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During the last six weeks of the Spring 2003 term, the Office of Analytic Studies administered the second in its annual series of in-class student surveys.  The survey questionnaire included questions dealing with several key campus services, as well as a special focus: the campus’s academic advising services.  The service-related questions dealt with those provided by the Offices of Enrollment Services and Financial Aid, while a series of more general questions delve into students’ assessments of selected features of their instructional environment and CSUSM experience.  Surveys were distributed in a spectrum of classes meeting during selected days and times, with 1,049 useable questionnaires completed by early May.  Analysis suggests that in most respects the final survey sample is representative of the larger group from which it is drawn (i.e., all students enrolled in Spring 2003).


This report focuses on the responses to survey questions about the Office of Enrollment Services.  During January 2003, Richard Riehl and other senior staff members in Enrollment Services provided key assistance in the development of the questions used.  Students were initially asked how they preferred to interact with Enrollment Services and how frequently they had done so in the recent past.  After a question about satisfaction with currently offered services, respondents indicated their interest in a number of possible innovations (e.g., greater reliance on electronic media, longer hours of operation).  The following pages summarize their responses, as well as indicating when these responses vary by one of four background characteristics: entry status (first time freshmen vs. transfer students), enrollment status (full vs. part-time students), class level, and attendance status (day vs. evening students).  Only statistically significant differences are shown in the tables discussed below.


Such differences are few and far between, in large part because satisfaction with the services offered by the Office of Enrollment Services is widespread.  No more than one in five respondents expressed dissatisfaction with any of the specific services examined.  In addition, well over half of the respondents expressed interest in two proposed changes in Office operation: extending advising hours and making paper forms available on the Web.  Finally, the survey findings indicate that respondents’ preferred means of dealing with the Office are as likely to involve electronic means as in-person visits.

Summary of Findings

Use of Enrollment Services

· When respondents were asked how frequently they had used any of three means of interacting with the Office of Enrollment Services during the preceding term, approximately three in five reported visiting  the Enrollment Services Office or using the Web site at least once,  while two-fifths reported contacting Enrollment Services by telephone (see Table 1).
  Respondents who reported multiple contacts with Enrollment Services during the term (i.e. three or more times) are more likely to use the Web site than to visit the Information Center or call on the telephone (29% vs. 14% and 8%). 

· Survey findings suggest that patterns of recent interaction with Enrollment Services reflect respondent preferences.  As Table 2 indicates, relatively few respondents prefer using the telephone to deal with Enrollment Services, while close to half express a preference for in-person visits or electronic interaction.

· Among respondents who prefer interacting with Enrollment Services in person, most (68%) prefer visiting the Information Center, while among those preferring electronic options, more than three-fourths prefer using the SMART Web (see Table 2).

Familiarity With the Functions of the Enrollment Services Office
· Of the eight Enrollment Services functions considered in the Spring 2003 survey, three-quarters or more of the respondents are familiar with five, most of which are widely needed by students (see Table 3).  Close to half are familiar with two more specialized functions (i.e., providing transcripts and information about the ELM/EPT process) and only one-fifth are familiar with the Office’s role in informing students about Veteran’s Benefits procedures. 

· As one might expect, first time freshmen are much more likely than either transfer or graduate students to be familiar with the information Enrollment Services provides about the ELM/EPT process (see Table 4).   Less expected is first time freshmen’s greater awareness of how transcript requests are processed.

· Respondents who are graduate or credential students are less likely than undergraduate respondents to be familiar with two Enrollment Services functions: providing information about GE and graduation requirements and processing schedule adjustments (see the last two rows of Table 4).

Satisfaction With the Enrollment Services Office
· When asked about their general views of the Enrollment Services Office, close to nine-tenths of the respondents said they were satisfied or very satisfied with the accuracy and timeliness of the information they received (see the first two rows of Table 5).

· Satisfaction with the specific services offered by the Office is equally widespread (see Table 5).  Between 90% and 95% of the respondents said they were satisfied or very satisfied with four services: assistance in using the SMARTWeb, the enrollment verification process, the processing of schedule adjustments, and assistance with Veteran’s Benefit procedures.  Another 87%-88% expressed satisfaction with the processing of requests for transcripts and the ELM/EPT process.

· Insofar as there is dissatisfaction with the services offered by Enrollment Services, it centers on the accuracy and availability of the advising the Office offers about GE and graduation requirements.  Approximately one in five respondents expressed at least some dissatisfaction with these services (see the last two rows of Table 5).  Although this level of dissatisfaction is greater than for the other services considered, it is not high; approximately four-fifths of the survey respondents report being satisfied or very satisfied with the accuracy and availability of Enrollment Services’ advising about GE and graduation requirements.

· Table 6 reveals a high level of satisfaction with Enrollment Services’ most recent innovation: use of the SMARTWeb and e-mail to inform students of priority registration appointments and holds on their registration.  More than 90% of the respondents aware of the change ( one in twenty was not (  are at least somewhat satisfied with the new procedures, with over half indicating that they are very satisfied with them. 

Interest in Potential New  Services
· The Spring 2003 survey inquired into students’ interest in two new services that the Office of Enrollment Services might offer: making current paper forms available on the Web and providing appointments for GE and graduation advising until 6:30 p.m.  Both options proved popular, with three-fifths of the respondents expressing an interest in the first and more than half (56%) expressing an interest in the second (see Table 7).  Although respondents were able to make note of additional new services that they deemed useful, relatively few did so.  Their diverse suggestions are shown in the third section of Table 7.

· According to Table 8, respondents who are graduate students expressed less interest than those who are first time freshmen or transfer students in extended hours for GE and graduation advising, perhaps because they have less need of these services (see Table 4). 

Open-ended Comments Regarding Enrollment Services

The last question on the survey form asked respondents for any additional comments they might have about the topics covered. Of the 301 respondents who chose to make such comments, 47 (16%) made comments dealing with Enrollment Services.  These comments are reproduced in Appendix B.

· The open-ended comments most frequently concerned the quality of information respondents received from Enrollment Services.  Of the comments concerned with quality, two-thirds expressed the sentiment that the information needed was not readily available.

· Three other issues came up with some frequency in the comments: the helpfulness of staff, the accurate and timely processing of transcripts and transfer credits, and registration issues.  Most of the comments falling into these three categories were critical in tone.

Appendix B:

Open-ended Comments Relating to Enrollment Services


The last question in the Spring 2003 Survey of Student Opinion asked respondents for any additional comments they might have about topics considered in the survey. Of the 301 respondents who made comments, 27 (9%) used the open-ended question to comment on Enrollment Services. An additional 20 respondents provided general comments about Enrollment Services on an earlier question where they were asked to specify their reason for choosing the “other” category. 
  The comments from both questions have been grouped into the categories listed below. Wherever possible, respondents’ comments were grouped in terms of their main theme. When a single respondent commented on more than one issue, the comments were subdivided and placed into the appropriate categories. The numbers in parentheses next to the category and subcategory titles below indicate the number of comments in each grouping.

C o d i n g   C a t e g o r i e s   U s e d

I. Quality of Information

     A. Information was not readily available. (10)
     B. Information was not available in a timely manner. (3)
     C. Information was not consistent. (2)
II. Helpfulness of staff. (9)

III. Accurate and timely processing of transcripts and transfer credits. (7)

IV. Registration Issues

     A. Problems experienced by upper division/post-baccalaureate students. (4)
      B. Using SMART Web. (4)
V. Paying fees on-line. (3) 

VI. Enrollment Issues (3)

R e s p o n d e n t  C o m m e n t s

I. Quality of Information

     A. Information Was Not Readily Available 

Counselors and advisors [in Enrollment Services] who actually ask questions and answer concerns positively, consistently and have the ability to find the answers if they do not know.

Hire intelligent and competent advisors [in Enrollment Services].

Staff needs to be fully trained and knowledgeable about courses and requirements, accountability.

Provide specific information about what class fulfills what requirement. For example:  which class fulfills which of the GE requirements.

Anything I need to know so that I don’t have to worry about this role [sic] of my life being interrupted with distractions.

List of courses available with descriptions.

The professors, especially for lower division, don’t relay or express to the students an official stance on add/drop procedures, so it varies from professor to professor.  I had a really hard time changing my major, admissions office needed me to turn in 3 forms 3 different times.

I was disappointed in the “drop” procedures late in the semester.  It’s almost impossible to drop a course late.  

Enrollment Services is in need of help. The actual information is lacking.  Major sheets have not been updated and the staff seems unaware of changes sometimes.

Disappointed that a welcome packet was not sent with information re:  orientation, etc.  I’ve had to figure out enrollment, etc., on my own.  The campus seems to shut down before I can get to it.  

     B. Information Was Not Available in a Timely Manner. 

Be available.  Not have to wait two weeks to get an answer.

I didn’t know I had to get my vaccinations done with health services during my first semester.  I get all this information in the mail that is irrelevant and then I am unfamiliar with things that prevent me from registering on time.

Information when received was adequate.  The information needed is given last minute, and is constantly changing.  It makes it hard to complete everything in a timely and professional manner.  We have to “seek” out someone to deliver the information we need.
     C. Information Was Not Consistent. 

Make sure there is unity in advising [in Enrollment Services].  Make sure everyone knows the facts!

Why isn’t there better policy so that different advisors [in Enrollment Services] are not giving different advice?

II. Helpfulness of Staff 

The people are great!  They are always helpful and willing to go the extra mile.  
Be more positive and truly care about students.

Clearer regulations and a better attitude from the staff.

Better (student) customer service.

I went to Enrollment Services with a question.  They did not know the answer and made no attempt to redirect or help me.  Then I asked if they could find out for me.  The woman said yes and took my email and phone number.  It has been 2 months and I have heard nothing.  Thanks a lot.  In addition, many of the procedures are overly bureaucratic and asinine.  The runaround I went through to take 22 credits was ridiculous.

[A person] who works in the records office is so unhelpful.  Every time I have been in there [this person] is never happy.  [This person] is on a personal phone call (3 times now) and makes the whole line wait or needs a break and stops helping people.  I have not been satisfied with one visit.

Any experiences I have had with enrollment services, they did not know what I was asking about and were not very pleasant.

Have had a lot of trouble with admissions as have other students (e.g., with lost papers etc.)  

Automate more services and information through SMART Web, and make it more interactive, reducing the need for “office hours.”

III. Accurate and Timely Processing of Transcripts and Transfer Credits. 

Make sure those evaluating transcripts take the time to read them correctly.

I call the office to check on my transcripts and no one is there.  I am frustrated because this is the second semester I’ve tried to get my transcript reviewed.

My only issue is enrollment services because I have sent my transcripts over from Palomar twice, and both times [they] have lost them.

All of my lower division has been transferred from a community college and has been the most frustrating situation I have dealt with.  It is still unresolved.

I was dropped from my classes when my transcripts from another school did not arrive.  I was not even warned about it.

I think that the enrollment services need to be more on the ball when it comes to transferred units.  I have had a problem with this and find it very inconvenient.

I was led to believe that official transcripts are obtained 5-7 days after request.  I had recently requested a transcript at the end of February.  However, it was not mailed out until March 3 and did not reach the destination until March 13 which at that point was too late for arrival.  I would have appreciated an accurate timeline of official transcripts being sent/arriving. I would have “rush ordered” if this campus does that.
 IV. Registration Issues

     A. Problems Experienced by Upper Division/Post-baccalaureate Students

There is an issue with who gets to register – juniors and seniors register sometimes after freshmen/sophomores.  We have requirements to fill sooner.

Also my priority registration as a junior is so late that a lot of freshmen get into classes that I cannot.

Also students that are post-baccalaureate and undeclared have a lot of problems registering for classes which holds up financial aid. 

There are kinks within the credential program that need to be addressed.  Specific examples:  registration during first semester and the fulfillment of requirements.

      B. Using SMART Web

I really appreciate the SMART Web website.  It helps me by telling me my registration date and if there are any existing holds on my record.  Thanks.

I like the SMART Web System – it is easy to use and helpful.  

Twice last semester I enrolled for a class on SMART Web at my scheduled time.  Then just before school started I double checked my schedule to discover 2 classes were missing.  Although I was still listed as enrolled in the class sessions, the time and day had been deleted with a note that new time and locations were pending.  1) Students need to be notified of any changes to their schedule (what if I hadn’t checked?) and 2) students create specific schedules around their time restraints as well as requirements.  If a class is not confirmed it should not be listed.  Such random changes cause anxiety and difficulty for students to fill their requirements and adjust their schedules at the last minute.

I registered this semester on the Smart Web and it said that I had until Jan. 6 (I’m not sure of the exact date), but two days prior to the due date it dropped me from all of my classes and I received an email stating that I have been dropped and if I hurry I can maybe re-enroll in all of my classes.  This caused extreme panic and I had to hurry and get all of my classes.  The classes are already extremely difficult to get into and I was worried that somebody took my spot.  Luckily I was able to get all of my classes back and everything worked out okay.  I was very mad at the system.  I double checked the dates and I was right.  I didn’t complain to anyone because I was able to register in my classes again.

V. Paying Fees On-line. 

Not charge so much for paying fees on line!  $20.00 is excessive!

Enrollment services – There is a lot of pressure to pay for registration on the Internet with the credit card service that charges a service fee.  Example:  Unable to pay with credit card at cashier.  Do we have to do it that way?

I found it annoying when I registered for class using SMART Web and was forced to pay that instant with a credit card (including a $28 fee) or directly from my checking account.  I would prefer more of a time buffer.  (Maybe fees could be due one week before classes start?)

VI. Enrollment Issues

I think the enrollment service system works great.
More organization.  They misplaced my application and this is why I called and personally visited several times.

I am writing about how slow enrollment services was.  I applied 4-5 months before the 02 fall semester and I wasn’t accepted until the day school started.  I called almost every day a month before school had started and they said keep checking the SMARTWeb.  I did.  The morning school started I called and they said everything was done and I said no it is not.  I wasn’t even told if I was accepted or not.  Finally some lady called me back and said congratulations.  This was a nightmare.










	� Only graduate students and students in the College of Education are underrepresented in the response sample.  In addition, some part-time students are underrepresented (i.e. those taking 6 or fewer units).  This last sample deficiency, which is not unexpected, was compensated for during data analysis by controlling for number of units attempted.  For a more detailed discussion of sample representativeness, see Appendix A.


	�In this question, respondents were asked how often they visited the Enrollment Services Web site (� HYPERLINK "http://www.csusm.edu/enroll/records.htm" ��www.csusm.edu/enroll/records.htm�) to obtain information from the Department of Enrollment Services; they were not asked how often they used the SMART Web. 


� If a respondent provided written-in comments about Enrollment Services on both questions, the comments were compared to ensure that no duplicates are reported here. 





