Noel Levitz Student Satisfaction Inventory Results 2007-2008

Satisfaction assessments are a key indicator of the current situation for an institution. The Noel
Levitz Student Satisfaction Inventory asks students to indicate both the level of importance that
they place on an item, as well as their level of satisfaction that the institution is meeting this
expectation. The combination of importance/satisfaction or agreement data is a very powerful
tool for assessing institutional effectiveness and provides a roadmap for next steps that the
institution can and should be taking to respond to the issues that students have identified.

The Noel-Levitz Student Satisfaction Inventory is administered during the spring semester of
odd numbered years to students enrolled in capstone courses within their respective majors.
The inventory collects information relative to nine scales: 1) Academic Advising and Counseling,
2) Campus Climate, 3) Campus Services, 4) Campus Life, 5) Instructional Effectiveness, 6)
Recruitment and Financial Aid Effectiveness, 7) Registration Effectiveness, 8) Safety and
Security, 9) Student Centeredness.

Academic Advising and Counseling Effectiveness

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

Sothern Utah University lagged significantly behind other Carnegie four year public institutions
in this area. SUU students rated the importance of Academic Advising at 6.25 points out of a
possible seven on a Lichert scale but reported a satisfaction level of only 4.62 (a gap of 1.63).
Students at other institutions rated the importance of Academic Advising at 6.26 but indicated
a satisfaction level of 5.07 (a gap of only 1.19). The mean difference of -0.45 was significant at
the .00l level.

Student assessments in this area have declined significantly when compared to ratings obtained
from the 2005-2006 administration of the survey. In 2005-2006 SUU students rated the
importance of Academic Advising at 6.39 and their satisfaction in this area at 4.97 (a gap of
1.42). In 2007-2008 importance was rated at 6.25 and the level of satisfaction at 4.62 (a gap of
1.63). Variation in the individual items that comprise this scale can be seen in Table 1.

Table 1: Academic Advising Effectiveness Scale

Academic Advising Effectiveness 6.25 | 4.62/1.45(1.6316.26 | 5.07/1.31|1.19 | -0.45 ***
10. My academic advisor helps me set goals to work toward. 6.03 | 443/1.91(1.60|6.05 | 4.80/1.75|1.25 | -0.37 ***
16. My academic advisor is available when | need help. 6.30 | 4.54/1.85(1.76

21. My academic advisor is knowledgeable about requirements in my major. |6.51 | 4.94/1.88 (1.57 |6.49 | 5.40/1.67 |1.09 | -0.46 ***

38. | receive ongoing feedback about progress toward my academic goals. 6.15 | 4.57/1.59 [1.58
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Campus Climate

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

SUU students rated the university significantly higher than its Carnegie peers in the are of
campus climate. They reported an importance rating of 6.16 and a satisfaction rating of 5.23 ( a
gap of 0.93)compared to their peers’ importance rating of 6.14 and satisfaction rating of 5.09 (a
gap of 1.06). The mean difference of 0.14 was significant at the .01 level.

Compared to performance ratings of previous administrations of the survey, however, there
was significant slippage. In the 2005-2006 survey, SUU students indicated an importance rating
of 6.35 and a satisfaction rating of 5.41 (a gap of 0.94). In the 2007-2008 survey, importance
was rated at 6.16 and satisfaction at 5.23 ( a gap of 0.94). The mean difference of -0.18 was
significant at the .01 level. Variation of items that comprise this scale can be seen in Table 2.

Table 2 Campus Climate Scale

Campus Climate 6.16 | 5.23/0.940.93 |6.15 | 5.09/1.07 |1.06 | 014 **
3. The campus is safe and secure for all students. 6.45 [ 5.90/1.11|0.55|6.41 | 5.35/1.44|1.06| 0.55 ***
5. Administrators are available to hear students' concerns. 599 | 4.91/1.37|1.08|5.87 | 4.83/1.43|1.04| 0.08
31. Students are made to feel welcome here. 6.16 | 5.52/1.26 |0.64 |6.18 | 5.26/1.45]0.92 | 0.26 ***
35. | seldom get the "run-around" when seeking information on this campus. |[6.25 | 4.33/1.72|1.92 (6.18 | 4.36/1.84]1.82 | -0.03
37. There is a strong commitment to diversity on this campus. 5.44 | 4.80/1.56 [0.64 [5.83 | 5.16/1.45(0.67 | -0.36 ***
41. Tuition paid is a worthwhile investment. 6.57 | 5.11/1.55(1.46|6.41 | 5.00/1.61|1.41| 0.11
42. Students are free to express their ideas on this campus. 6.20 | 5.24/1.46 (0.96 |6.07 | 5.23/1.45(0.84| 0.01
44. On the whole, the campus is well-maintained. 6.25 | 5.97/1.10|0.28 |6.21 | 5.51/1.41|0.70| 046 ***

Campus Life

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

Overall, SUU students rated their university only slightly lower than their Carnegie peers. They
indicated an importance rating of 5.53 and a satisfaction rating of 4.57 (a gap of 0.96) while
peers at other institutions rated the importance of campus life at 5.87 and satisfaction at 4.58
(a performance gap of 1.29). This difference was not statistically significant. How students
ranked individual items within the scale can be seen in Table 3.
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Respondents in the 2007-2008 survey rated SUU significantly lower than students responding
to the 2005-2006 survey, however. Students who completed the 2005-2006 rated the
importance of campus life at 5.98 and their level of satisfaction at 4.85 ( a gap of 1.13).

The mean difference of -0.28 was significant at the .001 level.

Table 3: Campus Life Scale

Campus Life 553 | 4.57/1.10(096|5.87 | 4.58/1.21(1.29| -0.01
13. Living conditions in the residence halls are comfortable. 4.83 4.63/1.39]0.20( 5.90 442/1.63)|1.48| 0.21*
19. Residence hall staff are concerned about me as an individual. 4.96 459/1.39|0.37 | 5.48 4.67/1.54]10.81| -0.08
30. There is an adequate selection of food available on campus. 5.35 464/162|0.71] 5.82 438 /1.77 | 1.44| 0.26 **
39. Student disciplinary procedures are fair. 5.91 5.09/1.37(0.82( 5.96 5.04/1.46|092| 0.05
45, Student activity fees are put to good use. 6.17 | 4.04/1.76(2.13(6.09 | 4.41/1.71| 1.68| -0.37 ***
Campus Services

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

Students rated the university’s performance in the area of campus services at about the same
level as their peers at Carnegie institutions. The mean difference of .03 between the two groups
was not statistically significant. However, SUU students perceived the university’s performance
to be significantly higher in the areas of library services and accessibility of computer labs.
Student responses on this scale are shown in Table 4.

Students completing the 2007-2008 survey rated SUU significantly lower than students who
participated in the 2005-2006 survey. The mean difference of -0.35 between the two groups is
significant at the .001 level.

Table 4: Campus Services Scale

Campus Services 6.13 | 5.28/0.91|0.85(6.11 | 5.25/1.05|0.86| 0.03
9. Library resources and services are adequate. 6.21 [ 5.75/1.22|0.46 (6.12 [ 5.43/1.33|0.69| 0.32 ***
15. Computer labs are adequate and accessible. 6.46 | 5.74/1.30|0.72 |6.25 | 5.39/1.47|0.86| 0.35 ***
20. Tutoring services are readily available. 5.75 | 5.17/1.44|0.58 |5.91 | 5.22/1.44|0.69| -0.05
22. This campus provides online access to services | need. 6.39 | 5.78 /1.11|0.61

24. | receive the help | need to apply my academic major to my career goals. |6.40 | 5.00 / 1.64 [1.40

26. Counseling services are available if | need them. 5.82 | 5.06/1.31|0.76

34. There are adequate services to help me decide upon a career. 6.01 [4.77/1.51(1.24(6.13 | 494/1.54|1.19| -0.17 *

43. Mentors are available to guide my life and career goals. 5.90 | 4.81/1.49|1.09
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Instructional Effectiveness

The Instructional Effectiveness scale assesses students’ academic experience, the curriculum,
and the university’s overriding commitment to academic excellence. This comprehensive scale
covers areas such as the effective of faculty in and out of the classroom, content of the courses,
and sufficient course offerings.

With the exception of availability of faculty, SUU students rated the university at the same level
as students attending peer institutions. They rated the importance of instructional effectiveness
at 6.37 and satisfaction in this area at 5.26 (a gap of 1.11) while their counterparts responded
with an importance level of 6.38 and a satisfaction level of 5.24 (a gap of 1.14). The mean
difference of 0.02 was not statistically significant.

SUU students rated faculty as being more available outside of class (a performance gap of 0.63
at SUU versus a gap of 0.80 at peer institutions). The mean difference of 0.22 is significant at
the .01 level. Student responses on this scale are shown in Table 5.

SUU students responding to the 2007-2008 survey rated the institution significantly lower than
students who responded to the 2005-2006 survey. The mean difference of -0.35 between the
two groups is significant at the .001 level. The only areas in which there were no statistically
significant declines related to faculty availability and the use of technology in the classroom.

Table 5: Instructional Effectiveness Scale

Instructional Effectiveness 6.37 |5.26 /099 1.11|6.38 (5.24/1.09 |1.14| 0.02

4. The content of the courses within my major is valuable. 6.59 |5.31/1.39| 1.28|6.53 | 5.39/1.36|1.14 [ -0.08

14. Faculty are fair and unbiased in their treatment of individual students. | 6.39 [5.14 /1.51| 1.25|6.36 | 5.09/1.48 [1.27 | 0.05

17. There are sufficient courses within my program of study available each 6.53 |4.82/1.66| 1.71

term.

29. Faculty use a variety of technology and media in the classroom. 5.69 |5.50/1.21( 0.19

32. Faculty provide timely feedback about my academic progress. 6.44 |5.02/1.48 | 1.42|6.27 | 5.00/1.50|1.27 | 0.02
36. The quality of instruction | receive in most of my classes is excellent. 6.58 [5.26/1.43| 1.32|6.46 | 5.26/1.39(1.20| 0.00

40. Faculty are usually available to students outside of class (during office 0.22 **

hours, by phone or by e-mail). 6.37 |5.74/1.25| 0.63 [ 6.32 | 5.52/1.37|0.80

Recruitment (or Admissions) and Financial Aid Effectiveness

This scale assesses the institution’s ability to enroll students in an effective manner. The scale
covers issues such as competence and knowledge of admission counselors, as well as the
effectiveness and availability of financial aid programs.

SUU rated significantly higher than its peer institutions in the area of Recruitment and Financial
Aid Effectiveness. SUU students indicated an importance of 5.97 and a satisfaction rating of
4.92 (a gap of 1.05) while students at other Carnegie institutions rated importance at 6.02 and
satisfaction at 4.76 (a gap of 1.26). The mean difference of 0.16 shown in Table 6 was significant
at the .01 level.
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Compared to SUU students who completed the 2005-2006 survey, 2007-2008 respondents
placed higher importance on recruitment and financial aid and rated the institution significantly
lower in this area (a mean difference of -0.30).

Table 6: Recruitment and Financial Aid Effectiveness

Recruitment and Financial Aid Effectiveness 5.97 492/1.11| 1.05|6.02 476/1.141.26 | 0.16 **
7. Admissions staff provide personalized attention prior to enrollment. 5.72 4.73/1.48| 0.99
8. Fln.anaal aid awards are announced in time to be helpful in college 6.21 5.08/1.54| 1.13 | 6.18 4.69/1.67 |1.49 0.39
planning.
11. Financial aid counseling is available if | need it. 5.93 5.05/1.51| 0.88

27. This institution helps me identify resources to finance my education. 6.14 4.79/1.57| 1.35

?,ZQ?CTSISSIOM counselors accurately portray the campus in their recruiting 584 4.98/1.33| 0.86 | 5.88 4.89/1.49 |0.99 0.09

Registration Effectiveness

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

SUU students rated their institution significantly higher than students at peer institutions in the
area of registration effectiveness. SUU students responding to the survey rated the importance
of registration effectiveness at 6.29 and their level of satisfaction at 5.12 (a gap of 1.17).
Students at other institutions rated the importance of this are at 6.21 and their satisfaction
level at 4.77 (a gap of 1.44). The mean difference of 0.35 shown in Table 7 was significant at the
.001 level.

There was no significant difference in this area between student responses to the 2005-2006
and the 2007-2008 surveys.

Table 7: Registration Effectiveness Scale

Registration Effectiveness 6.29 | 5.12/1.05|1.17 |6.21 477 /1.18 |1.44 | 0.35 ***
2. Registration processes and procedures are convenient. 6.26 | 5.28/1.330.98
6. Billing policies are reasonable. 6.10 | 4.90/1.41(1.20(6.10 4.58/1.62(1.52(0.32 ***
23. 1 am able to register for classes | need with few conflicts. 6.55 | 5.12/1.56(1.43 (6.51 476 /1.80|1.75 | 0.36 ***
iil:“l,:rr:;;kilfotron:ael.(e care of college-related business at times that are 6.25 | 5.18/1.36|1.07|5.98 4.97/1.46 |1.01 0.21 **
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Safety and Security

The Safety and Security scale accesses an institution’s respOnsiveness to students’ personal
safety and security. This scale measures the effectiveness of both security personnel and
campus facilities.

Students at SUU rated their campus significantly higher in this area than students at peer
institutions. They ranked the importance of safety and security at 6.18 and reported a
satisfaction level of 4.73 (a gap of 1.45) while students at other institutions placed slightly
higher importance on this area and expressed lower levels of satisfaction (a gap of 1.75). As
shown in Table 8, the mean difference of 0.21 was significant at the .01 level.

However, students responding to the 2007-2008 survey were significantly less satisfied in this
area than students who completed the survey two years earlier. The performance gap between
importance and satisfaction was 1.32 in 2005-2006 but widened to 1.45 for the 2007-2008
survey. The mean difference of -0.28 was significant at the .001 level.

Table 8: Safety and Security

Safety and Security 6.18 4.73/0.95|1.45| 6.27 4.52/1.19|1.75| 0.21 ***
3. The campus is safe and secure for all students. 6.45 5.90/1.11]|0.55| 6.41 5.35/1.44|1.06| 0.55 ***
12. The amount of student parking space on campus is adequate. 6.19 3.18/1.83(3.01| 6.27 3.13/1.94|3.14| 0.05
18. Parking lots are well-lighted and secure. 6.03 5.01/1.37|1.02|6.16 481/1.62)1.35( 0.20 *
28. Security staff respond quickly to calls for assistance. 6.03 485/127(1.18|6.23 | 4.86/1.51|1.37| -0.01

Student Centeredness

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

Students rated SUU significantly higher than their peers at other institutions in the area of
student centeredness. The mean difference of 0.18 shown in Table 9 was statistically significant
at the .01 level.

Compared to student response to the earlier survey, some slippage has apparently occurred in
this area. Students in 2005-2006 rated the importance of student centeredness at 6.32 and
their satisfaction level at 5.24 (a gap of 1.08). In the 2007-2008 survey, the level of importance
was 6.18 and the student satisfaction level was at 5.08 (a gap of 1.10). The mean difference of -
0.16 was statistically significant at the .05 level.
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Table 9: Student Centeredness Scale

Student Centeredness 6.18 | 5.08/1.08 1.10]6.11 | 490/1.12 [1.21| 0.18 **
1. The campus staff are caring and helpful. 6.31 | 5.53/1.270.78|6.22 | 5.14/1.41[1.08 | 0.39 ***
5. Administrators are available to hear students' concerns. 5.99 | 491/1.37(1.085.87 | 4.83/1.43|1.04| 0.08
31. Students are made to feel welcome here. 6.16 | 5.52/1.26 (0.64 |6.18 | 5.26 /1.45[0.92| 0.26 ***
35. | seldom get the "run-around" when seeking information on this campus. [6.25 | 4.33/1.72|1.92 (6.18 | 4.36/1.84]1.82 | -0.03

One of the strengths of the Noel-Levitz Student Satisfaction Inventory is that it enables an
institution to compare levels of student satisfaction from year to year. Comparison of student
responses to the 2005-2006 survey and the most recent administration reveals significant
slippage in a number of areas assessed by the various scales. Tables 10 and 11 below compare
students’ responses to the two surveys.

Table 10: Institutional Summary: Year to Year Report

Mean
SPRING 2008 SPRING 2005 .
Difference
Scale Importance Satisfaction Perform. Gap Impor tance Satisfaction Perform. Gap Grpl-Grp2

Institutional 6.37 5.26 111 6.62 5.61 1.01 -0.33%
Effectiveness
Registration 6.29 5.12 117 6.34 5.15 1.19 -0.03
Effectiveness
Academic
Advising 6.25 4.62 1.63 6.39 4.97 1.42 -0.35%*
Effectiveness
Safety ad 6.18 473 1.45 6.33 5.01 1.32 0,285+
Security
Student 6.18 5.08 1.10 6.32 5.24 1.08 -0.16*
Centeredness
Campus 6.16 5.23 0.93 6.35 5.41 0.94 -0.18*
Climate
Campus 6.13 5.28 0.85 6.38 5.63 0.75 -0.35
Services
Recruitment
2?5’ Financial 5.97 4.92 1.05 6.38 5.22 1.16 -0.30%*
Effectiveness
Campus Life 5.53 4.57 0.96 5.98 4.85 1.13 -0.28***
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Table 11 Institutional Summary: Items in Sequential Order

SPRING 2008

SPRING 2005

Mean
Difference

Scale

Importance

Satisfaction/SD

Perform. Gap

Importance

Satisfaction/SD

Perform. Gap

Grpl-Grp2

4. The content within
my major is valuable.

6.59

5.31/1.39

1.28

6.75

5.71/1.30

1.04

-0.40%*

12. The amount of
parking space on
campus is adequate.

6.19

3.18/1.83

3.01

6.19

3.63/1.90

2.56

-0.45H

14. Faculy are fair and
unbiased in their
treatment of individual
students.

6.39

5.14/1.51

1.25

6.57

5.43/1.35

1.14

-0.29%**

19. Residence hall staff
are concerned about m|
as an individual.

4.96

4.59/1.39

0.37

5.65

5.04/1.51

0.61

_0_45***

20. Tutoring services
are readily available.

4.96

4.59/1.39

0.37

5.65

5.04/1.51

0.61

-0.45*

28. Security staff
respond quickly to calls
for assistance.

6.01

4.85/1.27

1.18

6.44

5.35/1.44

1.09

-0.50%**

32. Faculty provide
timely feedback about
my academic progress.

6.44

5.021.48

1.42

6.53

5.36/1.48

1.17

-0.34

34. There are adequate
services to help me
decides upon a career.

6.01

4.77/1.51

1.24

6.35

5.23/1.46

112

-0.46%**

35. | seldom get the
Arun ar oun(
seeking information on
this campus.

6.25

4.33/1.72

1.92

6.39

4.68/1.82

171

-0.35%*

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

6.58

5.26/1.43

1.32

6.73

5.71/1.27

1.02

-0.45%*

37. There is strong
commitment to
diversity on this
campus.

5.44

4.80/1.56

0.64

6.11

5.37/1.39

0.74

-0.57%*

39. Student disciplinary|
procedures are fair.

5.91

5.09/1.37

0.82

6.23

5.48/1.33

0.75

-0.39%**

41. Tuition paid is a
worthwhile investment.

6.57

5.11/1.55

1.46

6.66

5.45/1.45

1.21

-0.34%%




