallowing two tables (Tables 21-22) identify itemsin the survey that students reported that

they find mogt satisfactory and least satisfactory.

TABLE 21

Satisfaction
NINE ITEMSOF GREATEST SATISFACTION TO STUDENTS Mean
1) Theweb registration is a useful and convenient method of registration 6.02
2) The campusis safe and secure for all students 5.81
3) On the whole, the campus is well maintained 5.77
5) Kiosk registration is a useful and convenient method of registration 5.60
5) The Schedule of Classesis easy to read and understand 5.60
6) The SASS (Student Academic Support System) degree audit is useful in planning my
proaram of study 5.56
7) FIU provides adequate opportunities for me to communicate and access information
electronically 555
8) Nearly al of the faculty are knowledgeable in their field 550
9) Freedom of expression is protected on campus 5.49
TABLE 22

Satisfaction
TENITEMSOF LEAST SATISFACTION TO STUDENTS Mean
1) The number of student parking spaces on campus is adequate 2.66
2) | seldom get the “run-around” when seeking information on this campus 415
3) Billing policies are reasonable 4.49
4) The intercollegiate athletics programs contribute to a sense of school spirit 453
5) Financial aid awards are announced to studentsin time to be helpful in college planning 455
7) Adequate financial aid is available for most students 459
7) There are asufficient number of weekend activities for students 459
8) The faculty care about me asan individual 464
9) Administrators are approachable to students 4.67
10) Counseling staff cares about students as individuals 4.69
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CONCLUSIONSFROM THE SPRING 2001 STUDENT SATISFACTION SURVEY

The Student Satisfaction Survey was distributed to 2050 current FIU students. There were
amost 900 usable surveys that were returned, and the response rate was a very respectable 42%.
Thisis even more sgnificant when consdering the extreme length of the survey. Generdly in
survey research, response rates plummet as the number of survey itemsincrease. In addition, it

is believed that the respondents were fairly representative of the University’s student population.

It should be noted that initidly arandom sampling technique was attempted (cluster sampling)

but could not be completed due to time congraints and the small number of students who

returned the surveys. After gpproximately one month, a decision was made to change the
sampling strategy and the surveys were distributed a the Presdent’ s Millennium meetings with
students and during student government elections. During the student government elections,
students who turned in a completed survey were given a free sudent government eectionst-

shirt. This could have perhaps biased the responses of some students; however, the surveys were
carefully screened for systematic biases such as response sets (alarge number of questions are
answered by the same response).  Sixty-six surveys were removed from the sample dueto a
ggnificant amount of missing information or evidence of aresponse st bias.

The survey needs to be shortened and better organized for future use, as evidenced by the results
of the factor andysis. Approximately fifty percent of the items loaded onto a specific factor in
the Principal Components factor andyss. Thisisan indication that the other 50% of survey
items actudly reduced the vaidity of the survey. The survey items were very diverse and broad.
This can be helpful in an effort to garner information about a broad variety of topics, but
datigticaly it is problematic. A survey should be focused on a smdl number of topicsto be
effective. Thereforeit is suggested that a new survey (shorter and more focused) be
implemented in the future.

Oveadl, sudents seemed satisfied with most of the survey items that gppeared in the factor
andyss. They appeared to be particularly pleased with the registration options (web
registration, kiosk, telephone). As expected, the students were least satisfied with the parking
gtuation. Asthissurvey wasthefirgt Continuous Quality Improvement Student Setisfaction
survey a FlU, thereis no comparative data available to assess the level of student satisfaction.
In the future, we will be able to compare data from year to year and will be able to assess trends
inthe level of student satisfaction. These survey results can be used as a basdine, or garting
point, from which we can compare to survey results in the future.
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Appendix A

SELECTED ITEMS FROM THE STUDENT SATISFACTION
SURVEY:

(Percentages may not add up to 100%, because some respondents did
not answer every guestion)

Most students feel a sense of belonging here

The campus staff are caring and helpful

It is an enjoyable experience to be a student on this campus

| feel asense of pride about my campus

| am able to experienceintellectual growth here

Students are made to feel welcome on this campus

The quality of instruction | receive in most of my classesis excellent
Adjunct faculty are competent as classroom instructors

Thereis a strong commitment to racial harmony on this campus
Faculty are usually available after class and during office hours
Nearly al of thefaculty are knowledgeablein their field

Living conditionsin the residence halls are comfortable (adequate
space, lighting, heat, air conditioning, telephones, etc.)

Residence hall staff are concerned about me as an individual

Males and femal es have equal opportunitiesto participatein
intercollegiate athletics

The security staff respond quickly in emergencies

Residence hall regulations are reasonable

My academic advisor is approachable

My academic advisor is concerned about my success as an individual
My academic advisor helps me set goals to work toward

My academic advisor is knowledgeable about my major requirements
My first year of academic advising at FIU was helpful in planning my
program of study

The academic advising | received istimely, accurate and helpful for me
to progress through my program of study in atimely manner

| have access to mental health and personal counseling on campus
FIU provides adequate opportunities for spiritual growth and religious
expression on campus

FIU devotes adequate attention to sexual harassment issues
Opportunities for student involvement and participation in campuslife
programs allow me to make important contributions to student life at
FlU

FIU devotes adequate attention to racial and ethnic issues

FIU devotes adequate attention to alcohol and drug use

How satisfied are you that this campus demonstrates a commitment to
meeting the needs of::

part-time students

evening students

older, returning learners

under-represented populations

commuters

students with disabilities

FIU provides adequate opportunities for me to communicate and access

information electronically

Kiosk registration is auseful and convenient method of registration
The web registration isauseful and convenient method of registration
The SASS (Student Academic Support System) degree audit is useful
in planning my program of study

Financial Aid counselors are helpful

Adequate financial aid is available for most students
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Dissatisfied Neutral Satisfied
195%  157% 62.0%
160%  16.3% 64.9%
116%  147% 69.9%
129%  192% 64.6%

8200  13.9% 73.6%
128%  154% 68.1%
142%  13% 70.5%
118%  183% 61.6%

89%  16.7% 70.0%
108% 121% 73.3%

91%  114% 76.6%

8%  17.3% 33.0%

71%  134% 36.0%

76%  19.0% 45.9%

95%  16.6% 45.1%

78%  137% 35.1%
182%  125% 63.5%
189%  164% 59.0%
210%  17.6% 53.7%
158% 125% 66.1%
20  133% 57.1%
191% 147% 60.9%

70%  183% 50.2%

74%  21.0% 48.7%

6.0%  205% 49.2%

72%  205% 56.1%

6.7%  20.6% 56.2%

88%  247% 48.6%

79%  13.9% 57.5%
101%  138% 56.7%

73%  149% 46.0%

79%  154% 52.1%
166%  13.3% 53.7%

58%0  13.3% 53.3%

78%  114% 77.1%

85%  11.6% 69.7%

52% 7.8% 81.6%

98%  125% 68.4%
201%  13.7% 47.5%
238% 126% 49.6%



The current facilities of the Student Financial Assistance Office
provides better access and services for students who are seeking
assistance

Student Financial Assistance personnel are accessible to answer my
guestions

| am ableto register for the classes | need with few conflicts

The assessment and course placement procedures are reasonable
Admissions staff are knowledgeable

| seldom get the "run-around" when seeking information on this campus
A variety of intramural activities are offered

Administrators are approachabl e to students

Billing policies are reasonable

Financial Aid awards are announced to studentsin time to be helpful in
college planning

Bookstore staff are helpful

Student activity fees are put to good use.

There is an adequate selection of food availablein the cafeteria

The number of student parking spaces on campus is adequate
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Dissatisfied Neutral Satisfied
128%  15.9% 55.1%
143%  158% 55.3%
249%  114% 61.6%
140%  163% 63.6%
172%  164% 57.1%
A%  158% 45.2%
118%  214% 54.5%
183%  20.7% 53.4%
248%  200% 49.9%
243%  152% 46.8%
119%  147% 71.4%
169%  192% 56.5%
192%  134% 61.8%
65.5% 9.9% 20.0%



Appendix B
COMMENTS FROM THE STUDENT SATISFACTION SURVEY:

3.8 GPA and no scholarships! Ask me how much | resent FIU.

Access by bus should be available & adequate, biking and walking should be safe and encouraged! Parking lots
can be saved if you follow this, see UPASS in Seattle for more info. Give more money to GSA, Football team
issilly idea.

Asaschoal, | think FIU isfabulous! However, other institutions don't think so. This makesit difficult to apply
to agood graduate school.

Cafeteria needs to be open longer during finals- preferably 24 hours.

Housing paid by financial aid

| am very dissatisfied with financial aid policies. | do not qualify; | work part time & contribute to my
household to help my Mom, asingle parent.

L ook into students who work in advising, registrar, and other major FIU offices. They should not be the only
onesthereto help if they are not sufficiently experienced. | was misguided many times by students who did not
know how to answer my questions.

More school spirit and working kiosk machines

My suggestion: not everyone speaks Spanish! Bear thisin mind when hiring help!

Need better recycling program

Not enough information on black sororities and fraternities

Not happy with Admissions, Financial Aid /run-around, few teachers, bad grading policies, area surrounding
FlU

Parking is bad

Satisfaction to commitment for International Students = Not satisfied.

Thereistoo much construction; it isinconvenient.

There should be more academic counselors.

Theteachers don't speak English very well.

Two things bother me-commuters paying parking fees; financial aid not given to those living alone.

Y ou should be able to bring a guest to play in the basketball gym and not have to pay $5!
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