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Highlight of the Findings

Students reported that counseling services were the most important to them, while
student support services in general were the least important. Moreover, students were
most satisfied with the registration process and least satisfied with safety and
security.

Academic advisors’ knowledge about transfer requirements ranked highest in both
importance and satisfaction on the Academic Advising and Counseling scale.
Consistent with the focus group study from fall 2005, students believed that
counseling services are critical to their success and an important element to the
college experience. Consequently, students commented they would like more
counselors available and more convenient appointment times.

The adequacy of library resources and services ranked highest on both importance
and satisfaction on the Academic Services scale. Students commented that they are
pleased to have access to computers and labs. However, the availability of up-to-date
equipment in labs had the largest performance gap, indicating that the college fell
short of students’ expectations in this area.

The knowledge of admissions staff ranked highest in both importance and
satisfaction on the Admissions and Financial Aid scale. However, there was a
relatively large performance gap under the adequacy of financial aid, which was one
of the top three factors students selected that influenced their decision to enroll.

The caring and helpfulness of staff and enjoyable college experience received high
scores on satisfaction. Similar to the results from the focus group study of fall 2005,
many students commented that they liked the campus because it was small, cozy and
conducive to learning. On the other hand, students said that the current building
construction was a distraction and an inconvenience and made for an unpleasant
atmosphere.

The adequacy of career services ranked first on importance and second on
satisfaction on the Campus Support Services scale. The availability of child care
facilities had the smallest performance gap in the survey, indicating that the college
met students’ expectations in this area.

The question which asked about fair and unbiased treatment of the students by
faculty ranked highest in both importance and satisfaction. However, students
expressed and interest in having more opportunities available to voice their opinions
and concerns.

Students ranked the quality of instruction highest on both importance and satisfaction
on the Instructional Effectiveness scale. Students commented that the faculty are
generally very knowledgeable, friendly, helpful and approachable and that they are
truly concerned about students’ success.

Early notification of poor performance in class had one of the largest performance
gaps in the survey, suggesting that students would like to know about their progress
early enough in the semester to improve their performance.

The convenience of class times ranked highest on importance on the Registration
Effectiveness scale, but received the second to lowest score on satisfaction, creating a
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relatively large performance gap. Yet, students said that it was much easier to get into
classes at Skyline than at other colleges in the area.

e The Safety and Security scale ranked high on importance. However, the adequacy of
student parking and the lighting in parking lots had the two largest performance gaps
in the survey. Comments revealed that students would like more security officers
patrolling the campus and parking lots, particularly in the evenings.

e The adequacy of smoking restrictions on campus had one of the largest gaps on the
survey and numerous comments indicated that students were dissatisfied with the
amount of smoking on campus.

e Factors of greatest importance in the decision to enroll at Skyline College were cost,
academic reputation, and financial aid. Factors of least importance or influence were
the opportunity to play sports, campus appearance, and recommendations by family
and friends.

o The college experience at Skyline exceeded the expectations of 42% of respondents,
while 70% were satisfied with their experience at the college thus far, and 63% said
that if they had to do it over, they would probably or definitely enroll again.

e Students believed that the college was responsive to the diverse needs of its students.
Many comments noted that the college offered something for everyone and that the
convenience of the class schedule and variety of classes made it possible for the
students to explore options they might not have explored otherwise.
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Overview

Purpose

ntroduction

Skyline College administered a student perception survey to a representative sample of
students during the first part of the spring 2006 semester. The survey provided
information for the accreditation self-study process (site visit scheduled for fall 2007), as
well as other college-wide assessment and planning initiatives including the Education
and Facilities Master Plan. The self-study process requires an assessment of institutional
performance in terms of student learning outcomes, quality of services and programs and
effectiveness of operations with supporting evidence in each of these areas. One source of
evidence is a campus climate study in which students provide feedback on programs,
services and the learning environment. This survey provided partial evidence needed for
the self-study.

It should be noted that during the administration of the survey the college was undergoing
major campus construction (e.g., new buildings and building renovations). The disruption
of normal academic life created by these major construction projects at Skyline may have
influenced the students’ perceptions and opinions.

The purpose of this survey study was to measure current student attitudes and perceptions
toward Skyline College’s programs, services and learning environment. The results from
the survey will be used to inform responses to the accreditation standards and may be
used for planning and improvement efforts. The survey will also be useful for
establishing benchmarks for future studies and for evaluating the college’s mission, goals
and strategies.

Sample Design

In order to contain costs and to extract representative information that could be inferred
back to the entire population of students, a stratified random sample was used to build the
sampling framework. The sample size was based on a 95% confidence level at a +5%
confidence interval (approximately 1,200 survey respondents). The sampling framework
included randomly selected classes from a variety of disciplines stratified by day and
evening class times. Over-sampling was employed in order to compensate for the
expected 70% response rate. Of the 60 classes randomly chosen, 57 participated, and
1,106 surveys were completed. The final response rate was 92%.

Instrumentation

In order to benchmark performance against other colleges, the Noel-Levitz Student
Satisfaction Inventory was used. This instrument used a dual perception scale, measuring
both satisfaction and importance. The instrument contained the following eleven scales:
Academic Advising and Counseling, Academic Services, Admissions and Financial Aid,
Campus Climate, Campus Support Services, Concern for the Individual, Instructional
Effectiveness, Registration Effectiveness, Safety and Security, Service Excellence, and
Student Centeredness. Additionally, the survey measured overall student satisfaction, the
college’s responsiveness to the diversity of its students, factors that influenced student
enrollment, ten customized items which the college created, and open-ended comments.
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Methodology
In order to achieve representative and timely information on the entire population of
students while containing costs, the data collection methodology selected for this survey
study was a scannable (paper and pencil) survey that was distributed during one class
period.

Implementation
Communications: All of the shared governance groups, the college leadership, and
management were informed and connected to the process through continuous
communication as follows:
1. Review and selection of the instrument.
2. Electronic pre-notifications to students, staff and faculty.
3. Executive summary report of results and oral briefings.

Administration: The surveys were administered during the last week of February so that
reports could be distributed during the first week of May. The Office of Planning,
Research and Institutional Effectiveness (OPRIE) bundled and distributed the surveys
along with instructions and return envelopes to the randomly selected instructors, who
administered the survey during one class period. The instructor returned the completed
surveys in a sealed envelope to the division, from whom OPRIE collected them for
processing.

Respondent Profile
The survey respondents were fairly representative of Skyline College’s student body. The
majority of survey respondents were female (56%) and 19 to 24 years old (52%). The
survey respondents were Asian/Pacific Islander (42%), Caucasian/White (20%), Hispanic
(16%), Black (2%) and other (20%). Thirty-seven percent of respondents were first year
students, and 33% were second year students. About half were transfer-seeking (49%),
and a quarter of the respondents were pursuing an associate’s degree (23%). Most of the
respondents were employed either full-time (29%) or part-time (43%). The number of
day classes (73%) and full-time students (56%) that were surveyed were slightly more
than the college-wide average.

Interpreting the Results
The results from the survey yielded three different scores: 1) Importance, 2) Satisfaction,
and 3) Performance gap (importance score minus satisfaction score). The importance
score reflected student perception on the significance of an item, while the satisfaction
score reflected student opinion about the quality of a given item. Using a seven-point
Likert scale, a higher score on importance indicated greater significance to the student,
and therefore a stronger expectation. Similarly, a higher score on satisfaction indicated a
more favorable opinion on the particular item. The performance gap reflected how well
the college met students’ expectations. For example, a small performance gap indicated
that the college met students’ expectations. A large performance gap indicated that the
college did not meet students’ expectations. A negative performance gap indicated that
the college exceeded students’ expectations.

Importance and satisfaction scores were juxtaposed in order to pinpoint strengths and
opportunities. Items containing high importance and high satisfaction ratings represented
strengths that the college should highlight and continue to strengthen. Items containing
high importance and low satisfaction ratings pinpointed areas in need of immediate
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improvement. Items with low importance and high satisfaction ratings suggested areas
where it would be beneficial to redirect resources. Items containing low importance and
low satisfaction ratings suggested areas that need to be reexamined as areas of low
priority for the college.

For the purpose of discussion and tracking trends, the following internal benchmarks
were suggested for scale satisfaction and performance gap ratings:

e Scale Satisfaction: > 5.03

e Scale Performance Gap: < 1.01

In addition to the internal benchmarks found in the survey, comparisons and competitive
benchmarking were performed between Skyline College’s student responses and
responses of students from other community colleges in California who have taken the
Noel-Levitz Student Satisfaction Inventory within the previous five years (i.e., Antelope
Valley College, Bakersfield College, Cerritos College, Cerro Coso Community College,
College of the Siskiyous, Cuesta College, Cypress College, El Camino College, Feather
River Community College District, Long Beach City College, Los Angeles Valley
College, Los Rios Community College, Palo Verde College, Palomar College, Rio
Hondo College, Saddleback College, San Bernardino Valley College, Southwestern
College, Taft College, and Victor Valley College).

Students wrote nearly 1,600 individual comments in response to the two open-ended
questions (see Appendix B-Sample of Verbatim Comments). In order to summarize the
comments and provide additional information and explanation of the quantitative results
from the survey, a content analysis was conducted. The content analysis employed the
inter-coder reliability method. A systematic random sample of comments were first
selected then coded by two readers in order to extract common themes as they related to
the survey. Comments were then grouped by themes and summarized to capture the
essence of the group of comments and to note salient points. These summaries can be
found in the narrative report under each scale and were generally representative of the
entire pool of comments.
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How Well Are We Meeting Student Expectations?
The survey items were grouped into eleven scales. Importance scores for the scales
ranged from 6.17 (Academic Advising and Counseling) to 5.46 (Campus Support
Services). Satisfaction scores for the scales ranged from 5.31 (Registration Effectiveness)
to 4.58 (Safety and Security). Performance gaps for the scales ranged from 1.48 (Safety
and Security) to .70 (Campus Support Services).

Academic Advising and Counseling ranked highest on importance (6.17), but ranked
sixth in overall satisfaction (5.02). Tied for second highest in overall importance with an
average score of 6.13 were Instructional Effectiveness, which ranked third on satisfaction
(5.12), and Registration Effectiveness, which ranked highest on satisfaction (5.21).
Campus Support Services ranked lowest on importance (5.46) and second to lowest on
satisfaction (4.76).

Academic Services ranked second highest in overall satisfaction (5.21) and tied for fourth
on importance (6.06). Safety and Security ranked lowest in overall satisfaction (4.58), but
tied for fourth on importance (6.06).

Survey Scales

Academic Advising & Counseling |
Instructional Effectiveness #—‘7
Registration Effectiveness M—L

Academic Services #—L‘
Concern for the Individual #—L
#—‘—L

Safety & Security

Admissions & Financial Aid

Campus Climate

Senvice Excellence #—l
Student Centeredness #—l
Campus Support Services #_‘_l

Il I I I I
T T T T T T T T T T T

10 15 20 25 30 35 40 45 50 55 60 65 70

o Average Importance m Average Satisfaction

Overall Satisfaction
Three items on the survey addressed the students’ overall satisfaction with their
experience at Skyline College. These items provided a bottom-line summary of student
perceptions.

The first item assessed how well the students’ experience at Skyline College met their
expectation. Forty-two percent of respondents said that their experience was better, quite
a bit better, or much better than expected. The second item assessed the students’ overall
satisfaction with their experience thus far. Seventy percent of respondents said that they
were somewhat satisfied to very satisfied. The third item assessed whether the students
would enroll at the college if they could do it over again. Sixty-three percent said they
probably or definitely would enroll again.
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96. So far, how has your college experience met your expectations?
47%

21%

9% 11% 10%

- = m (]
R s N e E—— . . . .

Much worse  Quite a bit worse ~ Worse than About expected Better than  Quite a bit better Much better than
than expected  than expected expected expected than expected expected

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

35%
22%
18%
13%
7%
0,
— : - .
Not satisfied at Not very Somewhat Neutral Somewhat Satisfied Very satisfied

all satisfied dissatisfied satisfied

98. Allin all, if you had it to do over again, would you enroll here?

31% 32%

14%
12%

= B B

Definitely not Probably not Maybe not I don't know Maybe yes Probably yes Definitely yes
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onclusions

The Academic Advising and Counseling scale ranked highest on importance,
implying that students believed counseling services were critical to their learning
experience and success. This scale correlated to several components of the
WASC/ACCIJC accreditation standards which assess the quality of support services
(i.e., II.B.1 and I1.B.c). Students rated the items in this scale relatively high on
satisfaction, indicating that they believed that Skyline counselors were
knowledgeable about transfer and program requirements and were approachable.
These sentiments were validated through the related comments which suggested that
students were generally pleased with the level of services provided by the counseling
department and that Skyline met their expectation. The only notable complaint was
the lack of counselors and the long wait or difficulty obtaining a convenient
appointment with a counselor. These results were consistent with the focus group
study conducted in fall 2005 which found that Skyline students were serious about
their learning outcomes and recognized the importance of counseling services.

The Academic Services scale included questions regarding the library, tutoring
services and learning labs, ranked in the top five on importance. This is an indication
that students believed this was an area that supported their learning success. The
items in this scale also correlated to a number of components in the accreditation
standards, particularly those components that assess the quality and adequacy of
support services as well as the technology, laboratories, and equipment (i.e., IL.B.1,
II.C.1, III.C.1.c and III.B.1.b). This scale also rated second highest on satisfaction.
The performance gaps between importance and satisfaction ranged from .64 to 1.15,
some of the smallest gaps found in the survey. This suggested that the college met
students’ expectations in this area. Students were particularly satisfied with the
usefulness of the library and the helpfulness of the staff, as well as the value and
positive benefits of tutoring services. On the other hand, the importance and
satisfaction ratings as well as the comments regarding the laboratories and lab
equipment indicated that Skyline fell short of students’ expectations in this area.

The Admissions and Financial Aid scale captured student opinion toward how
effectively Skyline enrolled students and whether financial aid was adequate. This
scale correlated to a few components in the WASC/ACCJC accreditation standards
that pertain to the college’s portrayal of programs and services as well as the quality
of admissions and financial aid services (i.e., II.A.6.c and I1.B.1) This scale ranked
seventh in overall importance out of eleven scales and was ninth in overall
satisfaction. These rankings were identical to the comparison group of California
community colleges. The item with the largest gap between importance and
satisfaction pertained to the adequacy of financial aid. Although a number of students
commented that they were happy with the financial aid packages and the re-payment
plans, some students commented that there was insufficient information about
financial aid. This is a critical area of importance as evidenced by the survey results,
from the questions which asked about factors that contributed to students’ decision to
enroll at Skyline. Students indicated that financial aid was one of the top three factors
in their decision to enroll. However, other questions around this same topic indicated
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that it was likely that many students were unaware of the financial aid packages
available to them.

4. The Campus Climate scale ranked in the bottom five on overall importance and
satisfaction. The three items that were rated highest on satisfaction were the items
regarding the helpfulness of staff, the campus as a welcoming place, and how
enjoyable the student’s experience was. Numerous comments clarified these ratings
by claiming that the small campus and cool weather made for a cozy atmosphere
which was conducive to learning. These same attributes were described by students
in the fall 2005 focus group study. The following items within this scale ranked high
on importance and low on satisfaction: campus safety and security, helping students
reach their education goal, and providing students with channels for expressing
complaints. These areas were discussed in the student comments and were perceived
as hindrances to a successful learning experience. Students also commented that there
was insufficient information about events, activities, and clubs that would help them
to stay connected to the college community. Many of the items in this scale, along
with the related comments, correlated to various components in the WASC/ACCJC
accreditation standards, specifically the components which assess treatment of
students and the learning environment (I11.A.4.c).

5. Although the Campus Support Services scale was ranked lowest in overall
importance, the performance gaps between importance and satisfaction were
relatively small (.33 to 1.04) with the majority of items falling in the lower end of the
range. This is an indication that the college met and even exceeded student
expectation in the area of campus support services (i.e., child care services and
orientation services). Related comments were also indications that students were
generally satisfied with many of the support services offered at Skyline, with
particular mention of the transfer center, career services, child care center, and
orientation/matriculation services. However, a number of comments indicated that
there was lack of awareness and information about support services. Many of the
items in this scale as well as related comments correlated to components in the
WASC/ACCIJC accreditation standards (i.e., [I.B.1).

6. The items found in the Concern for the Individual scale were focused on the degree
to which the faculty, staff, and college as a whole treat the student. This scale tied for
fourth on importance and ranked seventh highest on satisfaction. Performance gaps
ranged from .81 to 1.29, indicating that there were some areas in this scale where the
college fully met students’ expectations and other areas where the college partially
met student expectation. More specifically, the item regarding fair and unbiased
treatment by the faculty rated highest on importance as well as on satisfaction. The
item regarding the college’s concern for students as individuals rated high on
importance but low on satisfaction. There was evidence in other parts of the survey
and in the comments that this perception may in part have been due to lack of
opportunities to express concerns or complaints as well as lack of information
available on programs, services, and campus activities and events.

7. The Instructional Effectiveness scale ranked second most important overall and
third highest on satisfaction with relatively small performance gap between
importance and satisfaction of .82. Many of the items in this scale as well as related
comments correlated to components in the WASC/ACCJC accreditation standards
(i.e., II.A.1.a, II.A.2.c and III.A.4.c), specifically those items regarding the quality of
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instruction, treatment of students, and meeting diverse student needs. The items in
this scale that rated highest on importance and satisfaction related to faculty’s
concern for student success and treatment of students in an unbiased manner. The
item that rated the lowest on satisfaction asked about students being alerted early in
the term about their performance. The dissatisfaction in this area was echoed in a
number of comments, claiming that students would like to know more about their
progress early enough to do something about it. Other related comments in this scale
indicated that most students were satisfied with the quality of instruction and the
variety of courses and programs offered. Students believed that Skyline offered
something for everyone, which allowed them to explore options they may not have
considered otherwise.

8. The Registration Effectiveness scale also ranked second most important overall, but
highest on satisfaction. The item that rated the highest on importance but lowest on
satisfaction was regarding the convenience of the class schedule. Student comments
in this area were conflicting. Many students commented that they were pleased with
class scheduling and availability, which allowed for flexibility and choice. Many
other students noted that they would like classes to be offered on more convenient
days and times (e.g., Saturday classes, more evening classes, and more distance
learning classes) and that many of the science classes filled up too quickly. A few of
the items in this scale as well as related comments correlated to components in the
WASC/ACCIC accreditation standards (i.e., I.B.1), specifically those related to the
quality of support services.

9. The performance gap between overall importance and satisfaction in the Safety and
Security scale was the largest scale gap in the survey (1.48). Students ranked this
scale as the fourth most important overall and the lowest on satisfaction. The item in
the scale that received the lowest on satisfaction with a high importance rating was
regarding the adequacy of lighting and security in the parking lots. The comments
echoed these ratings. Many students commented that they did not feel safe on
campus, particularly at night, and would like better lighting and a greater presence of
security staff patrolling the parking lots. A number of similar issues have surfaced as
a result of the Education and Facilities Master Planning Project (EFMPP) which was
being developed during the spring 2006 semester. Several items on the scale and
related comments directly pertained to components in the WASC/ACCIC
accreditation standards (i.e., [I1.B.1.b), which assess the college environment with
regard to safety, security, healthfulness, and physical resources.

10. The Service Excellence scale ranked in the bottom five on overall importance and in
the top five on overall satisfaction. The areas within this scale that rated highest on
satisfaction and importance related to registration services and library services.
Student comments reflected general satisfaction with the level of service provided.
Students believed that the staff was knowledgeable, supportive, helpful, and caring.

11. The scale that ranked second lowest on importance was Student Centeredness. This
scale had relatively small performance gaps between importance and satisfaction on
most of the items, indicating that the college met students’ expectations in this area.
However, the item that rated second highest on importance rated lowest on
satisfaction within this scale. This item asked whether the college was concerned
about students as individuals. Comments related to this scale were somewhat mixed.
Many students believed that faculty and staff cared about student success and
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achievement of their educational goal, while others believed that the college staff
could be more helpful.

12. The scale that asked students about how responsive the college was to varying
student needs and interests, Responsiveness to Diverse Populations, examined these
areas in terms of satisfaction only. This scale received an overall satisfaction rating of
5.18 on a seven point scale. The items that received the highest scores were regarding
the college’s commitment to part-time and evening students. Many comments echoed
these ratings. Students commented about the convenience of attending school at night
and how this allowed them to manage conflicting priorities such as school, work and
family life. Many of these students also mentioned the need to have alternative
instructional delivery modes (e.g., distance learning) available to them so that they
could take classes at their convenience. Some students commented on the DSPS
services and how these services helped them to succeed. Several other students
commented that the college offered many opportunities for older, returning students,
which had enriched their lives as a result. A few of the items in this scale as well as
related comments correlated to components in the WASC/ACCJC accreditation
standards (i.e., I1.A.1.a) which assess the college’s responsiveness to diverse student
needs.

13. The survey included ten Campus-Specific Items asked about the usefulness of the
college’s website, the WebSMART registration system, class schedule, catalog, and
student handbook. These items generally rated favorably with relatively high levels
of importance. However, the item in this section that asked about the effectiveness of
the smoking restrictions at Skyline rated the lowest on satisfaction. Numerous
comments mentioned the need for a no smoking policy or smoking restrictions on
campus. Many students believed there has been too much smoking on campus and
that it was not only a health risk to those who did not smoke but made for an
unpleasant environment.

14. Three items on the survey addressed Overall Satisfaction. The first item assessed
whether the students’ experience at Skyline College met their expectations. Forty-two
percent of students indicated that their experience met or exceeded their expectations
while an additional 47% indicated that it was about what they expected. The second
item on overall satisfaction assessed students’ experience thus far. Forty-nine percent
of the students indicated that they were very satisfied or satisfied, and another 22%
indicated that they were somewhat satisfied (70% total). The third item assessed
whether the students would enroll at the college if they could do it over again. Sixty-
three percent indicated they would probably or definitely enroll again. This figure
was consistent with the college’s average term persistence rate of 63%.

15. Students were asked to rate various Factors in the Decision to Enroll at Skyline.
The three factors of greatest importance in their decision to enroll were cost,
academic reputation, and financial aid. The three factors of least importance or
influence were the opportunity to play sports, campus appearance, and
recommendations by family and friends.
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ecommendations

The counseling services at Skyline should be recognized as a strength to be
maintained, as well as a service that is necessary in order to satisfy minimum
student expectation.

While comments stated that students were generally pleased to have access to
computers and computer labs, many students commented that the labs and lab
equipment were outdated and the quality of the facilities and supplies were poor.
Students also suggested in the comments that the library hours should be
extended to accommodate student work and home-life schedules and that more
tutors be added to The Learning Center.

Information on financial aid should continue to be part of the orientation and
outreach communication efforts. Moreover, this information should be part of the
college’s general marketing efforts.

The college should invest more energy and resources into communicating
information about college programs, services, events and activities. Providing
greater and more widespread communication in these areas would likely have a
positive impact on both enrollment and student retention.

The services within the Campus Support Services scale potentially have a
positive impact on student success and retention (Astin, 1985). It is important
that the college continue to maintain the quality and accessibility of these and
other support services, as well as continue to promote these services wherever
possible.

Students expressed an interest in having the college provide more opportunities
for students to voice their opinions and concerns. The college has made some
strides in this area the past year through the implementation of the student survey
and the focus groups in the fall. The college should continue to provide
opportunities for gathering students’ opinions and may want to look at ways to
collect on-going recommendations from students.

The college may want to consider an early alert system as part of the retention
and enrollment management strategy. It is evident from the survey responses and
comments that the college has provided a transformative experience for many
students and that the instructors provided an intellectually stimulating and
motivating learning environment. These are strengths that the college should
promote and look for ways in which to sustain.

The diverse demographics and changing needs of the students at Skyline has
made it more challenging to meet the demands of all students. However,
continuous investigation into enrollment trends and analysis of scheduling
options will help to meet these challenges and respond to the needs of Skyline
College students and the community.

The EFMPP will likely help to remedy some of the student concerns related to
safety and security (e.g., lighting in the parking lot). Moreover, an in-depth
assessment of this topic and action planning will occur as part of the
accreditation self-study process which will also help to remedy some of these
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concerns. The college should conduct regular follow-up studies (annually or
biannually) with the students to help determine how well these concerns are
being addressed and if perceptions have changed.

10. The conflicting survey results regarding the college’s effort to convey to students
that they are first and foremost in everything the college does, indicates that this
may be an area to further investigate through a focus group or a more narrowly
focused survey.

11. Students felt there were many surprising advantages in attending Skyline College
(e.g., something for everyone and a convenient way to explore opportunities).
These unexpected advantages add to the college experience and should be
promoted by the college as a value-added benefit.

12. As Skyline moves forward in its decision to manage the smoking issue on
campus, it may be beneficial to communicate the effort throughout the process so
that students are aware that it has been recognized as a concern and that it is
being addressed.

13. Overall, the majority of students were satisfied with their college experience at
Skyline and the majority would do it all over again. However, the survey and
persistence data revealed that approximately 30% of the students were undecided
about continuing at Skyline or college in general. This indicates that Skyline has
the opportunity to influence approximately 2,500 students each semester in their
decision to continue. This has strong implications for enrollment management
(e.g., retention strategies).

14. Skyline has the opportunity to influence students’ decision to enroll in a variety
of ways. Two of the top three factors in the students’ decision to enroll at
Skyline, academic reputation and financial aid, should be carefully leveraged
through marketing, communication and other outreach efforts.
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Dear Student,

Your institution is interested in systematically listening to its students. Therefore, your thoughtful
and honest responses to this inventory are very important

.
You are part of a sample of students carefully selected to share feedback about your college |
expenences thus far. Your responses will give your campus leadership insights about the aspecis |
of college that are important to you as well as how satisfied vou are with them |
To preserve conflidentiality, your name is not requested. :
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Instructions:
* Use a No. 2 pencil only. Please do not use ink or ballpoint pen.
* Erase changes completely and cleanly.
* Completely darken the oval that corresponds to your response.
Each item below describes an expectation about your on this e left, tell us how it is for
mrhuﬂmﬁunmmﬁmhﬂpmmthm‘gh institution has met this expectation.
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D 1. Most students feel a sense of belonging here,
D 2. Faculty care about me as an indivi
D 3. The quality of instruction in the vocationaltechnical programs is excellent.
D D3 4. Security staff are helpful.
DD ] 5. The personnel involved in registration are helpful.
_a 6. M :ml:nncadﬂmruwmhubicm "
mmg 1. A te financial aid is available for most students.
@ _ 8. Classes are scheduled a1 times that are convenient for me,
(), ) 9. lnlmwmﬂwmmdﬁmm degree/oertificate program.
% :lil CIS::'I:! care :J#?lhlm are available on campus 7
i rit respond quickly
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Eﬂ@i 13, F';nmcul aid awards are announced to students in time to be helpful in college
i P AN
DD 14, Ltn:ifm and services are adequate.
DD 15. 1 e 1o register for classes [ need with few conflicts.
D A 16. The college shows concern for students as individuals.
DDDDOD 17. Personnel in the Vieterans' Services program are helpful.
DDD 19. This Eamipes provides Gciee Soppor Senions ko Gapiscs Dok
. This campus effective services
DDODE 20, Financial 8id counselors are belpfl, e

mosECERommomEComomomOCooO 695149
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Importance tome . . . . My level of satisfaction

not availablemotl vsed

does nol ;|i|F1|:.

. There are a sufficient number of study areas on campus.

. People on this campus respect and are supportive of each other.

. Faculty are understanding of students’ unique life circumstances,
. Parking lots are well-lighted and secure,

. ME academic advisor is concerned about my success as an individual,

. Li staff are helpful and apj:macl'mh-le.
. The campus stall are caring and helpful.
. It is an enjoyable experience to be a student on this campus.

. Faculty are fair and unbiased in their treatment of individual students.

. The career services office provides students with the help they need to get a job,
. The campus is safe and secure for all students,

. My academic advisor is knowledgeable aboul my program requirements,

. Admissions counselors accurately portray the campus in their recruiting practices.
. Computer labs are adequate and accessible, DO
. Policies and procedures regarding registration and course selection are clear and LU RN
well-publicized.

. Students are made to feel welcome on this campus.

. Faculty 1ake into consideration st
. The student center is a comf

: le.

. The equi acilities is kept up to date,
. Clas policies are reasonable.

o ! w what's happening on campus.

. This institution has a good reputation within the community.

. Faculty provide timely feedback about student progress in a course.
. There are adequate services to help me decide upon a career.

. Counseling staff care about students as individuals,

. Admissions counselors respond Lo prospective students’ unigue needs and requests.
. Tutoring services are readily available,

. There are convenient ways of paving my school hill.

. This school does whatever it can Iuﬁe!p me reach my educational goals,

. The assessment and course placement procedures are reasonable.

. Faculty are interested in my academic problems.

. Academic suppont services adequately meet the needs of students.

. The business office is open during hours which are convenient for most students.

. Administrators are o chable to students,

. Mearly all of the faculty are knowledgeable in their fields.

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

. Faculty are usually available after class and during office hours.

. Bookstore staff are helpful.

. 1 seldom get the “run-around” when seeking information on this campus.
. MNearly nlfglasscs deal with practical experiences and applications.

. Students are notified early in the term if they are doing poorly in a class.
. Program requirements are clear and reasonable,

- Channels for expressing student complaints are readily available.

. On the whole, the campus is well-maintained.

. There is a good variety of courses ided on this campus.
. 1 am able to experience 'mu:lloc’:ual growth here,

]
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Your institution may choose to provide you with additional questions on a separate sheet. The section
below numbered 71 - 80 is provided as a response area for those additional questions. Continue on to
item 81 when you have completed this section.

Importance tome . . .

TR —
Flani -
(S 1
.
DOD ~ (Ifitems 71-80 not available, skip to item 81.) 7. ©

@D i 72
!_ ) CDCD @B 73, 73.
DDDDEDD 74. 74.
__mﬁzmmimf : 75. 75.

L | . | | :: 2l 3 |
(2D DI 76 76.
%{ﬁ(ﬂm;m?mm 77 77,
DDDODD 78 78,
DD D 79 9.

DDDD 80 80, D

.

How satisfied are you that this campus demonstrates a ' ,

commitment to meeting the needs of: &) :

81.  Part-time students? 81 @DIE
82. Evening students? 82,
8 Under mi"gnéd pﬁ? ions? %
, e n ations )
85,  Commuters? ¥ \g ﬁa\s 85.
86.  Students with dmw 86.

How the following factors in your
decision B y
aid

89. Academic reputation
g{l!l. %izc-::f in;lilu.tim;
. Opportunity o play sports
92, Rmumendulicn:?t‘mm family/friends
93. Geographie setting
94. Campus appearance
95. Personalized attention prior to enrollment

Choose the one response that best applies to you and darken the corresponding oval for each of the
questions below.

9. So far, how has your college experience 97. Rate your overall satisfaction with 98. Allin all, if you had it to do over
met vour expectations? your experience here thus far. again, would vou enroll here?
T Much worse than | expected () Not satisfied at all (1 Definitely not
£ Quite a bit worse than [ expected 2 Not very satisfied ) Probably not
) Worse than 1 expected 3 Somewhat dissatisfied 3 Maybe not
4 About what [ expected 41 Neutral 4 1 don't know
£ Better than | expected & Somewhat satisfied & Maybe yes
B Quite a bit better than | expected & Satished ® Prt)i":u bly y
@ Much better than | expected T Very satisfied (0 Definitely ves
> CONTINUE TO THE NEXT PAGE >
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Choose the one response that best describes you and darken the corresponding oval for each of the items helow.

9. Gender:
i Female
@ Male

100. Age:
10 18 and under
@ 191w 24
251w 34
35044
8 45 and over

Ethmmtyi’ﬂacc*

i African-American
© American Indian or Alaskan Native
Asian or Pacific Islander
Eaucas.mnﬁ'-’hitc

ispanic
ﬂlhﬁn
Prefer not to respond

101.

| o o el )

102, Current Enrollment Status:
U Day
2 Evening
3 Weekend
. Current Class Load:
1 Full-time
' Part-time

104. Class Level:
(Years in attendance at this college)

1 1 or less
2

i3
A 4 or more

Current GPA:
) Mo credits eamed

10

b

105,

ol o o] ] [l s
il ot b
=
o
[E]
o
L=

106.

107,

| 109,

110,

Educational Goal:
1 Associate degree
2 Vocationalftechnical program
L Transfer to another institution
& Certification (initial or renewal)
& Self-improvement/pleasure
(& Job-related training
E Other

Employment:
1 Full-time off campus
& Part-time off campus
@ Full-time on campus
4 Part-time on campus
B Not employed

Current Residence:
1 Residence hall
2 Own house
2 Rent room or apartment off campus
4 Parent's home
(& Other

Residence Classification:
i In-state
4 Out-of-state
A International (not ULS. citizen)

Disabilities:
Physical disability or a diagnosed learning disability?
i Yes
@ No
When I entered this institution, it was my:
' 18t choice

2 2nd choice
@ 3rd c:hm Qa\&

Your Social Security Number is requested for research
purposes and Will not appear on any report,

BE3E:

o 0 (00 080 O8> O OO0 0 (0
D 0 O 0 0 D O D
R D@ DEDED
e e il ) e ) e
(&) () (0 30 D () G0 (D
®E®E D E 5@
B0 0D 00 00 () O ()
(i

&

!

Social Security Number:
Write vour Social Security
number in the nine spaces of
the box provided.
Completely darken the
corresponding oval. l

4

DOHODODD
3 (D R D
B3 @ P G P )

W Major:

Fill in major code > T 68 (00 0
from list provided D@ Dad
by your institution. 3L PLEIE
(0 (B 3
T &
(D E
B
T ED T CE
@i &
{0 K ]

@ Item requested by your institution:

'ﬁ_:«n-l-wm-*

Thank you for taking the time to complete this inventory.
Please do not fold.

!O..G.!EA!E"MDDMG.DDDD

695149
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Campus-Specific Questions

71. The information on the college’s website is useful.

72. The on-line registration, Websmart, is easy to use.

73. The information in the class schedule is useful.

74. The information in the college catalog is useful.

75. The information in the student handbook is useful.

76. I am satisfied with the availability of student support services.

77. Classrooms and labs are adequately equipped with technology for learning.

78. Most students at Skyline College do their own work and do not participate in
activities that might be considered cheating.

79. Skyline’s policies adequately control cheating and plagiarism.

80. Restrictions on smoking at Skyline College campus are sufficient.

Open-Ended Comments

. What do you believe are the best things that Skyline College has to offer and how has
this benefited you in achieving your educational goals?

. What do you believe Skyline College needs to improve on in order to provide a
quality educational service to students and the community?
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Sample of Verbatim Comments
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Sample Of Verbatim Comments

ACADEMIC ADVISING & COUNSELING

“The one thing I really like about Skyline are the counselors. Originally I was to attend College of San
Mateo, and when I went to set up my first semester of classes, the counselor was not helpful at all. When
I met with [Counselor X] here at Skyline, she was so helpful and easy-going that we were able to plan out
the rest of my years in community college. Because of her genuine car, I feel comfortable enough to go
to her whenever I need advising.”

“Skyline needs to improve its counseling staff. The few appointments I had with counselors usually
proved uneventful. They were not very informative and they made me feel rushed.”

“My academic advisor is helpful. She explains everything clearly. As a non-native speaker, I feel
comfortable to study in this college. Library tutoring service is remarkable. They know what they need
to do. English tutors help me how to develop my ideas instead of changing my ideas. They make sure I
understand what they say before I leave.”

ACADEMIC SERVICES

“The Mac lab is 5+ years out of date. Even the newest hardware lacks the newest software. Many of the
computers are bogged down and inefficient. The MIDI program is also too slowmoving and has
promoted me to look more seriously at transferring. I have felt slighted by one staff member who has
made my experience here very uncomfortable and unpleasant. I will probably elaborate on this in a letter
to the president of Skyline.”

ADMISSIONS & FINANCIAL AID
“Being able to have the opportunity to attend to even have educational goals thru financial aid.”

“I think the people working in the financial aid office should be more helpful and friendlier. I have had a
hard time getting financial because of lack of help.”

CAMPUS CLIMATE

“I think that Skyline has done a very good job at supplying students with many study resources. It has
many great quiet study atmospheres which is very helpful. It is a great, secure campus. It has really
helped me to get some quiet time to get my work finished. Knowing that with every corner I turn there is
somewhere to go or someone to ask for help really makes me feel good.”

“A solid learning experience in a welcoming community with a fair array of courses. It has allowed me to
explore interesting subjects.”

“Skyline College is a wonderful & diverse learning environment. Skyline instructors are remarkably well
qualified and care about their students. I have attended 2 other community colleges and truly see the
difference here at Skyline. Skyline has enabled me to go from academic probation to Phi Theta Kappa
and become a Deans list honor student. Thanks for letting my dreams come true.”

“The construction is noisy and at times it doesn’t help students concentrate on their work and exams they
are taking.”

“The campus seems “dead” a lot of the time. Not a lot is ever going on so students tend to leave more.
More connection between the college as a whole w/ its students could help the overall morale.”
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“Community wise, the school should be fixed up. Some of the classrooms look really dirty and some hall
ways & rooms look like they are in desperate need of a paint job. We should just make the school look
prettier.”

“I think that Skyline really needs to consider limiting its smoking areas. It is very uncomfortable for me
to be bombarded by cigarett smoke every second of the day.”

CAMPUS SUPPORT SERVICES

“I truly appreciate the counselors in the transfer center — they’ve helped me so much w/ all my questions.
Without those counselors, I don’t know how I would have gone through my first 2 semesters @ Skyline.
I’m now in my second semester and I feel confident about transferring to my 4-year college in time &
prepared.”

INSTRUCTIONAL EFFECTIVENESS

“As a returning student planning on applying to graduate school, I have found Skyline College to be so
convenient with their classes offered, timings & staff. Skyline professors have a certain passion & love
for their students & this is embodied in the way the classes are taught. Returning to college has been a

wonderful experience & I’ve enjoyed every class that I’ve taken here.

“I think the teachers are the best thing Skyline has to offer. I’ve had the most incredible fortune in having
tremendous teachers in all of my classes. The fact that I’ve had great, approachable teachers has
benefited me b/c I try hard to do well in class, and my teachers have inspired me to transfer and further
my education. Also, the soccer program is awesome!”

“Its commitment in making college experience more life enriching and educationally beneficial. It has
helped me to find or explore more interests that could direct me in a more narrow career plan for myself”

“The bottom line is that Skyline has some awesome teachers (most of them) that are pretty dedicated to
helping the students. But basically these teachers not only teach you the subject you’re signed up for, they
really do teach you about life. (Sounds corny but its true) But Skyline has been great for these reasons,
what it all comes down to is that Skyline finds a pretty good balance of holding your hand yet helping you
to succeed independently so that you are prepared for the next step.”

REGISTRATION EFFECTIVENESS

“What Skyline really needs to improve on is the diversity and amount of courses needed, based on
educational goals. The lack of courses offerred in a semester is lack luster. To wait a whole other year or
semester to enroll into that class is appalling.”

“I go to SFSU and I chose to come to Skyline as well because getting classes at state is impossible! I love
Skyline! I just wish I could get my Bachelors in nursing here”

“Skyline needs to improve the number of classes and spread out the classes more to make it easier to
schedual with other classes.”

RESPONSIVENESS TO DIVERSE POPULATIONS
“Skyline provides a broad selection of practical courses which enrich the lives of seniors. As a retiree |
have benefitted from these opportunties”

“Night classes for people who work but still like to learn for self improvement. I can tell that with each
Spanish class I am getting better & better.”
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“The ability to learn and grow no matter what age you are.”

SAFETY & SECURITY
“What Skyline need to improve is security in campus. because there has been couple of stolen cars, so in
order for people to feel safe they need to provide security.”

“Skyline College needs to improve on the whole parking issue that starts in the beginning of the semester
& ends about the 5th week into the semester. Skyline College should team up with SamTrans & offer
free bus rides for Skyline students the first 5 weeks of the semester... just a thought. Skyline College also
needs to improve on their financial aid office staff. Everytime I go there the people there seem like they
don’t want to help anyone. New financial aid staff!”

SERVICE EXCELLENCE
“All the advisors and teachers are understandable. They all want you to succeed so they are really
approachable and easy to talk to.”

“This campus has offered great staff (Teachers, counselors, office clerks) that not only care about making
you understand what you need to know to achieve your goals, but also, you, as an individual your cares or
concerns and how they can make it better or easier. Great selection of highly qualified people who are
definitely an asset to this school.”

STUDENT CENTEREDNESS

“My favorite part about Skyline College that I’ve truly benefited from would have to be the amazing staff
and small class sizes. Each of my proffessors this semester has made entering/matriculation for this
spring semester a very challenging and rewarding experience thus far.”

FACTORS IN THE DECISION TO ENROLL
“Skyline College definitely is my school of choice. They have been so helpful in my Academic
Endeavors and so supportive. Please Thank them © Very Proud Student of Skyline College”
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