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Quality has become an issue in all areas of education. It may be important for

university administrators to understand graduate students’ perceptions of quality services

provided to them by UW-Stout staff.

All current degree seeking graduate students and graduate students who graduated

within the past three years were mailed surveys. Students were asked to identify basic

demographics relevant to their education, to provide their perceptions of services

provided by staff, and two open-ended questions for students to identify the one office

they considered a provider of quality services and to add any additional information that

may add knowledge to services provided by UW-Stout.
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There were seven research objectives achieved. First, how perceptions are formed
by graduate students was defined in the review of literature. Perceptions are cognitively
based attitudes developed through a mental comparison of perceived gapé in services.
Second, processes UW-Stout graduate students use to acquire information were defined
by various survey questions. This survey identified 74% of the students heard about UW-
Stout graduate programs from another person, 18% from the Internet, and eight percent
from media. Third, graduate students defined how their needs are met by responding to
survey questions about specific needs. Fourth, differences between minimum
expectations considered adequate, the desired level of services, and the perceptions of
actual services received were determined through the survey data. Fifth, graduate
students identified they communicate expectations. In one open-ended question, over
50% of students referred to communication and communicating services. Most of these
experiences take place face-to-face in the classroom and via email. Sixth, graduate
student’s current perceptions and expectations of quality services were measured through
survey questions 10-31. On a likert scale of seven, the means are fairly close indicating
that students expect a specific level of service and the perception is that the level of
service expected is not being received. Seventh, differences in individual perceptions
based on demographics were determined. All of the means and standard deviations are
close and indicate similar perceptions by program for the minimum level of service
considered adequate, desired level of service, and perception of quality services provided.

There was no strong significance between any of the categories that were

analyzed. Some demographics did not have enough respondents to analyze differences.
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There were a total of 11 recommendations based on the survey responses.
Encouraging individual offices including departments and programs to complete an
internal evaluation of services provided to graduate students. Use the Graduate School
and Registration and Records as models for service improvement. Use this survey, or an
edited version, as a baseline and benchmark for improved quality services. Encourage
graduate student evaluations for all graduate classes and include graduate students in
other surveys that target the undergraduate student population. Educate the campus about
cognitive processes and communicating with an emphasis on perceptions of providing
quality services. Have service based offices directly contact graduate students not just
using email. Have this survey data analyzed by another person since there may be more
information in the data. Have service audits performed for offices that provide student
services to provide feedback to frontline workers. Facilitate more opportunities for
graduate students to socialize with other graduate students. Offer “Ask the Graduate
School” to allow students the opportunity to anonymously ask questions and publish the
responses as frequently asked questions in the Graduate School newsletter. And send
more staff to participate in more recruitment and career conferences.

The most powerful response from students was 74% of them heard about UW-
Stout graduate programs from another person. They heard about UW-Stout graduate
programs from faculty, staff, family members, employers, friends, and neighbors.
Graduate students talk about their education. Based on this survey, word of mouth may

be the best form of advertising and recruitment for UW-Stout graduate programs
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Chapter I: Introduction

During the 1980s, United States government leaders communicated to business
and industry leaders that if they were going to be competitive in world markets, quality
needed to be emphasized. Specifically, the measurement of quality needed to be
explored. This included stating expectations, developing metrics and continuums to
measure work, regular assessment of data, and the use of feedback loops to make change
leading to organizational success (Jenkins, 1997).

During this time, new technologies were affecting systems and processes in
almost all aspects of the work environment. Issues evolved including cost containment,
employee training, and retention (Spanbauer, 1995). Employers in business and industry
recognized the need for qualified workers and current employees recognized the need for
additional education and training.

These expectations led to pressure on legislators for more accountability and
reform in education to meet the needs of business and industry. At that time, quality in
higher education was based on degrees, experience, research, and writing; not increasing
cost effectiveness, increasing operating efficiencies, and taking steps to assure that tax
dollars were not being taken for granted. Quality became one of the most important
issues in education (Arcaro, 1995).

One consequence of public pressure occurred during 1982 when the National
Commission on Higher Education Issues concluded in its report “To Strengthen Quality
in Higher Education” that the word quality had many different meanings for people
(1982). The report went on to conclude that each institution of higher education must

develop its own individual definition of quality. By developing an individual definition of



quality, an institution would develop a basis to transition from people issues to process
issues and provide a basis for strengthening individual institutions and accreditation
processes. Since 1982, “quality” has brought business aspects to education that has not
been seen in past history (Kirp, 2004).

Another consequence was the Malcolm Baldrige National Quality Improvement
Act of 1987 (Baldrige National Quality Award). It was passed to recognize managerial
excellence in American businesses that contributed to long-term improvements of
organizational quality thereby raising awareness about quality practices in business and
industry. It impacted businesses and industries by helping them improve their overall
performance. In 1999, Congress added healthcare and education to the list of
recognizable organizations that were eligible to apply for the Baldrige National Quality
Award (United States Commerce Department, 2004).

Throughout history, many discussions have been written about the meaning of
quality. According to Massey, quality is interpreted as leading to excellent outcomes
(2003). According to Barrett, quality services are defined as processes being equal to or
better than what was expected, a mindset of what people value (1995). Quality services
should not be confused with classroom instruction. According to the National
Commission on Higher Education Issues published by the American Council on
Education, quality is a process issue not a human resource issue (1982).

Competition for quality institutions, quality students, quality teachers, and a
quality education have been described in many articles (Cornesky, 1993). Students expect
quality educations from quality institutions with quality teachers. It is essential to have

student input to identify what students’ perceptions of quality services include. Students



are the consumers of those educational services. The quality of services provided to them
would not have any statistical significance without student input to put a value on it.

Institutions of higher education want to produce students whom employers
perceive as being provided a quality education (Spanbauer, 1996). Students leave an
institution and go out into the work place as employees and perceive that they received a
quality education. They often recommend institutions of higher education as providers of
quality educational experiences to their peers. An institution producing quality students
must consider all aspects of the institution in order to create successful graduates. This
includes the need to continuously evaluate and improve all services provided to students,
not just academic preparation.

The University of Wisconsin-Stout (UW-Stout) applied for and received the
Malcolm Baldrige National Quality Award in 2001 for achieving performance excellence
in higher education. This was accomplished by designing and implementing a continuous
improvement program. Through data collection, UW-Stout statistically validated its
strengths, identified opportunities for improvement, and achieved high level performance
results (University of Wisconsin-Stout, 2001).

At UW-Stout, undergraduate students are surveyed and assessed on a regular
basis. Numerous instruments assess their needs, requirements, and expectations. This
information is used to evaluate services provided throughout the time students spend
earning their undergraduate degrees. These instruments are used to find out student
opinions, levels of satisfaction, child-care needs, and perceptions of student engagement
in order for the university to plan for undergraduate students’ needs and the university’s

course delivery system.




Graduate students are surveyed annually via email about their perceptions of the
effectiveness of the UW-Stout Graduate School office. According to Claudia Johnston,
Coordinator of Graduate Studies at UW-Stout, during the first semester of the 2004-05
academic year, approximately 47.9% of the students responded to an email survey
(personal communication, 2004). Follow-up with graduate students is limited and no
report is publicized for access by students. The annual Graduate School office survey is
specific to the UW-Stout Graduate School office and does not attempt to measure
perceptions of other offices or areas that provide services to graduate students.

The Noel-Levitz group reported in 2001, developed specifically for UW-Stout
graduate programs and the UW-Stout Graduate School, reinforced the need for a formal
assessment of graduate students. It stated that three fundamentals of effective graduate
programs include “comprehensive communications system with a purpose, trained and
talented professional and support staff, and exceptional customer service.” One way to
determine if these fundamentals are practiced at UW-Stout, not only in the Graduate
School but across campus, is to ask graduate students what their perceptions are of the
quality services they are provided by human resources in service based offices.

The Educational Support Unit Review Committee Report (ESURC) (2001-2002)
of the UW-Stout Graduate School made several recommendations for improving
efficiency and effectiveness. One recommendation was to decide on appropriate actions
related to the Noel-Levitz report. Although the Noel-Levitz report was specific to the
Graduate School, one method to determine if the f_undamentals of sound graduate student
recruitment documented in the Noel-Levitz report are practiced across campus at UW-

Stout is to ask the graduate students. Graduate students will communicate their opinions



if they are asked and perceive that their response will be taken seriously in evaluation,
follow-up, and communication.

Another recommendation of ESURC (2001-2002) was to “improve
communication with potential and enrolled students.” This is vital to the recruitment and
retention process. It is important to communicate with past and current UW-Stout
students regarding their perception of services received. Communication is of vital

importance to portray UW-Stout’s dedication in providing a quality education.

Statement of Problem
UW-Stout needs to document perceptions of quality services provided to graduate
students. Findings should be communicated to all UW-Stout graduate students via

internet publication to assist in improving quality services provided at UW-Stout.

Purpose of Study

The purpose of this study is to determine the level of graduate students’
perceptions of quality services provided to them by UW-Stout staff. The information
collected by this survey and analysis can be used to develop a baseline and benchmark
for continual improvement by UW-Stout support offices and graduate education
facilitators at UW-Stout.

The survey started with general questions regarding student status. Then students
were asked to identify the minimum level of service considered adequate, the desired
level of service, and the perception of quality services at UW-Stout that crosses five
dimensions of what customers’ value. Students were asked to identify one particular

office that provides overall excellent service. To complete the instrument, an open-ended



question was asked to gain knowledge of whether services offered to graduate students
were what they expected and document individual ideas about the students’ expectations
of services in their own words.

College is a starting point for lifetime learning (Massey, 2003). When students
graduate and leave the UW-Stout community, they will go out into the world of work
perceiving they received a quality education from an institution that provides quality
services.

Determining graduate students’ perceptions is the purpose of this study. This
survey is one method to measure and assure graduate students that UW-Stout understands
and is addressing issues relevant to graduate students (Sorensen, Furst-Bowe, Moen,
2005). It is hoped that recommendations based on results of this study will be developed
to benefit graduate students and UW-Stout. The ultimate goal is to attract more graduate
students and retain current graduate students until degree completion by providing

services that lead students to perceive UW-Stout as a quality institution.

Objectives of Study

This analysis will address the following objectives:

1. Define how perceptions are formed by graduate students.

2. Define processes of acquiring UW-Stout information by graduate students.

3. Define how graduate students’ needs are met.

4. Determine the differences between minimum expectations considered
adequate, desired level of service, and the perception of quality services
actually received.

5. Identify how graduate students communicate their expectations.



6. Measure graduate students current perceptions and expectations of quality
services.
7. Determine if there are differences in individual perceptions based on
demographics.
Significance of Study

This analysis of service perceptions provided to UW-Stout graduate students is

significant for several reasons. Ultimately, the conclusions will identify the extent to

which graduate students perceive they are receiving quality services assuring educational

quality.

1.

This analysis will provide a method for graduate students to voice their
perceptions of the quality services offered by UW-Stout. By providing a
method to express thoughts, ideas, and follow-up communication, graduate
students will tend to become more engaged in their studies. This results in a
higher retention rate, increased completion rate, more active members of the
campus community, and more valuable spokespeople for the university.
This analysis will identify areas UW-Stout administrators can use to create
baselines. Benchmarks can be set for quality processes to improve services
provided to graduate students. Documentation of students’ open and closed-
ended questions, of specific services provided by staff is identified. The
opinions of the students regarding service perceptions will be documented.
From the information derived and statistical analysis, administrators may be

provided information to develop baselines and benchmark activities for



developing future quality services for graduate students assuring them
educational quality.

This analysis will document student responses for changes set forth and
implemented from recommendations in the Noel-Levitz report (2001) and the
Educational Support Unit Review Committee Report (2001-2002). In the
original report for the UW-Stout Graduate School, one recommendation was
that training be provided about the importance of good working relationships
and courteous customer service. Another recommendation was to implement
ways to serve graduate students after normal working hours. By surveying the
adequate minimum level of service, performance levels desired by students,

. and perceptions of quality services offered by UW-Stout based on statements
that cross the five dimensions of the SERVQUAL model (Parasuraman,
Berry, and Zeithaml, 1988) is one way to determine good working
relationships and courteous customer service training. Also, are available
office hours working in service offices across campus and not just in the
Graduate School where the original report was developed. Surveying prior
graduate students may provide a way to measure changes in perceptions.
Student responses may help develop ideas to change graduate students’
perceptions, thereby promoting graduate education and lifelong learning at
UW-Stout (University of Wisconsin-Stout, 2002-2003). It is important to
change any negative perceptions because people talk to other acquaintances
and communicate these negative perceptions. By providing a method of

communication between the students and campus administrators, student’s



perceptions may be that UW-Stout listens and responds. This method will
promote positive perceptions UW-Stout graduate education.

5. The data and statistical analysis will be a source for competitive
benchmarking by other universities. By observing external processing, other
institutions can develop baselines and benchmark activities for future

development.

Assumptions of Study

There are two assumptions of this study:

1. UW-Stout graduate students will provide honest perceptions of quality
services provided by UW-Stout.

2. UW-Stout administration is committed to providing quality services and
committed to improving services provided by the institution to UW-Stout
graduate students. This researcher expects administrators to use the
information to baseline and create benchmarks to improve quality services to
graduate students. Then based on the data collected and aﬁalyzed from this
research project, as well as other data collected from other university research,
the university will deploy activities that will improve organization activities
dedicated to improving and assuring educational quality in graduate education

at UW-Stout.

Limitations of Study

Limitations of this study include:
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This survey is limited to current degree seeking UW-Stout graduate students
and UW-Stout graduate students who have completed their program within
the last three years.

Another limitation is analysis of information is limited to information
provided directly by students surveyed and the questions asked are
retrospective and summative. To create statistical significance in a large
population, the instrument will be sent to a sample population.

This analysis will not investigate perceptions of students at other institutions.
This instrument is limited to UW-Stout graduate students but may be adapted
to other institutions.

This analysis will not provide a time-line for proposed ideas to change
perceptions of graduate students. Perceptions of quality attributes can only be
changed over an undetermined amount of time. Each graduate student
develops perceptions and after a period of time, perceptions can change.
Additional surveys in the future can help identify changes to the baseline and
benchmarking can be adjusted.

The research will utilize a survey developed by the researcher. The instrument
may contain errors, misinterpretations, misstatements, or omissions not
intended by the researcher. Every effort will be made to develop a reliable and
valid instrument.

This analysis will not investigate why students have specific perceptions; it
will only determine whether the perceptions are identified or not identified. A

graduate student’s thoughts about the service received from a person or office
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is a perception or what the student thinks they received, not what they actually

received (Mouradian, 2002).

Definition of Terms

The terms are defined as follows:

1.

Baldrige Award-Malcolm Baldrige National Quality Improvement Act of
1987 (United States Department of Commerce, 2004).

Benchmarking-a measure of performance of best-in-class (Mouradian, 1982).
Conceptual thinking-the ability to think in terms of ideas and applications.
Ed.S.-Education Specialist degree (Graduate Bulletin 2002-2004).

Education quality processes-the framework to document the extent of student
learning and the consequences or outcomes achieved by meeting student
needs and wants (Massy, 2003).

Empowered-the act of having authority, responsibility, and accountability on
assignment (Nasseh, 1996).

ESURC-Educational Support Unit Review Committee (University of
Wisconsin-Stout).

Graduate Faculty-employees at UW-Stout who have advanced degrees and
been approved by the UW-Stout Graduate Council (Graduate Bulletin 2002-
2004).

Graduate School-UW-Stout Graduate School unit that performs the

administrative functions of graduate education (Graduate Bulletin 2002-2004).

10. Hyperchange-radical and encompassing change (Barrett, 1995).

11. Idea-a mental force (Barrett, 1995).
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13.

14.

15.

16.

17.

18.

19.

20.

M.S.-Master of Science degree (Graduate Bulletin 2002-2004).
Perception-what a person thinks they are getting as compared to what is
actually received (Mouradian, 2002). How we gather and interpret
information from the world around us (Polyack, J., 2004).

Processes-a series of tasks or functions that continue development to
completion (Guralnik et al., 1966).

Quality-degree or grade of excellence judged by producer or customer
(Mouradian, 2002). Mindset of what people value (Barrett, 1995).

Quality assessment-assessment of an institution’s approach to and
implementation of a continuous quality improvement process.

Quality measurement-stating expectations, developing rubrics and
continuums, regular assessments, and use of feedback to make corrections
leading to quality (Jenkins, 1997).

Reengineering-“the process of fundamentally changing the way work is
performed to achieve radical improvement in speed, cost, and quality of
service” (Thor, 1997).

Service quality-a global judgment, or attitude, relating to the superiority of a
service (Hernon & Altman, 1998).

Technology-knowledge, innovations, scientific discoveries, and tools that
people use to extend their abilities and accomplish job functions or tasks

(Dugger, 2001).

12
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21. TQI-total quality improvement (Spanbauer, 1996), a management philosophy
that puts systems and processes in place to meet and exceed expectations

(Spanbauer, 1995).

Methodology

This study is an analysis of perceptions of services provided to current degree
seeking UW-Stout graduate students and UW-Stout graduate students who graduated
within the past three years (2001-2004). Instruments will be distributed and data collected
to document the perceptions of services provided by employees of UW-Stout. Students
will be asked to give their perceptions of services provided by on-campus support office
personnel by determining the minimum level of service considered adequate, the desired
level of service, and the perception of quality services at UW-Stout. One open-ended
question will provide an opportunity for students to identify one particular UW-Stout
office that provides overall excellent service; one open-ended question for students to put
into their own words their perception of services. Data will be collected on the status of
students, programs, employee responses and timeliness of responses, physical structures,
and the students’ belief system.

The results will be documented and forwarded to Dr. Robert Sedlak, Provost;
Claudia Smith, Assistant Vice Chancellor; Claudia Johnston, Coordinator of Graduate
Studies; and the 18 graduate program directors at the University of Wisconsin-Stout. The
data may provide information to develop a baseline and create benchmarks for
assessment in the future leading to continuous improvement of services provided to

graduate students at UW-Stout.
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Chapter II: Literature Review

The purpose of this research is to identify graduate students’ perceptions of
services provided by UW-Stout employees. The goal is to identify the current status of
graduate students, the minimum level of services they expect, the desired level of
services they would like, and the perception of quality services provided by UW-

Stout employees. It will also provide correlations between related demographics to
determine the significance of services provided to UW-Stout graduate students.

Quality has become an issue in all areas of education. A collection of student
opinions creates an institution’s reputation for service quality (Hernon & Altman, 1998).
Therefore, it is important to understand what people perceive quality services means to
them. In classroom discussions, graduate students have expresséd concern about the
quality of services provided to them by UW-Stout employees. It is important for UW-
Stout to understand the perceptions of graduate students with regard to services provided
and ultimately providing higher quality services for recruitment and retention. The
literature review will provide a background and history of quality in education and
processes that are important to identify current trends and impacts of quality services in

education.

Background

Quality is one of the most important issues in education (Arcaro, 1995). The
service sector is the most important sector of the economy that contributes largely to the
national economy (Sharma & Mehta, 2004) and dominates the employment landscape

(Doucet, 2004). Quality is a general term applied to any trait or characteristic, and service
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is an act or function of contributing to the welfare of others (Merriam-Webster, 1987).
Quality services can be defined as a judgment about overall excellence or superiority of
service that contributes to an outcome or development of an attitude and perception about
a service interaction (Doucet, 2004).

Evidence suggests that student evaluation of their overall experience is important
and significant when evaluating service quality in education (Leckey & Neill, 2001).
Service quality is hard to quantify because it is based on individual perceptions or
judgments. There is no way to generally state that services are good or bad because each
individual person has their own thoughts about the excellence or judgment of services
they receive. Their perceptions are based on individual events that may involve many
variables.

Individual attitudes are developed based on thoughts and perceptions of how
services are perceived. Graduate student perceptions of services provided to them by
UW-Stout service providers can be explored by examining factors that may lead students
to believe they are being provided quality services. Only those individual thoughts and
perceptions can be measured and measured only to the extent of individual beliefs about
the services provided.

Data in every educational system must be measured, documented, and improved
to help ensure today’s student needs are met to achieve tomorrow’s work and educational
requirements (Arcaro, 1995). Increased sensitivity to services, competition, and emphasis
on accountability by federal, state and local governments, and quality services provided

by support systems has emerged as a subject in need of investigation.
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During the 1980’s, Parasuraman, Berry, and Zeithaml conducted what is
recognized as one of the first attempts to apply satisfaction theory by discussing principle
differences affecting service quality (1985). It is a multidimensional theory (Sharma &
Mehta, 2004) that includes identifying the gap between consumer expectations and
management perceptions of consumer expectations; the gap between management
perceptions of consumer expectations and the intended level of service quality; the gap
between intended level of service quality and the service quality experience by the
consumer; the gap between the service quality actually experienced by the consumer and
what is communicated about the service to consumers; and the gap between consumer
expectations and consumer perceptions of services delivered. These gaps were identified
as key to maintaining service satisfaction (Allen & Rao, 2000).

In 1988, Parasuraman, Berry, and Zeithaml continued their discussion focusing
more on the psychometric aspects of service quality in the form of a scale termed
SERVQUAL. The SERVQUAL scale is one of the first documented attempts to create a
scale to evaluate service quality in five dimensions. Those dimensions include a tangible
scale, reliability scale, responsiveness scale, assurance scale, and empathy scale
(Parasuraman, Berry, and Zeithaml, 1988). The tangible scale involves assessment of
physical facilities, equipment, and appearance of personnel; the reliability scale assesses
the ability to perform the promised service accurately and dependably; the responsiveness
scale assesses the willingness to help students provide prompt service; the assurance scale
assesses knowledge and courtesy of support staff to inspire trust and confidence of the
students; and the empathy scale assesses caring and individual attention provided by

support staff (Hernon & Altman, 1998).
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The six sigma system is an approach to measure, track, and analyze customer
satisfaction to assess the impact of quality in order to create economic wealth for the
customer and the provider (Breyfogle, Cupello, &.Meadows, 2001). Developed at
Motorola, the six sigma system is an empirical system that places emphasis on root cause
analysis to reduce variances that relate to service and quality. One of six sigma’s
operational objectives is to reduce process variance and provide zero defect services.
Through regression analysis and other statistical modeling, process variances of the gaps
in satisfaction theory are identified. By reducing variances, services aﬁd quality increase.
The statistics also provide a basis to help the strategic level keep the organization focused
on and aligned with consumer needs (Allen & Rao, 2000) or keeps the university focused
on services and aligned with student needs.

Quality should not be confused with teaching (Massy, 2003). Educational quality
processes are organizational activities dedicated to improving and assuring education
quality, not teaching (Massey, 2003). By meeting and exceeding the customer’s or
student’s expectations in the delivery of services, the market share can increase and be a
key factor in maintaining a competitive advantage over other institutions (Berry, 1995).

UW-Madison recognized the need to provide quality services and used a TQM
process to measure admissions processes. Staff at UW-Madison learned that they could
no longer say they were doing something because it had always been done that way. Staff
learned that conventional wisdom and tradition were not to be trusted. They also learned
to ask what the worst consequence of changing a process, or part of a process, might be

when faced with a quality issue. Then based on the quality measurement of the
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consequence, they had to determine if changing the process was worth the risk (Nagy et
al, 1993).

Dr. Deming, Dean of Modern Quality Control, documented that as quality
increases, productivity increases and cost decreases (Brunetti, 1993). Dixon and Swiler
noted in Deming’s philosophy, quality doesn’t necessarily mean high quality, just
consistent and predictable uniformity at a low cost that provides whatever the customer
wants (1990). Philip Crosby remarked that the cost of non-conformance to quality is
between 15 and 20 percent of sales (Brunetti, 1993). If the cost of non-conformance to
quality is related to the level of enrollment of a graduate student population of
approximately 600, the loss of students would be between 90 and 120 students. Logically,
as quality control increases, student retention also increases.

In 1992, the National Institute of Standards and Technology (NIST) instituted the
Baldrige criteria as a method for assessing the level and extent of quality efforts on
campus that educators thought was important for excellence and provided a template for
planning strategic directions for improvement (Fisher, 1995). The Malcolm Baldrige
Award established a set of criteria and processes for performance self evaluation against
pre-established criteria (Massey, 2003). There were seven categories of criteria for the
Baldrige Award: leadership, information and analysis, strategic and operational planning,
human resources development and management, education and business process
management, institutional performance results, and satisfaction of those receiving
services (Fisher, 1995). It focused on the entire educational system (Arcaro, 1995) but the
central focus was to maintain student success and institutional effectiveness (Fisher,

1995).
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In his presentation to UW-Stout, Gary Fretwell, Vice President of Noel-Levitz
(2001), communicated that one of the fundamentals and best practices of a graduate
recruitment program is exceptional customer service. He reinforced the need for formal
assessment of graduate students. Based on this presentation, the best way to determine
perceptions of quality services provided to graduate students is to ask the students

directly about their perceptions.

How Perceptiohs are Formed

Perceptions are based on what students think they are getting for services rather
than what they actually receive (Mouradian, 2002). Student perceptions are a cognitively
based attitude formed through a mental comparison of the gaps in services provided
(Leach & Liu, 2001). These gaps are identified as the difference between what students
expect and service providers’ perception of what they should provide for service; the
difference between service providers’ perception of student expectations and what the
service provider thinks they should provide; the difference between what the service
provider thinks they should provide and what is actually provided; and the difference
between what the service provider thinks they should provide and what is communicated
about the service to the students (Zeithaml, Berry, & Parasuraman, 1988). Perceived
quality services are defined as the size differences between each of the gaps of service
quality or the difference between student expectations and perceptions (Zeithaml, Berry,
& Parasuraman, 1988). Once a student forms an attitude toward an office or support
person or a gap develops, subsequent information processing may be biased in a way that
supports existing attitudes (Doucet, 2004). Perceptions of individuals or groups may

identify important patterns of satisfaction with services (Kelly, 2005).
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Processes for Acquiring Information

Benchmarking. Benchmarking is a process that an institution uses when seeking
to become a world-class institution through quality assessment of processes identified as
needing improvement (Fisher, 1995). Competitive benchmarking services is the process
of reviewing services best in class in other organizations and using the information to
improve services (Spanbauer, 1996). By reviewing services provided by other
organizations and competitively benchmarking off of other organizations deemed best in
class, services can be changed and improved to meet the needs of all stakeholders.
Benchmarking off competitors creates an environment where service providers compare
practices of like institutions and documents best practiced services. Best practices
identified can be used to develop a baseline and benchmark to provide the best possible
services (Massy, 2003). It is important to compare like institutions in order to have some
confidence in the degree of comparability (Hernon & Altman, 1998).

Surveys. Institutions of higher education survey undergraduate students many
times during their tenure of undergraduate education regarding the quality of their
education. Types of surveys include the Campus Quality Survey, the ACT Student
Opinion Survey, and the University of Wisconsin-Madison Undergraduate Survey.
Surveys may occur in paper copy, electfonic mail, telephone, etc.

At UW-Stout, graduate students are surveyed annually via an email survey. The
survey requests that students evaluate services provided by the UW-Stout Graduate

School.
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Processes of Meeting Individual Needs

Employees first. Employment policies need to have a high priority. Employees’
understanding of how incidents imp.act upon perceptions of people they are serving is
critical for delivering consistent quality services. Therefore it is extremely important for
employers to recruit effectively, empower, train, appraise, and reward employees.
Empowering employees will ensure they are engaged in quality services and managing
their own behaviors (Lashley, 1997).

Federal Express was a recipient of the Baldrige Award in 1990. To understand
quality services, the humanistic side of quality must be understood. It was the philosophy
of Frederick Smith, CEO of Federal Express, that when employees are placed first and
customers are provided the highest possible service, profits will grow. In their quest for
the Baldrige Award, Federal Express proved through use of statistical measurement that
service quality is measured by the customer, not the service provider. With each positive
interaction between server and customer, value is added. With each negative interaction,
value is decreased. Increasing quality services is the only way to be a successful provider
of services (American Management Association, 1997).

The current global economy requires strategies that depend on the capabilities of
all organization members (Kanter, 1998). It is the job of leaders, not just human
resources, to retain talented employees (Taylor, 2002). No service provider can make
changes in the way it provides services unless it has the enthusiastic support of its
employees. The company must be on the employee’s side if the employee is going to be

on the company’s side (Rosenbluth, 1991).
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Reengineering. Reengineering administrative processes is a relatively new
concept of meeting individual needs as well as organizational needs. It is a way to
redesign the way tasks are performed and how information flows across functional areas
and departments.

Reengineering is a concept Massachusetts Institute of Technology applied, and is
providing timely, high-quality services to faculty, students, and staff. By simplifying
administrative processes satisfaction increased, the cost of doing business decreased, and
accountability to stakeholders increased (Dickson and Bruce, 1994).

A reengineered organization is a process-oriented organization rather than a
traditional organization with a functional orientation. In a process-oriented organization,
employees are empowered to make their own decisions, provide multidimensional
services, and utilize their supervisor as a coach. It is flat in orientation rather than
hierarchical. Reengineering creates an environment where employees who followed a
task-oriented job description in the past now make choices and decisions on their own.
Employees focus on clients’ needs rather than supervisors’ needs and supervisors no
longer supervise, but coach (Nasseh, 1996).

A good example of re-engineering took place at UW-Madison. Staff and faculty
in the Graduate School identified that there had been very little done to support and
provide the horizontal or flat linkages of student services between graduate programs. To
review department level student services, answers were collected to four questions in the
form of best practices. Questions included:

1. How do resources enhance student learning and faculty development?

2. What is the quality and diversity of the student experience?
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3. How satisfied are students?

4. How well do faculty and student interactions contribute to student learning?
The best practices were highlighted and shared across campus to promote consistency of
services to graduate students (Pribbenow, C. et al.).

Total Quality Management. Total Quality Management (TQM) is a very broad
subject. It provides an approach to meeting individual needs by creating a culture of
service quality at the core of a service provider. It’s a culture where employees optimize
relationships, internalize service quality concepts, and commit to serving customers
applying these concepts (Lashley, 1997, Lashley, 2001).

Service quality is determined by a collection of experiences within an
organization that creates a reputation. Students are the reason for a university’s existence,
therefore based on TQM theory, individual student needs and desires should drive the

services provided by employees (Hernon & Altman, 1998) creating a service culture.

Processes of Evaluating Experiences

Assessment. A quality tool that can be used to document the perceptions of
quality services is a Student Needs Survey. Students can articulate their needs and wants
based on formal survey questions. This is considered a report card for quality services
provided to students (Spanbauer, 1996). It would measure students’ perceptions of
quality services and create baseline and trend information by comparing performance of
service providers (Massy, 2003).

Continuous evaluation. Through the use of internal benchmarks, service
expectations are set and revised on a continuous basis. Benchmarks are developed based

on this type of analysis. As service providers become more committed to quality services,
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they will aspire to meet and exceed those benchmarks creating quality services (Hernon
& Altman, 1998).

Internal evaluation. Organizations that are concerned about the market often use
service quality surveys to assess their performance at their point of service contact. By
using this type of internal evaluation, an organization may be ablé to determine whether
they are providing expected services, providing accountability for staff, and determining
future strategies for human resources and service location (Wakefield, 2001).

Transformational learning. The Fielding Graduate Institute defines
transformational learning as “a fundamental re-evaluation of one’s vision, roles, goals,
and priorities resulting in new understanding of self...” (2003). When service providers
evaluate their own processes, individuals need to evaluate their role in those processes.

Through transformational learning, service providers engage in self-empowerment.

Processes of Communications

Structure. A flatter organization provides a more responsive structure to respond
to students. The more layers of management students need to go through, the more
opportunity to distort or divert inconvenient messages. This leads to students making
uninformed decisions (Lashley, 2001).

Technology. Technology has changed the way information is communicated and
offices function (Massy, 2003). Technologies have been transforming higher education
since the mid-1990°s (Massy, 2003). Students can choose to embrace technologies or not.

Some students choose not to embrace technology and view it as a sociological barrier

(Massy, 2003).
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Measuring Current Perceptions and Expectations of Quality Services

Cognitive psychology includes the study of perceptions or interpretations of
incoming information (Schiff, 1980). Perceptions are created when mental events such as
seeing, hearing, touching, and tasting interact with information provided to the brain by
our senses. They are different in each individual (Kaufman, 1979). Cognition is an area
that is important to study because it helps create understanding about the way actions are
perceived (Armstron, 2004).

The measurement of perception is not a subject that is given much attention in
cognitive psychology (Kaufman, 1979 & Klein, 1970). Perceptual-cognitive
measurement is concerned with ways of seeking, taking in, or processing information
(Schiff, 1980). This measurement also involves evaluation of motives, predispositions,
and past experiences (Schiff, 1980).

Students have predetermined expectations when they are transacting with an
employee or service office. It is impossible to determine how accurately these
perceptions represent what actually occurs during a transaction (Urdan, 2004).
Expectations are developed from perceptions. Then when expectations of quality services

meet students’ requirements, quality occurs (Fisher, 1995).

Differences of Individual Perceptions Based on Demographics

People cope with behavioral stimulus in different ways (Klein, 1970). Personality
factors of perception allow different individuals to respond differently to stimuli based on
knowledge patterns, interests, needs, and values (Schiff, 1980). Individuals’ perceptual
attitudes change as individual egos adapt to various environments (Klein, 1970). Even

though these facts are known about individual perceptions, there are only a few studies
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documented that investigated the relationship of demographics and perceptions of student
support services (Amenkhienan & Kogan, 2004).

Across cultures, caution must be used in assessment of customers’ perceptions
(Abe, S., et. al., 2004). Translation, interpretation, and meanings of words can vary
substantially in various cultures. This could lead to biased responses and inadequate

statistics on which to base service improvement adjustments.

Summary

The corporate culture encourages change. Cultufe change is the natural
consequence of implementing quality practices (Brunetti, 1993) and is achieved through
several processes. Hyperchange is rapid, radical, and unpredictable change that affects
the way organizations are managed (Barrett, 1995) and is not real valuable in changing a
culture (Lashley, 2001). Cultures need to recognize that services are customer driven and
managed from the top down throughout the entire organization (Lashley, 2001). As a
culture transforms to a service-based organization, employees become the most important
resource (Spanbauer, 1996). Quality organizations continue to engage in a life of
perpetual change (Barrett, 1995).

As the world becomes more complex there will be a need for more conceptual
thinking skills. Conceptual thinking about quality services is a paradigm shift. Students
tend to compare their perception of service performance with their expectations of service
performance. A service quality gap exists when service performance falls short of
customer expectations (Barrett, 1995). By applying quality concepts, new levels of

excellence can be achieved that were not otherwise achievable (Barrett, 1995).
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Chapter III: Methodology

The purpose of this study was to determine the level of graduate students’
perceptions of quality services provided to them by UW-Stout staff. The information
collected by this instrument and analysis may be used to develop a baseline and
benchmark for continued improvement of services provided by UW-Stout support offices
and facilitators of graduate education at UW-Stout. In this chapter, instrument design,

subjects, pilot study, procedures, data analysis and limitations will be discussed.

Instrument Design

Many surveys were reviewed prior to developing the instrument for this research
including the UW-Stout Training and Expectation Survey, ACT Opinion Survey,
Performance Horizons Consulting Group Campus Quality Survey, UW-Madison 2003
Undergraduate Survey, SERVQUAL model, and the UW-Stout Morale Survey for
Classified Staff. Based on the information collected from these surveys, the survey
instrument was developed based on the SERVQUAL model (Parasuraman, Berry, and
Zeithaml, 1988) that would allow the research to investigate not only issues of service
quality but the measurable amount of satisfaction.

The SERVQUAL methodology focuses on the psychometric aspects of what
students perceive to be quality services across five dimensions. These dimensions include
assurance or the ability to inspire trust and confidence; empathy or individual attention;
reliability or keeping promises and accuracy; responsiveness or promptness; and tangible
or physical visuals including personnel (Hernon & Altman, 1998). Each of these

dimensions includes some form of loyalty. The affective emotional side involves the
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human being. And the cognitive side includes the logic such as time, place, and actions.
In the survey, students were asked to circle a value from one to seven to identify their
expectation of the minimum level of service they would consider adequate, the desired
level of service, and the perception of quality services provided by UW-Stout.

The survey was further constructed based on issues related to the quality of
services provided to graduate students at UW-Stout. It asked students to place a value on
statements to evaluate perceptions of services provided to graduate students by UW-Stout
employees and not outcomes of various service interactions (Hernon & Altman, 1998). It
ended with two open-ended questions that allowed students to express their own opinions
‘about the one particular office that provided overall excellent services and additional
information regarding expectations.

The survey began with nine demographic questions that identified the student’s
current educational status, where they heard about UW-Stout, would they attend UW-
Stout again, and would they recommend UW-Stout to a family or friend. These questions
provide the only demographics used in the analysis to determine if there were any
correlations between them and perceptions of service identified and the amount of
correlation with the rest of the statements in the instrument.

The next 23 items of the instrument crossed the five dimensions included in the
SERVQUAL method of analysis in a random order. By placing the statements in random
order, respondents would not read similar dimension statements in a row and be
encouraged to read each statement as a unique statement.

The next five generalized statements were adapted from the SERVQUAL

methodology (Hermnon & Altman, 1998). Students were asked to allocate 100 points
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between the five statements as to the importance of the statement. These five statements

were later correlated with the prior 23 statements to create subscores. The survey was

designed based on the research objectives and are illustrated in Table 1.

Table 1

Research Objectives Addressed in Instrument

Research Objective

Instrument Item

1. Define how perceptions are formed.

2. Define processes of acquiring information.

3. Define processes of meeting individual needs.

4. Determine the differences between minimum
expectations, desired levels, and perceptions.

5. Identify how students communicate their
expectations.

6. Measure current perceptions and expectations
of quality services.

7. Determine if there are differences in
individual perceptions based on demographics.

Items 7, 10-32, 39

Items 3, 7-13, 15, 19-20,
22-25,217, 29, 30, 39

Items 1-6, 10-31, 37-39

Items 10-14, 16-25, 27-29,
31-39

Items 7-13, 15, 19-20, 23-25,
27-29, 31, 38-39

Items 8-39

Items 1-6, 10-39, Appendix A

The instrument concluded with two open-ended questions. The first open-ended

question asked students to identify one particular UW-Stout office that was perceived to

provide overall excellent services. Through the second open-ended question, students

were asked to add anything else that would add to the instrument to help gain knowledge

of whether services offered to graduate students at UW-Stout are what they expected or

better than they expected. The purpose of these two questions was to provide an
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opportunity for respondents to document the office that was perceived to provide overall

excellent service and gain additional knowledge about student service expectations.

Selection of Subjects

This study was an analysis of perceptions of services provided to current degree
seeking UW-Stout graduate students and UW-Stout graduate students who graduated
within the past three years (2001-2004). A total of 1,199 students were mailed the
instrument.

All subjects were selected because they belonged to one of two groups. The first
group was current degree seeking graduate students with a population of 668. This group
was selected because it was utilizing services from many ofﬁces and staff on campus at
the time of the survey. Students that earned credits but had not declared a major were not
included in this population.

The second group was graduate students who graduated from UW-Stout within
the past three years with a population of 531. This group of students was chosen for three
reasons. First, they have not been out of school very long and their thoughts were still
fresh as they reflected on their educational experience while looking for~ a job or starting
a new job. Second, it is important for graduates to know UW-Stout cares about their
experiences and wants their experiences documented. And third, it was hoped that this
survey would create intelligent discussion about UW-Stout services and provide a
method of recruitment and retention by graduates.

It is also important to note that both groups included students may have goals of
continuing their education in an Educational Specialist program or other doctoral

program. Both groups of students may have work experiences that could reflect on and
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project their expectations and perceptions toward their education. Both groups of students
may tend to be more mature adults with actual experiences rather than preconceived
notions about how services should be provided.

The student demographics in this survey included only information about their
college, school, program, and credits earned. All students were graduates of UW-Stout
graduate programs or current degree seeking UW-Stout graduate students enrolled in one

of the 18 graduate programs.

Pilot Study

Upon approval by the Field Study Committee and the UW-Stout Institutional
Review Board, a cover letter was developed. Included in this letter was an explanation of
the consent to participate, a description of the project, risks and benefits of the project,
time commitment, confidentiality, right to withdraw, and university contacts emails and
phone numbers if the recipient needed to discuss the instrument.

Pilot instruments (Appendix B) were printed on a ledger size sheet of paper, front
to back, and folded in half. A pilot study emulating the procedures for the full survey was
necessary to validate cover letter, instrument elements and design (Dillman, 2000). For
this study it was important to investigate correlations between students’ educational
status and various aspects of graduate student’s perceptions including the minimum level
of service expected, the desired level of services, and the student’s perception of the level
of quality of services provided at UW-Stout to answer the research objectives.

A pilot survey was delivered to 10 graduate students who worked in Bowman

Hall. The instrument was hand delivered and students were verbally encouraged to fill

out the instrument and let the researcher know exactly what they thought about the survey
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instrument. Graduate students were asked to respond within one week. Six students
returned the instruments, data was gathered and analyzed, and notes about how to
improve the instrument were incorporated into the instrument. Based on the pilot test,
some of the instructions were reworded, some words bolded to help respondents
understand the instructions, and some spacing issues were resolved to make the
instrument more readable. Based on verbal responses from the pilot test, students thought
it was a good idea to pursue collecting this information.

In an era where business and industry spend considerable amounts of time and
money evaluating perceptions of customers, UW-Stout could benefit from the
information about perceptions of graduate students regarding the quality of services
provided to them by support offices (Polyack, 2004). Pilot test responses confirmed that
this could be accomplished with some minor revisions to the instrument. Verbal
responses to the researcher indicated UW-Stout graduate students were pleased to

participate in this study.

Procedures

The instrument was designed to measure what graduate students value. Students’
confidentiality was preserved through a formal survey method that had no identifying
characteristics on the survey instrument or envelope and using the U.S. mail to send and
return the instrument. There were no measures of reliability documented.

Names and addresses of all subjects were received electronically. Current degree
seeking graduate student’s names and addresses were received from the Registration and
Records office. Names and addresses for students who graduated in the prior three

academic years were received from the Stout University Foundation. Of the total 1,199
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students who received the survey, 24 were international students and the rest were
residents of the United States.

A total of 1200 (Appendix C) instruments were copied. Cover letters were copied
on8 %2 x 11 sheets of paper and instruments were printed on a ledger size sheet of paper,
front to back, and folded in half. The cover letter was placed on top of the instrument first
and then the two documents were folded in thirds to fit into the mailing enveloped.

Included in the envelopes was the cover letter, the survey, and for U.S.
respondents a Business Return Reply envelope with preprinted postage. For the 24
international return envelopes, a self-addressed envelope was included so if the
international student wanted to return the instrument, they could easily affix the
appropriate international postage. Envelope labels were printed, affixed on the envelopes,
and distributed world-wide to students via the U.S. mail on March 25, 2005, with a
deadline of April 15, 2005.

To provide a method for students to express their opinions, the survey was mailed
to all current degree seeking graduate students and graduate students that graduated
during the last three academic years. Students that earned credits but had not declared a
major were not included in the surveyed population.

Advantages of mail instruments are that they are inexpensive to administer,
respondents can return the instrument at their own convenience, and confidentiality is
assured (Kopac, 1991). Some students who are on-campus utilized the campus mail
system to return the instrument.

An ad was placed in the April 7, 2005 edition of the Graduate School Newsletter

(Appendix D) to thank graduate students who had already returned the survey and remind
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those who hadn’t that the deadline was April 15, 2005. Per Claudia Johnston, Coordinator
of Graduate Studies at UW-Stout, this was the preferred university method to
communicate with current graduate students as a group (personal communication, 2005).

On April 8, 2005 a postcard (Appendix E) was sent to students who graduated
during the prior three academic years to thank them and remind those who hadn’t
returned it that the deadline was April 15, 2005. By April 15, 223 surveys had been
returned either by U.S. mail or via a campus mail bag. Another 27 instruments were
received after the deadline. Of the total 1,199 instruments mailed out, the total number of
completed instruments included in this research was 250.

In addition, a total of 11 instruments returned were incomplete and 15 came after
the cut-off date of April 22, 2005. One respondent indicated that he wasn’t a graduate
student. One instrument came back marked on the envelope “He doesn’t live here!!!!”
Another envelope came back with a note on it “Take me off your mailing list.” One
person emailed indicating that he thought there was a motive for the instrument and did
not want to be part of it. Someone emailed to say that the person the envelope was

addressed to was deceased, with six returned undeliverable.

Data Processing and Analysis

Returned instruments were tallied and data analyzed using Statistical Program for
Social Sciences software, version 10.0, (SPSS, 2002) for quantitative and SPSS for
qualitative analysis. Data generated included frequency counts, percentages, Pearson
Correlations, t-tests including means and standard deviations, one-way analysis of
variance with a Student Newman-Keuls Multiple Range Test, and a one-way analysis of

variance with Duncan’s Multiple Range Test. Information collected was analyzed to
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determine if there was statistical significance in perceptions of quality services provided

to the students within the framework of the instrument.

Limitations

1. The population was limited to UW-Stout graduate students who were currently
seeking degrees or who graduated in the last three years.

2. The graduate students might not have experienced specific activities included in the
instrument. The instrument included an option in each question for the student to not
answer if they didn’t experience an activity.

3. There was no guarantee that the survey population addresses were current.

4. Some graduate students returned the survey with a note saying that they were refusing
to fill out the instrument because it didn’t ask more specific questions about
perceptions.

5. Some of the respondents recognized the researcher because of attending classes
together. Since no names were associated with the instrument, this should not have
affected the responses, but it may have. There is no way to determine the level of
effect this may have had on the response rate.

6. The researcher believes that graduate students are professionals who do not
intentionally misstate their beliefs or perceptions and are committed to high quality
standards.

Summary

The intent of this correlation study was to determine perceptions of quality
services provided by UW-Stout staff to UW-Stout graduate students currently enrolled

and UW-Stout graduate students who graduated within the past three years. The data was



analyzed using a variety of statistical tests to determine whether a correlation existed

between the variables and the level of significance.

36



37

Chapter IV: Results and Discussion

This chapter will document the major findings of the study and present
correlations and levels of significance between the variables included in the instrument.
The instrument was mailed to two groups of graduate students: current degree seeking
graduate students and graduate students who graduated during the prior three academic
years. Differences between the two groups were not analyzed. Only the significance

between the instrument variables was analyzed.

Instrument Returns

As of April 22, 250 survey instruments had been returned either by U.S. mail or
via a campus mail bag. Of the 1,199 instruments mailed out, the total number of
completed instruments included in this research was 250 or 20.85%.

Returned instruments were documented and data collected analyzed using
Statistical Program for Social Sciences software, version 10.0, (SPSS, 2002) for
quantitative and qualitative analysis. Reports generated included frequency counts,
percentages, Pearson Correlations, t-tests including means and standard deviations, one-
way analysis of variance with a Student Newman-Keuls Multiple Range Test, and a one-
way analysis of variance with Duncan’s Multiple Range Test. Information collected was
analyzed to determine if there was statistical significance and the amount of significance
of perceptions of quality services provided to the students within the framework of the
instrument.

The statistics may look confusing at times because in one analysis, the survey is

using a seven point likert scale in questions 10-32. This was correlated with a percentage
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of 100 points allocated between statements 33-37. These types of correlations can have
large standard deviatibns because of combining different types of measurement. This may
cause misinterpretation.

Not all students answered all questions and some answered just part of the
question. This may also be the subject of misinterpretation.

Survey question 1 asked students to identify their current degree or the most
recent type of graduate degree currently working on. Table 2 shows that 228 or 93.4% of
the students were working on their Master’s degree or have earned it, 15 or 6.1% have
completed or were currently working on their Educational Specialist degree, and 1 or .4%
have completed or were working on a doctoral degree.

Table 2

Current Degree Type or Most Recent Degree

Type of Degree Frequency Percent
Master’s degree 228 91.2
Educational Specialist degree 15 6.0
Doctorate 1 4
Missing 6 24
Total 250 100.0

Survey question 2 asked students to identify the highest degree the student plans
to achieve. In Table 3, 153 or 63.5% of students identified the Master’s degree as the
highest degree they plan to earn. The remaining 22 or 9.1% plan to earn an Educational

Specialist degree and 66 or 27.4% plan to earn a Doctorate degree.



Table 3

Highest Degree Planned to Earn
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Type of Degree Frequency Percent
Master’s degree 153 61.2
Educational Specialist degree 22 8.8
Doctorate 66 26.4
Missing 9 3.6
Total 250 100.0

Survey question 3 asked students to identify whether they were a member of an

off-campus cohort. There were 91 students or 37.8% who were identified as a part of an

off-campus cohort and 159 students or 62.2% identified as not part of an off-campus

cohort.

Survey question 4 asked students to identify their current or graduated program.

From this information, the associated college or school was determined. Students

responded from the College of Human Development was 93 or 39.6%, the School of

Education was 90 or 38.3%, and the College of Technology, Engineering and

Management 52 or 22.1%. Table 4, identifies students by college or school.



40

Table 4

Summary of Responses by College or School

College or School Frequency Percent
College of Human Development 93 37.2
College of Technology, Engineering 52 20.8
and Management

School of Education 90 36.0
Missing 15 6.0
Total 250 100.0

Students are identified by current program or graduated program in Table 5.
Guidance and Counseling had 36 graduates, Training and Development had 33,
Vocational Rehabilitation had 24, Career and Technical Education M.S. and Ed.S. had
21, Education and Mental Health Counseling each had 16, Marriage and Family Therapy
had 14, Applied Psychology and Hospitality and Tourism had 12 each,
Industrial/Technology Education and Risk Control had 11, School Psychology, M.S. and
Ed.S,. had 10, Food and Nutritional Sciences had nine, Management Technology had six,
Manufacturing Engineering had four, Family Studies and Human Development had three,

and Home Economics had one. Eleven students choose not to identify their program.
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Current Program or Most Recent Program Graduated From
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Program Frequency Percent
Applied Psychology 12 4.8
Career and Technical Education, M.S. & Ed.S. 21 8.4
Education 16 6.4
Family Studies and Human Development 3 1.2
Guidance and Counseling 36 144
Hospitality and Tourism 12 4.8
Industrial/Technology Education 11 4.4
Management Technology 6 2.4
Manufacturing Engineering 4 1.6
Marriage and Family Therapy 14 5.6
Mental Health Counseling 16 6.4
Risk Control 11 4.4
School Psychology, M.S. and Ed.S. 10 4.0
Training and Development 33 13.2
Vocational Rehabilitation 24 9.6
Food and Nutritional Sciences 9 3.6
Home Economics 1 A4
Missing 11 4.4
Total 250 100.0

Survey question 5 asked students to indicate the total number of graduate credits

earned. Students were asked to indicate if the credits earned was between zero and nine
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credits may indicate the student was in their first semester based on a full-time credit load
of nine per semester; between 10 and 17 credits may indicate the student was in the first
two semesters of coursework; between 18 and 26 credits ‘may indicate the student was in
the third or fourth semester of coursework; and 27 or more credits may indicate the
student has been actively working on coursework for more than four semesters based on a
full-time credit load of nine credits per semester but not necessarily graduated yet.

Table 6 shows total number of credits earned by students who earned up to nine
credits was 8.5%, 10.2% earned between 10 and 17 credits, 11% earned between 18 and
26 credits, and 70.3% earned 27 or more graduate credits. This does not necessarily mean
that 70.3% of the students who returned the survey already graduated. Only that 70.3%
earned 27 or more graduate credits. Also, if a student earned additional credits during the
summer session or winter break, it is possible to earn 27 or more graduate credits in less
than four academic semesters.

Table 6

Total Graduate Credits Earned

Total Credits Earned Frequency Percent
0-9 Credits Earned 21 8.4
10-17 Credits Earned 25 10.0
18-26 Credits Earned 27 10.8
27 or More Credits Earned 173 69.2
Missing 4 1.6

Total 250 100.0
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Survey question 6 asked students the total number of years they had been taking
graduate courses. Table 7 shows that 144 or 58.6% of the students that attended UW-
Stout graduate classes have been attending classes up to two years, 66 or 26.8% have
been attending classes between two and five years, 23 or 9.3% have been attending
classes between five and seven years, and 13 or 5.3% have been attending classes for
more than seven years. This indicates that 57.6% or most of the students who reSponded
to the survey have been attending graduate classes for two years or less and 42.4% have
been attending courses on a part-time basis because 1t is taking a longer period of time to
accumulate credits.

Table 7

Number of Years Attended Graduate Classes at UW-Stout

Years Attended Frequency Percent
0-2 Years 144 57.6
3-5 Years 66 26.4
5-7 Years 23 9.2
7 or More Years 13 52
Missing 4 1.6
Total 250 100.0

Survey question 7 requested students to identify where they heard about UW-
Stout graduate programs. Table 8 summarizes student responses with 45 or 18% heard
about UW-Stout graduate programs from an instructor, coworker, supervisor or

institution and 45 or 18% from the Internet; 43 or 17.2% from another UW-Stout student;
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39 or 15.6% from a friend/relative; 29 or 11.6% from another UW-Stout employee and
29 or 11.6% because they attended as an undergraduate student; and 20 or 8% through
media advertising. A total of 185 students or 74% that returned the survey indicated they
learned about UW-Stout graduate programs from another person.

Table 8

Where did you hear about UW-Stout graduate programs?

Where did you hear about Frequency Percent
UW-Stout graduate programs?

UW-Stout Employee 29 11.6
Other UW-Stout Student 43 17.2
Attended as a UW-Stout 29 11.6
Undergraduate Student

Internet 45 18.0
Media Advertising 20 8.0
Friend/Relative 39 15.6
Other Instructor, Coworker, 45 18.0

Supervisor, or Institution

Total 250 100.0

In survey question 8, students were asked if they had to decide where to go to
school for graduate degree again, would they choose UW-Stout. Table 9 summarizes the
total responses of which 117 or 47.4% said yes, they were satisfied, 71 or 28.7% said yes, .
probably, 37 or 15% said maybe, 16 or 6.5% said no, probably not, and 6 or 2.4% said
definitely not. This may indicate that a total of 23.9% or 59 of the students don’t know

for sure or would not make the decision to attend UW-Stout graduate programs.
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Table 9

All things considered, if you had to decide where to go to school for your graduate degree
again, would you choose UW-Stout?

Would you choose UW-Stout Frequency Percent
for your graduate degree again?

Yes, I was satisfied 117 46.8
Yes, probably 71 284
Maybe 37 14.8
No, probably not 16 6.4
Definitely Not 6 2.4
Missing 3 1.2
Total 250 100.0

In survey question 9, students were asked if they would recommend UW-Stout
graduate programs to a friend or family member. Table 10 summarizes the total responses
of which 127 or 51.2% said yes, they were satisfied, 76 or 30.6% said yes, probably, 32
or 12.9% said maybe, 7 or 2.8% said no, probably not, and 6 or 2.4% said definitely not.
This may indicate that 45 or 18.1% of the 250 students who responded to the survey
don’t know for sure or would not recommend UW-Stout graduate programs to a friend or

family member.
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Table 10

All things considered, would you recommend UW-Stout graduate programs to a friend or
family member?

Would you recommend UW-Stout

UW-Stout to a friend or Family member? Frequency Percent
Yes, I was satisfied 127 50.8
Yes, probably ' 76 30.4
Maybe 32 12.8
No, probably not 7 2.8
Definitely Not 6 24
Missing 2 8
Total 250 100.0

In survey questions 10-31, students were provided a list of characteristics that are
part of the SERVQUAL methodology and asked to identify on a likert scale of one
through seven, the minimum level of service they would consider adequate, their desired
level of service, and their perception of the quality services at UW-Stout. These are
considered subscores of survey questions 33-37. Table 11 shows the mean and standard
deviation of each of the survey questions 10-31 based on the seven point likert scale. In
every survey question, the desired level of service was greater than the minimum level of
service considered adequate. And the perception of quality services provided was less

than the desired level of service and greater than the minimum level of service considered

adequate.
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Mean Subscores of Survey Questions 10-31 at Various Levels
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Minimum
Level of
Service Desired Perception
Considered Level of of Quality
Adequate Service Service
Survey questions 10-31 M SD M SD M SD
10. Staff provide prompt service to students  4.97  1.161 6290 7710 5.520 1.027
11. Staff consistently courteous 527 1.181 6.400 7800 5.700 1.151
12. Staff deal with students in a caring fashion 524  1.206 6360 .8430 5.710 1.163
13. Staff provide service at promised time 5280 1.182 6370 8010 5.650 1.185
14. Staff understand the needs of students 5.230 1.113 6.320 .8590 5.510 1.276
15. Staff provide visually appealing materials 4.87 1.184  6.040 1.010 522 1.126
associated with service (e.g., clear and
concise forms)
16. Staff have students best interest at heart  5.40  1.208 6.54 7430 5.67  1.225
17. Staff are willing to help students 551 1.157  6.60 6770 6.01 1.119
18. Staff maintain error-free student records 570  1.211 6.61 7150 592 1.169
19. Staff keep students informed about when 5.15  1.136 6.22 8780 5.48 1.157
services will be performed
20. Staff provide services as promised 536 1.119 6.35 8190 5.63 1.165
21. Staff instill confidence in students 5.15 1213 6.31 9030 559 1.183
22. Staff have the knowledge to answer 558 1.101 6.51 7600 590 1.063
student’s questions
23, Staff are ready to respond to student’s 535 1.106 6.36 7530 579 1.095
questions
24. Staff are dependable in handling student’s 5.31 1.108  6.28 8710 553  1.243

service problems
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Minimum
Level of
Service Desired Perception
Considered Level of of Quality
Adequate Service Service
Survey questions 10-31 M SD M SD M SD

25. Staff perform services right the first time  5.23  1.223 6.23 9250 5.69 1.131
26. Facilities are visually appealing 4.54 1410 573 12260 5.20 1.340
27. Staff give students individual attention 510 1.171 6.25 9010 5.84 1.557
28. Staff have a neat, professional appearance 4.81  1.435 591 1.0940 5.85 992
29. Offices are open convenient business hours5.14  1.216  6.18 .8800 5.51 1.205
30. Offices have modern equipment 508 1224 6.17 9090 5.51 1.166

31. Staff assure students of the accuracy and 544  1.232 6.35 .8600 5.8 1.172
confidentiality of the services provided

There was one characteristic in the subscores that students identified through the
mean and standard deviation that was nearly the same. The mean difference between the
desired level of service and the perception of quality services of queétion 28 “staff have a
neat, professional appearance” was .06 with a standard deviation difference of .102. This
may indicate that students perceive staff have a neat, professional appearance and provide
the neat, professional appearance they desire to see.

The rest of the subscore characteristics have a mean difference greater than .50
between the minimum level of service considered adequate, the desired level of service,
and the perception of quality services. This may indicate that student’s perceptions are
that they are not receiving the desired level of service compared to the minimum level of
service considered adequate. And student’s perception of quality service is greater than

what they desire for the level of service.
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Survey question 32 asked how the students rated the overall quality of services
provided by UW-Stout. Using a seven point likert scale, the mean of this question was
5.67 with SD .962. To further analyze this by cohorts, the mean of off-campus cohort was
5.75, SD 1.014 and the on-campus student’s mean was 5.63, SD .996. The difference in
means between on and off-campus cohorts was not significant. Table 12 shows these
details by cohort.

Table 12

T-test Statistics for the Overall Quality of Services Provided by UW-Stout

Identified as Off-Campus Cohort N M SD Std. Error Mean
Yes 89 5.75 1.014 .108
No 149  5.63 .996 .082

In statements 33 through 37, also considered part of the SERVQUAL
methodology, students were asked to allocate 100 points between the five statements as
to the importance of the statement. The mean of each statement, on a basis of 100 points,
is illustrated in Table 13. Based on the information provided by the students in general
statement 33, “the appearance of UW-Stout’s physical facilities, equipment, personnel,
and communication materials,” it is the least important of the statements with a mean of
11.832 on a scale of 100 with a standard deviation of 6.6355.

Students rated the rest of the general statement of almost equal importance. In
general statement 34, “UW-Stout staff ability to perform the promised services
dependably and accurately,” the mean was 23.442 and with a standard deviation of

9.9147. In general statement 35, “UW-Stout staff willingness to help students and
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provide prompt service,” the mean was 21.369 and with a standard deviation of 7.2114.

In general statement 36, “the knowledge and courtesy of UW-Stout staff and their ability

to convey trust and confidence,” the mean was 21.507 and with a standard deviation of

8.3104. Based on the information provided by the students in general statement 37, “The

caring, individualized attention UW-Stout staff provide to its’ students,” the mean was

22.525 and with a standard deviation of 9.5514.

Table 13

Means and Standard Deviations of General Statements

General Statements 33-37 M SD

33.  The appearance of UW-Stout’s physical facilities, 11.832 6.6355
equipment, personnel, and communication materials.

34.  UW-Stout staff ability to perform the promised services  22.442 9.9147
dependably and accurately.

35. UW-Stout staff willingness to help students and provide 21.369 72114
prompt service.

36.  The knowledge and courtesy of UW-Stout staff and their 21.507 8.3104
ability to convey trust and confidence.

37.  The caring, individualized attention UW-Stout staff 22.525 9.5514

provides to its’ students.

General statements (33—37) include the features of subscores from survey

questions 10 through 31. Statement 33 includes features of survey questions 15, 26, 28,

and 30. Statement 34 includes features of survey questions 13, 18, 20, 24, 25, and 31.

Statement 35 includes features of survey questions 10, 17, and 23. Statement 36 includes

features of survey questions 11, 14, 19, 21, and 22. And statement 37 includes features of

12, 16, 27, and 29. Based on these sequences of features included in general statements
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33-37, means were computed for the minimum level of service considered adequate, the
desired level of service, and the perception of quality services. Based on the means of the
subscores included in the general statements, the desired level of service was greater than
the minimum level of service considered adequate and the perception of quality services
was greater than the desired level of service. The standard deviations are all close.

Based on a seven point likert scale, the minimum level of service considered
adequate for the subscores of general statement 33, the appearance of UW-Stout’s
physical facilities, equipment, personnel, and communication materials, the mean was
4.83 with a standard deviation of 1.09; the desired level of service mean was 5.96 with a
standard deviation of .84; and the perception of quality service had a mean of 5.47 with a
standard deviation of .86.

For general statement 34, UW-Stout staff ability to perform the promised services
dependably and accurately, the minimum level of service considered adequate for the
subscores mean was 5.38 with a standard deviation of .99; the desired level of service
mean was 6.36 with a standard deviation of .66; and the perception of quality service had
a mean of 5.7 with a standard deviation of .96.

For general statement 35, UW- UW-Stout staff willingness to help students and
provide prompt service, the minimum level of service considered adequate for the
subscores mean was 5.28 with a standard deviation of .98; the desired level of service
mean was 6.41 with a standard deviation of .6; and the perception of quality service had a
mean of 5.77 with a standard deviation of .93.

For general statement 36, the knowledge and courtesy of UW-Stout staff and their

ability to convey trust and confidence, the minimum level of service considered adequate
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for the subscores mean was 5.27 with a standard deviation of .97; the desired level of
service mean was 6.35 with a standard deviation of .65; and the perception of quality
service had a mean of 5.64 with a standard deviation of .94.

And for general statement 37, the caring, individualized attention UW-Stout staff
provides to its’ students, the minimum level of service considered adequate for the
subscores mean was 5.21 with a standard deviation of 1.04; the desired level of service
mean was 6.33 with a standard deviation of .68; and the perception of quality service had
a mean of 5.68 with a standard deviation of .97. The statistics are detailed in Table 14.
Table 14

Subscores of Survey Questions 10 through 31 Means and Standard Deviations

Minimum
Level of
Service Desired Perception
Considered Level of of Quality
Adequate Service Service
General Statements 33-37 M SD M SD M SD
33. The appearance of UW-Stout’s physical 4.83 1.09 596 .84 5.47 .86
facilities, equipment, personnel, and
communication materials
34. UW-Stout staff ability to perform the 538 99 636 .66 570 .96
promised services dependably and accurately.
35. UW-Stout staff willingness to help students 5.28 .98 641 .60 577 .93
and provide prompt service.
36. The knowledge and courtesy of UW-Stout  5.27 .97 6.35 .65 564 94
staff and their ability to convey trust and
confidence.
37. The caring, individualized attention 521 1.04 6.33 .68 568 .97

UW-Stout staff provides to its’ students.
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An independent sample t-test analyzed questidn 32, statements 33-37, and the
subscores of questions 10-31 with the cohort response of question 3 as the independent
variable. The subscores were calculated for statement 33 including survey questions »15,
26, 28, and 30. Statement 34 included survey questions 13, 18, 20, 24, 25, and 31.
Statement 35 included survey questions 10, 17, and 23. Statement 36 included survey
questions 11, 14, 19, 21, and 22. And statement 37 included survey questions 12, 16, 27,
and 29. Levene’s Test for Equality of Variances indicated there was no significance
between on-campus and off-campus cohort’s responses. Table 15 shows the survey
question and statement relationships displayed with no significant differences between
each question and statement.

Table 15

Levene’s Test for Equality of Variance of Question 32 and Statements 33-37 and Campus
Cohorts with Equal Variance

Levene’s Test for Equality of Variances
Survey Question or Statement F Sig.

32. How would you rate the overall quality of 619 432
services provided by UW-Stout?

33. The appearance of UW-Stout’s physical .029 .865
facilities, equipment, personnel, and
communication materials.

34. UW-Stout staff ability to perform the 416 519
promised services dependably and accurately.

35. UW-Stout staff willingness to help students a 1.901 .169
and provide prompt service.

36. The knowledge and courtesy of UW-Stout staff 456 .500
and their ability to convey trust and confidence.
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Levene’s Test for Equality of Variances
Survey Question or Statement F Sig.

37. The caring, individualized attention UW-Stout 2.848 .093
staff provides to its’ students.

Subscore means of statement 33, the appearance of 134 15
UW-Stout’s physical facilities, equipment,
personnel, and communication materials for
minimum service level considered adequate.

Subscore means of statement 33, the appearance of .168 .682
UW-Stout’s physical facilities, equipment,
personnel, and communication materials for
desired service level.

Subscore means of statement 33, the appearance 439 .508
of UW-Stout’s physical facilities, equipment,
personnel, and communication materials for
perception of actual services provided.

Subscore means of statement 34, UW-Stout staff 960 328
ability to perform the promised services
dependably and accurately for minimum
service level considered adequate.

Subscore means of statement 34, UW-Stout staff 479 .490
ability to perform the promised services
dependably and accurately for desired service
level.

Subscore means of statement 34, UW-Stout staff 764 383
ability to perform the promised services
dependably and accurately for perception
of actual services provided.

Subscore means of statement 35, UW-Stout staff .032 857
willingness to help students and provide
prompt service for minimum service level
considered adequate.

Subscore means of statement 35, UW-Stout staff 1.259 .263
willingness to help students and provide
prompt service for desired service level.
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Levene’s Test for Equality of Variances
Survey Question or Statement F Sig.

Subscore means of statement 35, UW-Stout staff .164 .686
willingness to help students and provide
prompt service for perception of actual
services provided.

Subscore means of statement 36, the knowledge .169 .681
and courtesy of UW-Stout staff and their
ability to convey trust and confidence for
minimum service level considered adequate.

Subscore means of statement 36, the knowledge and  .041 .840
courtesy of UW-Stout staff and their ability to
convey trust and confidence for desired service
level.

Subscore means of statement 36, the knowledge .026 873
and courtesy of UW-Stout staff and their
ability to convey trust and confidence for
perception of actual services provided.

Subscore means of statement 37, the caring, .004 .949
individualized attention UW-Stout staff
provides to its’ students for minimum
service level considered adequate.

Subscore means of statement 37, the caring, .309 .579
individualized attention UW-Stout staff
provides to its’ students for desired service
level.

Subscore means of statement 37, the caring, .006 .940
individualized attention UW-Stout
staff provides to its’ students for
perception of actual services provided.

The five general statements means for 33-37 were correlated with the subscore
means of survey questions 10-31. Pearson Correlation showed significance in the desired

level of service between some the general statements and the subscores of survey



questions 10-31 were found. Table 16 shows there is some level of certainty beyond
chance that what the students scored in some of the general statements (33-37) were

inconsistent with the subscores of survey questions 10-31.
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Table 16

Pearson Correlation Mean Subscores for 10 through 31 Correlated with General Statements 33 through 37

Minimum
Level of
Service Desired Perception
Considered Level of of Quality
General Statements 33-37 Adequate Service Service
33.  The appearance of UW-Stout’s Pearson Correlation 129 A172% 028
physical facilities, equipment, Sig. (2-tailed) 056 011 .680
personnel, and communication N 221.000 219.000 222.000
materials
34. UW-Stout staff ability to perform Pearson Correlation .080 .095 056
the promised services dependably Sig. (2-tailed) 226 154 392
and accurately " N 229.000 226.000 232.000
35. UW-Stout willingness to help Pearson Correlation .005 141* - .057
students and provide prompt service Sig. (2-tailed) .943 .029 378
N 240.000 240.000 242.000
36.  The knowledge and courtesy of Pearson Correlation - .067 - .108 - .106*
UW-Stout staff and their ability to Sig. (2-tailed) 301 .098 .100
convey trust and confidence N 239.000 237.000 240.000

LS



Minimum

Level of
Service Desired Perception
Considered Level of of Quality
General Statements 33-37 Adequate Service Service
37. The caring, individualized Pearson Correlation .048 014 134%*
attention UW-Stout staff provides Sig. (2-tailed) 468 .834 040
to its students N 235.000 233.000 236.000

**_ Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).

8¢



Question 32, “How would you rate the overall quality of services provided by
UW-Stout?” was correlated with the mean of subcores of survey questions 10-31. The
minimum level of service considered adequate and perception of quality services
correlated all statements at a significance level of .01 or .05 level. The desired level of

service was not significant. Specific numbers are detailed in Table 17.

59



Table 17

Pearson Correlation Between Overall Quality of Services Provided and Mean Subscores Questions for General Statements 33-37

Minimum
Level of
Service Desired Perception
Considered Level of of Quality
General Statements 33-37 Adequate Service Service
33.  The appearance of UW-Stout’s Pearson Correlation 252%* 117 643%*
physical facilities, equipment, personnel,  Sig. (2-tailed) .000 .085 .000
and communication materials N 221.000 219.000 222.000
34. UW-Stout staff ability to perform Pearson Correlation .166* .055 761*
the promised services dependably and Sig. (2-tailed) 012 413 .000
accurately N 229.000 226.000 232.000
35. UW-Stout willingness to help Pearson Correlation 201%* 046 T56**
students and provide prompt service Sig. (2-tailed) .002 480 .000
N 241.000 241.000 243.000
36.  The knowledge and courtesy of Pearson Correlation 175%* 081 WY AL
UW-Stout staff and their ability to Sig. (2-tailed) .007 212 .000
convey trust and confidence N 240.000 238.000 241.000

09



Minimum

Level of
Service Desired Perception
Considered Level of of Quality
General Statements 33-37 Adequate Service Service
37. The caring, individualized Pearson Correlation 204** 105 JJ16**
attention UW-Stout staff provides Sig. (2-tailed) 002 109 .000
to it’s students N 235.000 233.000 236.000

**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed)

19
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Table 18 details a t-test for equality of means of question 32 and statements 33-37
and campus cohort status. The results indicate there was no significance between cohort

means.



Table 18

T-Test for Equality of Means of Question 32 and Statements 33-37 and Campus Cohorts

95% Confidence Internal

Mean Std. Error of the Difference
Survey Question or Statement t df Sig. (2-tailed) Difference Difference  Lower Upper
32. How would you rate the Equal variances 866 236 387 1160 1340 -.1480 3810
the overall quality of assumed
services provided by Equal variances .862 182471 .390 .1160 1350 -.1500 .3830
UW-Stout? not assumed
33. The appearance of Equal variances -.839 237 402 -7411 .8831 -2.4808 .9986
UW-Stout’s physical assumed
facilities, equipment, Equal variances -.837 186.372 .404 -7411 8852  -2.4874 1.0052
personnel, and not assumed
communication
materials.
34. UW-Stout staff ability = Equal variances 230 237 818 3061 1.3288  -2.3117 2.9238
to perform the promised assumed
services dependably and Equal variances 238 206929 812 3061 1.2865  -2.2303 2.8424
accurately. not assumed
35. UW-Stout staff Equal variances -.108 237 914 -.1044 9640  -2.0034 1.7946
willingness to help assumed
students and provide Equal variances -109  194.065 913 -.1044 9539  -1.9856 1.7769

prompt service.

not assumed

£9



95% Confidence Internal

facilities, equipment,
personnel, and

communication materials

for desired service level.

not assumed

Mean Std. Error of the Difference
Survey Question or Statement t df Sig. (2-tailed) Difference Difference  Lower Upper
36. The knowledge and Equal variances 110 237 913 1225 1.1177  -2.0793 2.3243
courtesy of UW-Stout  assumed
staff and their ability to Equal variances .108 178.096 914 1225 1.1362  -2.1196 2.3646
convey trust confidence. not assumed
37. The caring, Equal variances - 331 237 741 -4185 1.2638 -2.9082 2.0711
individualized assumed
attentton UW-Stout Equal variances - .349 217.962 727 -4185 1.1992 -2.7820 1.9449
staff provides to not assumed
its’ students.
Subscore means for the Equal variances 063 212 950 .01001 .15901 -.30343 32344
appearance of UW- assumes
Stout’s physical Equal variances .062 142.689 .950 .01001 .16024 -.30675 32676
facilities, equipment, not assumed
personnel, and
communication
materials for minimum
service level
considered adequate.
Subscore means for the Equal variances 681 210 496 08317  .12207 -.15747 32380
appearance of UW- assumes
Stout’s physical Equal variances 670 136.796 .504 .08317 12421 -.16245 32878

¥9



95% Confidence Internal
Mean Std. Error of the Difference

Survey Question or Statement t df Sig. (2-tailed) Difference Difference  Lower Upper
Subscore mean for Equal variances 1.465 213 .144 .18248 12454 -.06300 42796
appearance of UW- assumes
Stout’s physical Equal variances 1.419 133.421 158 .18248 12856 -.07181 43677
facilities, equipment, not assumed '

personnel, and
communication for
perception of actual
services provided.

Subscore means for Equal variances .144 221 .885 .01993 .13804 -.25212 29198
UW-Stout staff assumed
ability to perform the Equal variances 142 163.835 .887 01993 .14026 -.25703 29689
promised services not assumed
dependably and

accurately for
minimum service level
considered adequate.

Subscore means for Equal variances 1.358 218 176 12345 .09092 -.05574 30264
UW-Stout staff assumed
ability to perform the Equal variances 1.366 170.541 .174 12345 .09037 -.05494 30184
promised services not assumed
dependably and

accurately for desired
service level.

9
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95% Confidence Internal

Mean Std. Error of the Difference
Survey Question or Statement t df Sig. (2-tailed) Difference Difference  Lower Upper
Subscore means for Equal variances 546 234 585 06841 12527 -.17838 31521
UW-Stout staff assumed
willing to help Equal variances 554 188.551 .580 06841 .12338 -.17498 31180
students and provide not assumed
prompt service for
perception of actual
services provided.
Subscore means for the Equal variances 251 231 .802 03327 13242 -.22764 29418
knowledge and courtesy assumed
of UW-Stout staff Equal variances 254 187.613  .800 03327 .13088 -.22491 29145
and their to convey not assumed
trust and confidence for
minimum service level
considered adequate.
Subscore means for the Equal variances 906 229 366 07944 08772 -.09341 25229
knowledge and courtesy assumed
of UW-Stout staff Equal variances 902  176.371 .368 07944 .08808 -.09439 25327
and their to convey not assumed

trust and confidence for
desired service level.

L9
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The Newman-Keuls Multiple Range Test and one-way ANOVA were used to
analyze differences between the graduate programs subscores of survey questions 10-31,
32, and general statements 33-37 means. The purpose of this analysis was conducted to
compare the means between survey questions and general statements. This analysis
indicated there was significance between some of the means of the subscores of survey
questions 10-31, 32, and general statements 33-37 and the programs indicated on survey
question four. Since there were a number of programs with small populations, it was
necessary to take the analysis one step further.

To analyze the data further, a one-way analysis of variance with Duncan’s
Multiple Range Test was run analyzing the subscore means of survey questions 10-31,
32, and general statements 33-37 and the programs indicated on survey question four.
Programs that had less than nine responses were not included in this data because they
would not provide enough information to provide a accurate analysis. These programs
included Family Studies and Human Development (N=3), Management Technology
(N=6), Manufacturing Engineering (N=3), and Vocational Rehabilitation On-Line (N=1).

When the survey questions or statements were significant or close to significant,
Post Hoc Tests for Homogeneous Subsets calculated the means associated with the
current or most recent program identified in question 4. Tables are created to show these
means and provide insight into individual programs that may be providing better services
than other programs. Specific questions and statements showed significance between the
groups included question 32 significant at .027, question 33 significant at .043, question
33 subsets of minimum level of service considered adequate significant at .043, question

33 subsets of perception of quality services received significant at .012, question 35
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subsets of perception of quality services received significant at .046, question 36 subsets
of perception of quality services received significant at .036, and question 37 is near
significance with subsets of perception of quality services received at .061. Table 19

identifies areas where significance was identified.
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Table 19
Questions and Statements Where there were Differences Between the Means
Minimum
Level of
Service Desired Perception
Statement Considered Levelof  of Quality
Questions/Statements Only Adequate Service Service
Question 32 X
Statement 33 X
Means from Homogeneous ' X X
Subsets included in statement 33
Statement 34
Statement 35
Means from Homogeneous X X
Subsets included in statement 35
Statement 36
Means from Homogeneous X
Subsets included in statement 36
Statement 37
Means from Homogeneous ' X

Subsets included in statement 37

Survey question 32, “How would you rate the overall quality of services provided
by UW-Stout?” with M=5.67, SD=.962 was significant at .027. On a seven point scale,
the mean was good but has room for improvement. Table 20 in Appendix F shows the
descriptive statistics of question 32 by departments.

The Post Hoc Tests for Homogeneous Subsets calculated the means associated

with the current or most recent program identified in question four. In survey question 32,
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“How would you rate the overall quality of services provided by UW-Stout?” School
Psychology (M=5.0) and Food and Nutritional Sciences (M=5.0) were different than
Vocational Rehabilitation (M=5.9), Industrial/Technical Education (M=5.91), Training
and Development (M=5.97) and Marriage and Family Therapy (M=6.23). Risk Control
(M=5.27) was different than Marriage and Family Therapy (M=6.23). The remaining
programs were inconclusive with regard to survey question 32. Table 21 in Appendix F
shows the Homogeneous Subsets for the overall quality of services provided by UW-
Stout listed by program. This analysis indicates that the overall quality of services
provided by UW-Stout to graduate students is good with a mean of 5.67 of 7.0 but has
room for improvement.

General statement 33, “The appearance of UW-Stout’s physical faéilities,
equipment, personnel, and communication materials” with M=11.852, SD=6.7677 on a
scale of 100 was significant at .043. This is illustrated in Table 22 in Appendix F.

The means of general statement 33, “the appearance of UW-Stout’s physical
facilities, equipment, personnel, and communication materials,” Mental Health
Counseling (M=8.438) was different than Risk Control (M=15.0), Industrial/Technical
Education (M=16.136), Food and Nutritional Sciences (M=16.667). Applied Psychology
(M=9.583) and Guidance and Counseling (M=10.056) were different than
Industrial/Technical Education (M=16.136) and Food and Nutritional Sciences
(M=16.667). The rest of the programs were inconclusive with regard to general statement
33. Table 23 in Appendix F shows specific mean details as described.

The means of the subscores for general statement 33, “the appearance of UW-

Stout’s physical facilities, equipment, personnel, and communication materials” for
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minimum level of service considered adequate with M=4.8097 was significant at .043.
Programs included: Marriage and Family Therapy (M=4.2115) was different than
Vocational Rehabilitation (M=5.2135), Training and Development (M=5.2901), and
Industrial/Technical Education (M=5.5000). Risk Control (M=4.3636), Mental Health
Counseling (M=4.4271), Applied Psychology (4.5278), and School Psychology
(M=4.5278) were different than Industrial/Technical Education (M=5.500). All other
graduate programs were inconclusive with regard to subscore means for 33 with regard to
the minimal level of service considered adequate. Table 24 in Appendix F shows specific
mean details as described.

In the means of subscores for 33, “the appearance of UW-Stout’s physical
facilities, equipment, personnel, and communication materials,” desired level of service
included Marriage and Family Therapy (M=5.5577), Hospitality and Tourism
(M=5.6111), Risk Control (M=5.6364), Education (M=5.7722) and School Psychology
(M=5.8889) were different than Industrial/Technical Education (M=6.65). All other
graduate programs were inconclusive with regard to subscore mean for question 33 with
reference to the desired level of service. This data is described in Table 25 in Appendix F.

In the means of subscores for 33, “the appearance of UW-Stout’s physical
facilities, equipment, personnel, and communication materials,” perception of quality
services received included School Psychology (M=5.0000), Food and Nutritional
Sciences (M=5.0000), and Hospitality and Tourism (M=5.0648) were different than
Career and Technical Education (M=5.250) and Industrial/Technical Education
(M=6.175). Education (M=5.1979), Risk Control (M=5.2500), Marriage and Family

Therapy (M=5.2692), Applied Psychology (M=5.2708), Mental Health Counseling
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(M=5.2708), Guidance and Counseling (M=5.3946), and Vocational Rehabilitation
(M=5.474) were different than and Industrial/Technical Education (M=6.175). All other
graduate programs were inconclusive with regard to subscore Means for 33 with
reference to the perception of quality services received. This data is described in Table 26
in Appendix F. This analysis indicates for question 33, “the appearance of UW-Stout’s
physical facilities, equipment, personnel, and communication materials,” that there is a
level of certainty that the students who responded to the survey think the appearance of
UW-Stout’s physical facilities, equipment, personnel, and communication materials is
less important to them than the other aspects of this survey.

There was no significance in general statement 34, “UW-Stout staff ability to
perform the promised services dependably and accurately” indicated by the Duncan test.
In the subsets for statement 34, there were differences between the program means of the
minimum level of service considered adequate and the perception of quality services
received. The means were so close it indicates student’s perceptions are similar.

In the means of subscores for statement 34, “UW-Stout staff ability to perform the
promised services dependably and accurately,” minimal level of service considered
adequate included Marriage and Family Therapy (M=4.6972) were different than
Training and Development (M=5.5989), Vocational Rehabilitation (M=5.6158), and
Industrial/Technical Education (M=5.8182). All other graduate programs were
inconclusive with regard to subscore means for statement 34 with regard to the minimal
level of service considered adequate. Table 27 in Appendix F shows these numbers.
There were no differences in the means for statement 34, “UW-Stout staff ability to

perform the promised services dependably and accurately,” for the desired service level.
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In the means of subscores for statement 34, “UW-Stout staff ability to perform the
promised services dependably and accurately,” perceptions of services actually received
included School Psychology (M=5.05) were different than Training and Development
(M=5.8483), Marriage and Family Therapy (M=5.9718), and Industrial/Technical
Education (M=6.0606). All other graduate programs were inconclusive with regard to
subscore means for statement 34 with regard to perceptions of services actually received.
Table 28 in Appendix F shows the Homogeneous Subsets for Question 34 by program
and mean.

The mean of the subscores for general statement 35, “UW-Staff willingness to
help students and provide prompt service” had a total mean of 21.415 and the SD=.4872
was significant at .046. This is documented in Table 29 of Appendix F.

Regarding the means of subscores for statement 35, “UW-Stout staff willingness
to help students and provide prompt service,” desired level of services, Marriage and
Family Therapy (M=6.1410) was different than Food and Nutritional Science
(M=6.6667). All other programs were inconclusive regarding the subscore means for
statement 35 with regard to the perceptions of services actually received. Table 30 in
Appendix F shows the relationship diversity of the varying opinions based on programs.

Regarding the means of subscores for statement 35, “UW-Stout staff willingness
to help students and provide prompt service,” perceptions of services actually received,
Risk Control (M=5.1818) were different than Training and Development (M=5.9948),
Marriage and Family Therapy (M=6.0000), Vocational Rehabilitation (M=6.0794),
Applied Psychology (6.0833), and Industrial/Technical Education (M=6.2424). School

Psychology (M=5.2667) was different than Vocational Rehabilitation (M=6.0794),
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Applied Psychology (6.0833), and Industrial/Technical Education (M=6.2424). And
Food and Nutritional Science (M=5.4074) was different than Industrial/Technical
Education (M=6.2424). All other programs were inconclusive reAgarding the subscore
means for statement 35 with regard to the perceptions of services actually received. Table
31 in Appendix F shows the relationship diversity of the varying opinions based on
programs.

The means of general statement 36, “the knowledge and courtesy of UW-Stout
staff and their ability to convey trust and confidence” were not significant where
M=21.533, SD=8.4287 at .878. Details are shown in Table 32 in Appendix F.

In reference to the general statement 36, “the knowledge and courtesy of UW-
Stout staff and their ability to convey trust and confidence,” the means were close. Food
and Nutritional Sciences (M=17.778), Education (M=18.797), Career and Technical
Education (M=19.15), and Training and Development (M=19.438) were different than
Mental Health Counseling (M=27.50). Table 33 in Appendix F reflects these numbers.

The means of subscores for general statement 36, “the knowledge and courtesy of
UW-Stout staff and their ability to convey trust and confidence,” in the minimal level of
service considered adequate category, Marriage and Family Therapy (M=4.6769) were
different than Industrial/Technical Education (M=5.6045). All other programs were
inconclusive regarding the subscore means for general statement 36 with regard to the
minimal level of service considered adequate. Table 34 in Appendix F reflects these
numbers.

The means of subscores for general statement 36, “the knowledge and courtesy of

UW-Stout staff and their ability to convey trust and confidence,” in the category of
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desired level of service, Risk Control (M=5.9636) were different than
Industrial/Technical Education (M=6.5727) and Food and Nutritional Sciences
(M=6.7056). And Hospitality and Tourism (M=6.1000) is different than Food and
Nutritional Sciences (M=6.7056). All other programs were inconclusive regarding the
subscore means for general statement 36 with regard to the desired level of service. Table
35 in Appendix F shows the additional differences between programs.

The means of subscores for general statement 36, “the knowledge and courtesy of
UW-Stout staff and their ability to convey trust and confidence,” regarding the
perceptions of services actually received, Food and Nutritional Sciences (M=5.0944)
were different than Career and Technical Education (M=5.8976), Vocational
Rehabilitation (M=5.9667), and Industrial/Technical Education (M=6.0136). Risk
Control (M=5.2182) was different than Industrial/Technical Education (M=6.0136). All
other programs were inconclusive regarding the subscore means for general statement 36
with regard to the perception of actual services received. Table 36 in Appendix F shows
the means of the programs in the area discussed.

Survey statement 37, “the caring, individualized attention UW-Stout staff
provides to its’ students” was not significant where M=22.29, SD=8.9555 at .387 level of
significance. Table 37 in Appendix F shows the statistics by program.

The means for subscores for survey statement 37, “the caring, individualized
attention UW-Stout staff provide to its’ students,” minimal level of service considered
adequate included Marriage and Family Therapy (M=4.5625) and Risk Control
(M=4.6333) were different than Industrial/Technical Education (M=5.5909) and is

detailed in Table 38 in Appendix F. All other programs were inconclusive regarding the
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subscore means for survey statement 37 with regard to the minimal level of service
considered adequate.

The means for subscores for survey statement 37, “the caring, individualized
attention UW-Stout staff provide ;co its’ students,” desired level of service included Risk
Control (M=5.9917) and Hospitality and Tourism (M=6.0682) were different than
Industrial/Technical Education (M=6.7045). All other programs were inconclusive
regarding the subscore means for survey statement 37 with regard to the desired level of
service. Table 39 in Appendix F shows these details for “the caring, individualized
attention UW-Stout staff provide to its’ students,” desired level of service.

The means for subscores for survey statement 37, “the caring, individualized
attention UW-Stout staff provide to its’ students,” perceptions of services actually
received included School Psychology (M=5.125), Risk Control (M=5.2000), and Food
and Nutritional Sciences (M=5.222) were different than Vocational Rehabilitation
(M=6.1706). All other programs were inconclusive regarding the subscore means for
survey statemént 37 with regarding the perceptions of services actually received. Table
40 in Appendix F shows these means and relationships.

The means are very close but there is information that can be derived from the
statistics analyzing the programs and the responses. For example, in Table 39 the means
were very close. This is not enough of a difference to declare a huge difference between
programs.

More responses would have been helpful to create a greater confidence level in
the numbers. Second, based on program responses, there seems to be room for

improvement of services in all areas included in the survey. And third, there are various
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aspects of the scores of the general statements 33-37 that correlate with the subscores of
survey questions 10-32. This did not hold true for all programs or all subjects included in
the survey. It was very clear in the data that graduate students are not that concerned
about the appearance of UW-Stout’s facilities, equipment, personnel, and communication
materials. It was very clear from the data that students expect a minimum level of service
and an expectation of general perception of quality services. Students have varying levels
of service desires. It didn’t matter if the students were part of an off-campus cohort.

In survey question 38, participants were asked to identify one particular UW-
Stout office that provides overall excellent service. Many campus offices were reported at
least once as being a provider of excellent service. The four offices that participants
identified as outstanding included the Graduate School (n=31), Registration and Records
(n=30), Vocational Rehabilitation (n=19) and Financial Aids (n=19).

Survey question 39 asked for additional information that could add to this survey
to help gain knowledge of whether services offered to graduate students at UW-Stout are
what students expected or better than expected. Out of the 103 responses, most comments
were positive regarding services provided by UW-Stout to on-campus and off-campus
cohorts. General themes that graduate students are concerned about emerged: class
offerings including the times and cost for non-traditional students during the summer,
weekends, evenings; advisement by staff including faculty and support staff for processes
as well as thesis; technology and distance education issues such as use of email,
instructions for use, and computer availability on campus; general support provided by all

employees; and lack of appropriate equipment in some labs. Comments regarding
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specific staff members were edited out since this question didn’t intend to ask for specific

names. Actual remarks are included in Appendix G.
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Chapter V
Summary, Conclusions and Recommendations
This chapter will review the study, discuss the conclusions based on the research

objectives, and present recommendations based on the research findings.

Summary

The purpose of this research was to analyze perceptions of services provided to
the population of current degree seeking UW-Stout graduate students and UW-Stout
graduate students who graduated within the past three years. After a review of literature,
an instrument was developed, and pilot tested. The purpose of the instrument was to
define processes of acquiring information, meeting individual needs, define processes of
evaluating experiences, communications, measure current perceptions and expectations
of quality services, and determined if there were differences in individual perceptions
based on demographics. It seems important for UW-Stout fo understand the perceptions
of graduate students with regard to services provided to them and ultimately UW-Stout
provide higher quality services leading to recruitment and retention.

During the 1980s, service quality was recognized in one of the first attempts to
apply satisfaction theory (Parasuraman, Berry, & Zeithaml, 1985). Since that time, there
have been many organizations and people who have researched service quality including
Dr. Deming, NIST with the Baldrige criteria aﬁd Motorola’s six sigma system.

Quality services can be defined as a judgment about overall excellence or
superiority of service that contributes to an outcome or development of an attitude and
perception about a service interaction (Doucelt, 2004). Quality services provided by

service providers emerged as a subject in need of investigation because of increased
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sensitivity to services, competition, and emphasis on accountability by federal, state, and
local governments.

Student perceptions are cognitively based attitudes formed through a mental
comparison of the gaps in services perided (Leach & Liu, 2001) or the difference of
what students think they are getting for services rather than what they actually receive
(Mouradian, 2002). Students have predetermined expectations when they are transacting
with an employee or service office. Personality factors of perception allow different
individuals to respond differently to stimuli based on knowledge patterns, interests,
needs, and values (Schiff, 1980). It is impossible to determine how accurately these
perceptions represent what actually occurs during a transaction (Urdan, 2004).

Service quality is hard to quantify because it is based on individual perceptions or
judgments. Evidence suggests that student evaluation of the overall student experience is
important and significant when evaluating service quality in education (Leckey & Neill,
2001). Perceptions of individuals or groups may identify important patterns of
satisfaction with services (Kelly, 2005).

Graduate student perceptions of services provided to them by UW-Stout service
providers were explored by examining factors that may lead students to believe they are
being provided quality services. Returned instruments were documented and data
collected was analyzed using Statistical Program for Social Sciences, version 10.0,
(SPSS, 2002) software for quantitative and qualitative analysis. A report of frequency
counts, percentages, means, and standard deviation were created between the different
programs and demographic groups were generated and documented. Information

collected was analyzed to determine if there was statistical significance and the amount
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of significance of perceptions of quality services provided to the students. It was also

analyzed for correlations between the demographics and perceptions.

Limitations

Limitations of this study included:

1.

This research was limited to current degree seeking UW-Stout graduate
students and UW-Stout graduate students who have completed their program
within the last three years. No generalization can be made beyond those
surveyed.

Another limitation is that the analysis of information is limited to information
provided directly by the students who were surveyed and the questions asked
were retrospective and summative.

This study did not investigate perceptions of students at other institutions.
This instrument was limited to UW-Stout graduate students but may be
adapted to other institutions.

This analysis did not provide a time-line for proposed ideas to change
perceptions of graduate students. Perceptions of quality attributes can only be
changed over an undetermined amount of time. Each graduate student
develops perceptions and after a period of time, perceptions of a group of
graduate students can change. Additional instruments in the future can help
identify changes to the baseline and benchmarking can be changed.

The research utilized an instrument that was developed by the researcher. The

instrument may contain errors, misinterpretations, misstatements, or omissions
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not iﬁtended by the researcher. Every effort was made to develop a reliable
and valid instrument.

6. This research did not investigate why students have specific perceptions; it
only determined whether the perceptions are identified or not identified. A
graduate student’s thoughts about the service they received from a person or
office is a perception of the service they receive or what the student thinks

they receive, not what they actually receive (Mouradian, 2002).

Conclusions

There were seven research objectives addressed by this instrument. Each
objective will be restated and conclusions made for each.

Research Objective Nuﬁ1ber One: Define how perceptions are formed by graduate
students. Based on the review of literature, perceptions are based on the gap between
what students think they are getting for services rather than what they actually receive
(Mouradian, 2002). Perceptions are cognitively based attitudes developed through a
mental comparison of perceived gaps in services. The survey asked students to identify
the minimum level of services they expect, the desired level of services they would like,
and the perception of quality services provided by staff at UW-Stout to identify those
gaps. After the gap sizes were identified, means and correlations were calculated between
related demographics and perceptions. The significance of those gaps determined patterns
of satisfaction with services. This mental comparison identified what the perceptions of
graduate students had formed. This was important to know because perceptions are the
basis for attitudes. Subsequent information processing may be biased based on those

attitudes.
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Research Objective Number Two: Define processes of acquiring UW-Stout
information by graduate students. Information is acquired by using many different
methods. This survey identified through question 7 that 74% of the students heard about
UW-Stout graduate programs from another person, 18% from the Internet, and eight
percent from media.

Table 11 shows the means if survey questions 10-32. Based on this data, it can be
inferred that students are receiving information from staff. On a likert scale of seven, the
means for the perception of quality service range from 5.22 to 6.01. It can also be
inferred that students desire more information because the means for the desired level of
service ranges from 6.04 to 6.61. This is also shown in Table 11.

Based on this data included in the subscores of general statements 33-37, shown
in Table 14, it can also be inferred that it is important to students to receive information
from staff. On a likert scale of seven, the subscores means for the perception of quality
service range from 5.64 to 5.77. It can also be inferred that students desire more
information because the means for the desired level of service ranges from 6.33 to 6.41.

Responses in open-ended question 39 had 56 out of 103 responses directed at
communication and service. Students commented positively as well as negatively
regarding processes for acquiring information. The specific responses are included in
Appendix F.

Research Objective Number Three: Define how graduate students needs are met.
The study documented how graduate students needs are met by asking questions that
could determine if their needs are met. Through questions, students identified how

important it was for them to have their needs met by various service functions.
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Information provided in Table 13, the means and standard deviations of general
statements 33-27, indicated that students defined similar levels of needs for UW-Stout
staff to have the ability to perform the promised services dependably and accurately, the
willingness to help students and have prompt service, the knowledge, courtesy, and the
ability to convey trust and confidence, and caring, individualized attention. Out of 100
points, the mean of question 34, UW-Stout staff ability to perform the promised services
dependably and accurately was 22.442, SD=9.9147; question 35, UW-Stout staff
willingness to help students and provide prompt service was 21.369, SD=7.2114;
question 36, the knowledge and courtesy of UW-Stout staff and their ability to convey
trust and confidence was 21.507, SD=8.3104; and question 37, the caring, individualized
attention UW-Stout staff provided to its’ students was 22.525, SD=9.5514.

Students commented positively as well as negatively regarding specific offices
and staff that are meeting their needs in their responses in open-ended question 39. In the
103 responses, 12 students identified met and unmet needs in the areas of course
offerings (time, place), 13 identified technology usage (labs, hardware, web presence),
and 56 identified services and communication provided by offices and staff. The specific
responses are included in Appendix F.

Research Objective Number Four: Determine the differences between minimum
expectations considered adequate, the desired level of services, and the perceptions of
actual services received. Through the survey, students determined the minimum level of
service considered adequate, the desired level of service, and the perception of quality
services provided by UW-Stout staff. Means were then calculated to identify the

differences between the three levels. Students clearly identified there is a minimum level
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that they consider adequate, a desired level of service, and a perception of quality
services that they actually received.

Table 11 shows the mean subscores of survey questions 10-31 and the standard
deviations. The means for minimum level of service considered adequate range from 4.54
to 5.58 with standard deviations ranging from 1.101 to 1.435; the desired level of service
means range from 5.73 to 6.61 with standard deviations ranging from .715 to 1.226, and
the perception of quality service means ranging from 5.2 to 6.01 with standard deviations
ranging from .992 to 1.557.

The process of determining the differences between minimum expectations
considered adequate, the desired level of services, and the perceptions of actual services
received was taken one step further to identify if the differences were relevant to graduate
programs. Table 23 arranges the means for statement 33, the appearance of UW-Stout’s
physical facilities, equipment, personnel, and communication materials identified in
Table 22 in rank order from lowest Mental Health Counseling with a mean of 8.438 to
Food and Nutritional Sciences with a mean of 16.667.

The homogeneous subsets were run based on the subsets of statement 33 included
in questions 15, 26, 28, and 30. For the minimum level of service considered adequate,
Table 24 shows Marriage and Family Therapy with a mean of 4.2115 through
Industrial/Technology Education with a mean of 5.5. For the desired level of service,
Table 25 shows Marriage and Family Therapy with a mean of 5.5577 through
Industrial/Technology Education with a mean of 6.65. And for the perception of quality
services received, Table 26 shows Industrial/Technology Education with a mean of 5.0

through School Psychology, M.S. and Ed.S. with a mean of 6.175. The means are all
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close with no identifiable consistency between the minimum level of service considered
adequate, the desired level of service, and the perception of quality services received.

There was no significance in general statement 34, UW-Stout staff ability to
perform the promised services dependably and accurately. There were differences in the
homogeneous subsets for statement 34. These subsets include questions 13, 18, 20, 24,
25, and 31. For the minimum level of service considered adequate, Table 27 shows
Marriage and Family Therapy with a mean of 4.6972 through Industrial/Technology
Education with a mean of 5.8182. For the desired level of service there were no
differences between the programs. And for the perception of quality services received,
Table 28 shows School Psychology, M.S. and Ed.S with a mean of 5.05 through
Indusfrial/Technology Education with a mean of 6.06. The means are all close with no
identifiable consistency between the minimum level of service considered adequate, the
desired level of service, and the perception of quality services received.

There was no significance in general statement 35, UW-Stout staff willingness to
help students and provide prompt service. There were differences in the homogeneous
subsets for statement 35. These subsets include questions 10, 17, and 23. There were no
differences between the programs for the minimum level of service considered adequate.
Table 30 shows Marriage and Family Therapy with a mean of 6.141 through Food and
Nutritional Sciences with a mean of 6.6667 for the desired level of service. And for the
perception of quality services received, Table 31 shows Risk Control with a mean of
5.1818 through Industrial/Technology Education with a mean of 6.2424. The means are

all close with no identifiable consistency between the minimum level of service
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considered adequate, the desired level of service, and the perception of quality services
received.

The means for statement 36, the knowledge and courtesy of UW-Stout staff and
their ability to convey trust and confidence are identified in Table 33 in rank order from
lowest Food and Nutritional Sciences with a mean of 17.778 to Mental Health
Counseling with a mean of 27.5.

The homogeneous subsets were run based on the subsets of statement 36 included
in questions 11, 14, 19, 21, and 22. For the minimum level of service considered
adequate, Table 34 shows Marriage and Family Therapy with a mean of 4.6769 through
Industrial/Technology Education with a mean of 5.6045. For the desired level of service,
Table 35 shows Risk Control with a mean of 5.9636 through Food and Nutritional
Sciences with a mean of 6.7056. And for the perception of quality services received,
Table 36 shows Food and Nutritional Sciences with a mean of 5.0944 through
Industrial/Technology Education with a mean of 6.0136. The means are all close with no
identifiable consistency between the minimum level of service considered adequate, the
desired level of service, and the perception of quality services received.

There was no significance in the means for statement 37, the caring,
individualized attention UW-Stout staff provides to its’ students. The homogeneous
subsets were run based on the subsets of statement 36 included in questions 12, 16, 27,
and 29.

The minimum level of service considered adequate, is shown in Table 38 with
Marriage and Family Therapy mean of 4.5625 through Industrial/Technology Education

with a mean of 5.5909. For the desired level of service, Table 39 shows Risk Control
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with a mean of 5.9917 through Industrial/Technology Education with a mean of 6.7045.
And for the perception of quality services received, Table 40 shows School Psychology,
M.S. and Ed.S. with a mean of 5.125 through Vocational Rehabilitation with a mean of
6.1706. The means are all close with no identifiable consistency between the minimum
level of service considered adequate, the desired level of service, and the perception of
quality services received.

Research Objective Number Five: Identify how graduate students communicate
expectations. Fifty-six of the responses for question 39 referred directly and indirectly to
communication and communicating services. Included in these responses were many
positive experiences with staff. Most of these experiences take place face-to-face in the
classroom and via email. The responses included on-campus and off-campus cohorts.

Data from question 39 indicated that some students prefer individual attention
such as a call directly from the director. Some graduate students believe they deserve
individual attention by a phone call rather than an email. Graduate students indicated
preference of a flatter communication structure. A flat communication structure means is
that students would like to be contacted directly rather than have a student or classified
person send an email to them.

There were two negative comments about emails not being answered in a timely
manner. In one comment, a student indicated that there is no area to go to communicate
negative experiences.

Research Objective Number Six: Measure graduate students current perceptions
and expectations of quality services. Survey questions 10-31 means and standard

deviations are shown in Table 11. The desired level of service or expectation means
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range from 5.73 to 6.61 with standard deviations ranging from .677 to 1.226 and the
perceptions of quality services received means range from 5.20 to 6.01 with standard
deviations ranging from .992 to 1.557. On a likert scale of 7, the means are fairly close
indicating that students expect a level of service and the perception is that the level of
service expected is not being received.

Question 32, overall quality of services provided by UW-Stout, means are
displayed in Table 20 by program. Table 21 displays the ranked program means ranging
from School Psychology, M.S. & Ed.S. and Food and Nutritional Sciences at 5.0 to
Marriage and Family Therapy at 6.23. The program means are close on a 7-point likert
scale. Question 32, was also correlated with the means subscores of statements 33-37 and
is shown in Table 17. The conclusion was significance in the minimum service level
considered adequate and the perception of quality services received. The desired level of
service or expectation was not significant. This may reinforce the statistics in Table 11
that shows students expect a level of service and the perception is that the level of service
expected is not being received

Research Objective Number Seven: Determine if there are differences in
individual perceptions based on demographics. The subsets for survey questions 10-31
for the minimum level of service considered adequate, the desired level of service, and
the perception of quality services provided; question 32, how would you rate the overall
quality of services provided at UW-Stout; and responses to general statements 33-37
identified no significance between the on and off-campus cohorts. This is documented on

Table 15 and in the t-test for equality of means in Table 18.
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There were many differences in program means. Table 20 through Table 40

document many differences by survey question or statement. All of the means and

standard deviations are close and indicate similar perceptions by program for the

minimum level of service considered adequate, the desired level of service, and the

perception of quality services provided.

There was no strong significance between any of the categories that were

analyzed. Some demographics did not have enough respondents to analyze differences.

Recommendations

1.

Encourage individual offices including departments and programs to complete
an internal evaluation of services provided to graduate students. Survey
questions could be more directly applied to specific programs rather then
questions similar to this general survey.

Use the Graduate School and Registration and Records as models for service
improvement. Graduate students indicated that these two offices were what
they perceived as providers of quality services.

Use this survey, or an edited version, as a baseline and benchmark for
improved quality services. Survey all graduate students every two years
regarding their perceptions of quality services they receive. Each question
should be reviewed and adapted to the changing environment. It was clear
from the data that graduate students were not interested in the physical
infrastructure of the university. They were concerned about receiving services

that are considered quality. As the university continues to change the way of
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doing business, the only way to determine if the students are receiving
services that they believe are quality services is to ask them.

Satisfaction is almost always self centered (Buzzel & Gale, 1987). In a culture
of quality management, students are the reason for a university’s existence
therefore individual student needs and desires should drive services (Hernon
& Altman, 1998). Encourage graduate student evaluations for all graduate
classes upon completion. Also include graduate students in other surveys that
target the undergraduate student population.

Educate the campus about cognitive processes and communicating with an
emphasis of quality perceptions by bringing in a speaker during opening week
activities to explore cognitive communication with staff. After evaluating the
open-ended question, it became clear that there was a communication problem
between service providers and students. Question 39 was intended to learn
about other services offered to graduate students at UW-Stout and student
expectations that were not included in the survey. Some responses targeted
specific people by name. Since this question didn’t intend to gather specific
names, those comments were edited out.

Have service based offices directly contact graduate students. Some students
commented that they received no help in their search for employment. Career
Services could contact graduate students prior to picking up graduation tickets
and receiving a survey. The Graduate School could provide an orientation at

the beginning of each semester including a campus tour. Also, include in each
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Graduate School newsletter contacts from other various service offices and
phone numbers.

7. Have this survey data analyzed by another person. There may be more
information in the data.

8. Have service audits performed for offices that provide student services to
provide feedback to frontline workers.

9. Facilitate more opportunities for graduate students to socialize with other
graduate students.

10. Offer “Ask the Graduate School” to allow students the opportunity to
anonymousiy ask questions and publish the responses in the Graduate School
newsletter. Collect questions and responses to have frequently asked questions
on the Graduate School website.

11. Send staff to participate in more recruitment and career conferences. Students
indicated that word of mouth is the best advertiser and one way to get people
to talk about UW-Stout graduate programs is to be in attendance at more

conferences.

Summary

Quality is a process issue. Although this research did not intend to get at the root
cause of perceptive differences, it did show there are differences in perceptions. And
there are many variables that prove these differences.

In 1987, Buzzel and Gale determined that market share growth and service quality
are directly linked (Allen & Rao, 2000). In 1993, Rust and Zahorik determined that in

banking industry research, retention rates drive market share and customer satisfaction
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determines retention (Allen & Rao, 2000). This research seems to indicate that there are
some service based office staff and programs at UW-Stout that need to provide a higher
level of service to graduate students to increase service quality and satisfy graduate
students leading to retention and market share. None of the data indicated that the
services provided are poor or bad, but that services are less than what graduate students
expect to receive. “Service in not a competitive edge, it is the competitive edge”
(Albrecht & Zemke, 1985). And quality is mindset of what people value (Barrett, 1995).
As service quality increases, so does market share and retention (Allen & Rao, 2000).
This instrument gave graduate students something to talk about. Through hearsay,
students discussed this survey in at least two graduate classrooms at UW-Stout. Seventy-
four percent of the students who responded heard about UW-Stout graduate programs
vfrom another person. Students heard about UW-Stout graduate programs from faculty,
staff, family members, employers, friends, and neighbors. Graduate students talk about
their education. Based on this survey, word of mouth may be the best form of advertising

and recruitment for UW-Stout graduate programs.
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Appendix A



Objectives

1. Define how X
perceptions
are formed.

2. Define X X X
processes of
acquiring
information.
3. Define XXXXXX X
processes of

meeting

individual

needs.

4. Define X
processes of

evaluating

experiences.

5. Define
processes of
communications.

XXXX

6. Measure X X
current

perceptions

and

expectations

of quality

services.

7. Determine X X X X X X X
if there are

differences

in individual

perceptions

based on

demographics.
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X

X X X
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Appendix B



Pilot Survey Instrument
2004 UW-Stout Graduate Student Survey
Graduate Students’ Perceptions of Quality Services
Provided by UW-Stout
Please do not throw away this survey!

The purpose of this survey is to gain information about quality services provided to
UW-Stout graduate students. Quality services are defined as a judgment about overall
excellence or superiority of service provided or an attitude regarding a service
interaction (Doucet, 2004).

Please take a few minutes now to answer the questions contained in this packet.
Answer completely and honestly that best expresses or thoughts and feelings. Blank
lines have been added for you to provide additional information and feedback. If you
need additional space, please use the back side of the paper. Upon completion,
refold the questionnaire and return it in the envelope provided by date.

The purpose of this study is to investigate graduate student’s perceptions of
quality services provided by UW-Stout and agree that any potential risks are
exceedingly small. The information is being sought in a specific manner so that no
identifiers are needed and so that confidentiality is guaranteed. You have the right
to refuse to participate or withdraw from participation at any time during the study
will be respected with no coercion or prejudice. By returning this questionnaire,
you are giving informed consent as a participating volunteer in this study.
Questions or concerns about participation in the research or subsequent complaints
should be addressed first to the research or research advisor and second to Susan
Foxwell, Chair, UW-Stout Institutional Review Board for the Protection of Hum
Subjects in Research, 152 Vocational Rehabilitation Building, UW-Stout, Menomonie,
WI, 54751, phone (715) 232-2477.

¥01
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I would like your impressions about your perceptions of quality services relative to your expectations offered at UW-Stout.
Please think about the two different levels of expectations as defined below:

Minimum Service Level: the minimum level of service you consider adequate
Desired Service Level: the level of service performance you desire

For each of the following statements, please indicate: (a) your minimum service level by circling one of the numbers in the
first column; (b) your desired service level by circling one of the numbers in the second column; and (c¢) your perception of
services provided by UW-Stout support staff by circling one of the numbers in the third column.

Minimum Service My Desired Service My Perception of Quality
Level Is: Level Is: Services at UW-Stout Is:
When it No
comes to.. Low High Low High Low HighOpinion
12345617 1234567 1234567 NO
Q8. Prompt service to students 1234567 1234567 1234567 NO
Q9. Support staff consistently courteous 1234567 1 2345¢67 1234567 NO
Q10. Support staff deal with students in a
caring fashion 1234567 1234567 1234567 NO
Ql11. Providing service at the promised time 1234567 1234567 1234567 NO
Q1l2. Support staff understand the needs of
the students 1234567 1234567 1234567 NO
Q13. visually appealing materials associated with
the service (e.qg., clear and concise forms) 1234567 1234567 12345¢67 NO
Ql4. Having the student’s best interest at heart 1234567 1 2345¢67 1234567 NO
Q15. Willingness to help students 1234567 12345¢67 12345%67 NO
Ql6. Maintaining error-free student records 1234567 1234567 123456867 NO
Q17. Keeping students informed about when
services will be performed 12345867 1 2345¢67 1234567 NO
Q18. Providing services as promised 1234567 1234567 12345¢67 NO
Q19. Support staff instill confidence
in students 1234567 1234567 1234567 NO
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020. Support staff have the knowledge to answer
students’ questions

Q21. Readiness to respond to students’ questions

Q22. Dependability in handling students’
service problems

Q23. Performing services right the first time
Q24. vVisually appealing facilities
Q25. Giving students individual attention

Q26. Support staff who have a neat,
professional appearance

Q27. Convenient business hours
028. Modern equipment

Q29. Assuring students of the accuracy and
confidentiality of their services

Q30. How would you rate the overall quality of serves provided by UW-Stout?

(Circle one number below.)

Extremely Poor
1 2 3

1234567

1234567

1234567

1234567

1234567

12345¢67

12345¢67

Extremely Good
7

NO

NO

NO

NO

NO

NO

NO

NO

NO

NO
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Listed below are five general features pertaining to UW-Stout and the services it offers. I would like to know
how important each of these features is to you when you evaluate perceptions of quality services offered at UW-
Stout.

Please allocate a total of 100 points among the five features according to how important each feature is to you-
the more important a feature is to you, the more points you should give it. Please be sure the points you give
add up to 100.

Q31. The appearance of UW-Stout’s physical facilities, equipment,

personnel, and communication materials. points
Q32. UW-Stout support staff ability to perform the promised

services dependably and accurately. points
033. UW-Stout support staff willingness to help students and provide prompt service points
Q34. The knowledge and courtesy of UW-Stout support staff and

their ability to convey trust and confidence. points
035. The caring, individualized attention UW-Stout support staff provides to its’ students. points
Total Points Allocated 100 Points

(Hernon & Altman, 1998).

036. All things considered, if you had to decide where to go to school for your graduate degree again, would you
choose UW-Stout? 4

00 Yes, I was satisfied

0O Maybe

0 No, probably not

0 Definitely not

Q37. All things considered, would you recommend UW-Stout graduate programs to a friend or family member?
0O Yes, I was satisfied.
0 Maybe
0O No, probably not.
0O Definitely not.

Is there anything else you could add to this survey to help gain knowledge of whether services offered to
graduate students at UW-Stout are what you expected or better than you expected?

Thank you for your cooperation!
Please return this completed survey in the envelope provided by date.
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This project has been reviewed by the UW-Stout IRB as required by the Code of
Federal Regulations Title 45 Part 46

Consent to Participate in UW-Stout Approved Research

Title: An Analysis of Graduate Students’ Perceptions of Quality Services Provided by University of Wisconsin-Stout

Investigator: Bonni Falkner Research Advisor: Dr. Howard Lee
E9035 County Road E 225A Applied Arts
Elk Mound, W1 54739 University of Wisconsin-Stout
Phone: 715/232-2458 Memononie, WI 54751
Email: falknerb@uwstout.edu Phone: 715/232-1251

Email: LeeH@uwstout.edu

Description: The purpose of this study is to investigate graduate students’ perceptions of quality services provided by faculty, academic staff, and classified staff at UW-Stout and to gather
information about quality services provided to UW-Stout graduate students. Quality services are defined as a judgment about overall excellence or superiority of service provided by
faculty, academic staff, and classified staff or an attitude regarding a service interaction with these positions (Doucet, 2004).

Risks and Benefits: Any potential risks are exceedingly small. The information is being sought in a specific manner so that no identifiers are needed and so that confidentiality is guaranteed.

Time Commitment: Please take a few minutes now to answer the questions contained in this packet. Answer completely and honestly that best expresses your perceptions. Blank lines have
been added for you at the end of the survey to provide additional information and feedback. If you need additional space, please use the back side of the paper. Upon completion, refold the
questionnaire and return it in the envelope provided by April 15, 2005.

Confidentiality: Your responses will be kept strictly confidential. Your name will not be included on any documents. Only the primary researcher or designee will have access to the
confidential raw data. Thank you for your help in this important research on quality services.

Right to Withdraw: Your participation in this study is entirely voluntary. You may choose not to participate without any adverse consequences to you. However, should you choose to
participate and later withdraw from the study, there is no way to identify your anonymous document after it has been turned into the investigator.

IRB Approval: This study has been reviewed and approved by The University of Wisconsin-Stout’s Institutional Review Board (IRB). The IRB has determined that this study meets the
ethical obligations required by federal law and University policies. If you have questions or concerns regarding this study please contact the Investigator or Advisor. If you have any
questions, concerns, or reports regarding your rights as a research subject, please contract the IRB Administrator.

Investigator: Bonni Falkner IRB Administrator: Sue Foxwell, Director, Research Services
Phone: 715/232-2458 152 Vocational Rehabilitation Building
Email: falknerb@uwstout.edu University of Wisconsin-Stout
Menomonie, WI 54751
Advisor: Dr. Howard Lee Phone: 715/232-2477
Phone: 715/232-1251 Email: foxwells@uwstout.edu

Email: LeeH@uwstout.edu

Statement of Consent: By completing the following survey you agree to participate in the project entitled, “Graduate Students’ Perceptions of Quality Services Provided by University of
Wisconsin-Stout.”
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Q1. Currently working on or most recent graduate degree: 0 Master’s o Ed.S.
Q2.  What is the highest degree you plan to achieve? o Master’s o Ed.S. o Doctorate
Q3. Were you part of an off-campus cohort? oYes o No

Q4.  What is your current program or was the most recent program you graduated from?

Q5. Total number of graduate credits earned is

o 0-9 credits

0 10-17 credits

0 18-26 credits

o 27 or more credits

Q6.  What is the total number of years you’ve been taking graduate courses?
o 0-2 years
0 2-5 years
o 5-7 years
o 7 years or more

Q7. Where did you hear about UW-Stout graduate programs? ' o UW-Stout employee
a Other UW-Stout student
O Internet
o Media Advertising
a Friend/Relative
o Other

Q8.  All things considered, if you had to decide where to go to school for your graduate degree again, would you choose UW-Stout?
o Yes, I was satisfied
o Yes, probably
o0 Maybe
o No, probably not
a Definitely not

Q9. All things considered, would you recommend UW-Stout graduate programs to a friend or family member?
o Yes, I was satisfied
o Yes, probably
o Maybe
o No, probably not
o Definitely not
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1 would like your impressions about your overall perceptions of quality services relative to your expectations offered by UW-Stout staff defined as faculty,
academic staff, and support staff. Please think about the two different levels of expectations as defined below:

Minimum Service Level: the minimum level of service you consider adequate
Desired Service Level: the level of service performance you desire

For each of the following statements, please indicate: (a) your minimum service level by cireling one of the numbers in the first column; (b) your desired service
level by circling one of the numbers in the second column; and (c) your perception of actual services provided by UW-Stout staff by circling one of the numbers
in the third column.

My Minimum Service = My Desired Service My Perception of Quality

Level Is: Level Is: Services at UW-Stout Is:
When it comes to... No
Low  High Low  High Low  High Opinion
1234567 1234567 1234567 NO
Q10. Staff provide prompt service to students 1234567 1234567 1234567 NO
Q11. Staff consistently courteous 1234567 1234567 1234567 NO
Q12. Staff deal with students in a caring
fashion 1234567 1234567 1234567 NO
Q13. Staff provide service at promised time 1234567 1234567 1234567 NO
QI14. Staff understand the needs of the
students 1234567 1234567 1234567 NO
Q15. Staff provide visually appealing materials
associated with service (e.g., clear and
concise forms) 1234567 1234567 1234567 NO
Q16. Staff have the student’s best interest
at heart 1234567 1234567 1234567 NO
Q17. Staff are willing to help students 1234567 1234567 1234567 NO
Q18. Staff maintaining error-free
student records 1234567 1234567 1234567 NO
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Q19.

Q20.

Q21.

Q22.

Q23.

Q24.

Q2s.

Q26.
Q27.

Q28.

Q29.
Q30.
Q31.

Q32

Staff keep students informed about
when services will be performed

Staff provide services as promised
Staff instill confidence in students

Staff have the knowledge to answer
students’ questions

Staff are ready to respond to
students’ questions

Staff are dependable in handling
students’ service problems

Staff perform services right the
first time

Facilities are visually appealing

Staff give students individual attention

Staff have a neat, professional
appearance

Offices open convenient business hours

Offices have modern equipment

Staff assure students of the accuracy and
confidentiality of the services provided

Extremely Poor
1 2

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

. How would you rate the overall quality of services provided by UW-Stout? (Circle one number below)

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

1234567

Extremely Good

7

NO

NO

NO

NO

NO

NO

NO

NO

NO

NO

NO

NO

NO
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Listed below are five general features pertaining to UW-Stout and the services it offers. [ would like to know how important each of these features is to you when you evaluate
perceptions of quality services offered at UW-Stout. Please allocate a total of 100 points among the five features according to how important each feature is to you. The more
important a feature is to you, the more points you should give it. Please be sure the points you give add up to 100.

Q33. The appearance of UW-Stout’s physical facilities, equipment,

personnel, and communication materials. points
Q34. UW-Stout staff ability to perform the promised services dependably and accurately. points
Q35. UW-Stout staff willingness to help students and provide prompt service. » points

Q36. The knowledge and courtesy of UW-Stout staff and their ability to convey trust

and confidence. points
Q37. The caring, individualized attention UW-Stout staff provides to its” students. points
Total Points Allocated 100 points

(Hernon & Altman, 1998).

Q38. Please identify one particular UW-Stout office that you think provides overall excellent service.

Q39. Is there anything else you could add to this survey to help gain knowledge of whether services offered to graduate students at UW-Stout are what you expected or better
than you expected? If you need more space, please add another sheet of paper.

Thank you for your responses!

Please return this completed survey in the envelope provided or drop in the box outside of Room 11, Bowman Hall

by April 15, 2005.
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Published in the April 2005 Graduate School Newsletter
Research Project Request

Recently | sent out a survey requesting that you participate in my research project titled
“An Analysis of Graduate Students’ Perceptions of Quality Services Provided by
University of Wisconsin-Stout.” For those who have not returned your survey, please
return it by April 15. For those who already returned the survey, thank you very much.

| appreciate each of your responses. Thank you, Bonni Falkner
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To All Degree Seeking Graduate Students

Recently I sent out a survey requesting that you participate in my research project titled
“An Analysis of Graduate Students’ Perceptions of Quality Services Provided by
University of Wisconsin Stout.” For those who have not returned your survey, please
return it by April 15. For those who already returned the survey, thank you very much.

I appreciate each of your responses. Thank you. Bonni Falkner
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Table 20

Means and Standard Deviations for Question 32, Overall Quality of Services, Provided
by UW-Stout by Program

Program : N M SD  Std. Error
Applied Psychology 12 5.50 522 151
Career and Technical Education, M.S & Ed.S.21 5.76 .995 217
Education 16 5.63 1.147 287
Food and Nutritional Sciences 9 5.00 .866 289
Guidance and Counseling 36 5.53 1.134 .189
Hospitality and Tourism 11 5.45 1.128 34
Industrial/Technology Education 11 5.91 701 211
Marriage and Family Therapy 13 6.23 832 231
Mental Health Counseling 16 5.66 .598 .149
Risk Control 11 5.27 1.555 469
School Psychology, M.S. & Ed.S. 10 5.00 816 258
Training and Development 33 5.97 684 119
Vocational Rehabilitation 21 5.90 .768 .168

Total 220 5.67 962 .065
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Table 21

Homogeneous Subsets for Question 32 using Duncan’s Multiple Range Test by Program

Subset for alpha = .050

Program N 1 2 3
School Psychology, M.S. & Ed.S. 10 5.00

Food and Nutritional Sciences 9 5.00

Risk Control 11 5.27 5.27
Hospitality and Tourism l.l 5.45 5.45 5.45
Applied Psychology 12 5.50 5.50 5.50
Guidance and Counseling 36 5.53 5.53 5.53
Education 16 5.63 5.63 5.63
Mental Health Counseling 16 5.66 5.66 5.66
Career and Technical Education, M.S & Ed.S 21 5.76 5.76 5.76
Vocational Rehabilitation 21 5.90 5.90
Industrial/Technology Education 11 591 591
Training and Development 33 5.97 5.97
Marriage and Family Therapy 13 6.23
Sig. 069 101 066

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 14.093.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranted.
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Table 22

Means and Standard Deviations of Question 33 using Duncan’s Multiple Range Test by
Program

Program N M SD Std. Error

Applied Psychology 12 9.583 2.5746 7432
Career and Technical Education, M.S & Ed.S. 20 13.050 6.0565 1.3543
Education 16 11.813 12.2140  3.0553
Food and Nutritional Sciences 9 16.667 9.6825  3.2275
Guidance and Counseling 36 10.056 4.9624 8271
Hospitality and Tourism 12 11.000 6.3389 1.8299
Industrial/Technology Education 11 16.136 5.1676 1.5581
Marriage and Family Therapy 13 12.846 6.6689 1.8496
Mental Health Counseling 16 8.438 5.9774 1.4943
Risk Control 11 15.000 8.3666  2.5226
School Psychology, M.S. & Ed.S. 10 11.500 41164  1.3017
Training and Development 32 12.500 5.7136 1.0100
Vocational Rehabilitation 22 10.864 6.1512 1.3114

Total 220 11.852 6.7677 4563




Table 23

Homogeneous Subsets for Question 33 using Duncan’s Multiple Range Test

123

Subset for alpha = .050

Program N 1 2 3
Mental Health Counseling 16 8.438

Applied Psychology - 12 9.583 9.583

Guidance and Counseling 36 10.056 10.056
Vocational Rehabilitation 22 10.864 10.864  10.864
Hospitality and Tourism 12 11.000 11.000 11.000
School Psychology, M.S. & Ed.S. 10 11.500  11.500  11.500
Education 16 11.813 11.813  11.813
Training and Development 32 12.500 12.500 12.500
Marriage and Family Therapy 13 12.846 12.846 12.846
Career and Technical Education, M.S & Ed.S. 20 13.050 13.050 13.050
Risk Control 11 15.000  15.000
Industrial/Technology Education 11 16.136
Food and Nutritional Sciences 9 16.667
Sig. 124 .069 050 -

Means for groups in homogeneous subsets are displayed.
Duncan uses Harmonic Mean Sample Size = 14.192.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error

levels are not guaranteed.
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Table 24

Homogeneous Subsets for Question 33 using Duncan’s Multiple Range Test for the
Minimum Level of Service Considered Adequate by Program

Subset for alpha = .050

Program N 1 2 3
Marriage and Family Therapy 13 42115

Risk Control 11 43636  4.3636

Mental Health Counseling 16 4.4271 4271

Applied Psychology 12 4.5278  4.5278

School Psychology, M.S. & Ed.S. | 9 4.5278 4.5278
Hospitality and Tourism 9 4.6111 4.6111 4.6111
Education 15 4.7611 4.7611 4.7611
Guidance and Counseling 34 47892  4.7892  4.7892
Career and Technical Education, M.S & Ed.S 20 4.8292 4.8292 4.8292
Food and Nutritional Sciences 9 49444 49444 49444
Vocational Rehabilitation 16 5.2135 5.2135
Training and Development 27 5.2901 5.2901
Industrial/Technology Education 10 5.5000
Sig. 145 064 069

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Me¢an Sample Size = 14.192.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranted.
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Table 25

Homogeneous Subsets for Question 33 using Duncan’s Multiple Range Test for the
Desired Level of Service by Program

Subset for alpha = .050

Program N 1 2
Marriage and Family Therapy 13 5.5577

Hospitality and Tourism 9 5.6111

Risk Control 11 5.6364

Education 15 5.7722

School Psychology, M.S. & Ed.S. 9 5.8889

Vocational Rehabilitation 16 5.9063 5.9063
Training and Development 26 5.9936 5.9936
Career and Technical Education, M.S & Ed.S 20 6.0167 6.0167
Mental Health Counseling 15 6.0500 6.0500
Guidance and Counseling 34 6.0613 6.0613
Food and Nutritional Sciences 9 6.1389 6.1389
Applied Psychology 12 6.1528 6.1528
Industrial/Technology Education 10 6.6500
Sig. 138 .052

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.023.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranted.
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Table 26

Homogeneous Subsets for Question 33 using Duncan’s Multiple Range Test for the
Perception of Quality Services Received by Program

Subset for alpha = .050

Program N 1 2 3
Industrial/Technology Education 10 5.0000

Food and Nutritional Sciences 9 5.0000

Hospitality and Tourism 9 5.0648

Education 15 5.1979 5.1979

Risk Control 11 5.2500 5.2500

Marriage and Family Therapy 13 5.2692 5.2692

Applied Psychology 12 5.2708 5.2708

Mental Health Counseling 15 5.2708 5.2708

Guidance and Counseling 34 5.3946 5.3946
Vocational Rehabilitation 16 5.4740 5.4740

Training and Development 26 5.7372 5.7372 5.7372
Career and Technical Education, M.S & Ed.S 20 5.8250 5.8250
School Psychology, M.S. & Ed.S. 9 6.1750
Sig. .055 1010 .199

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.023.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranted.
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Table 27

Homogeneous Subsets for Question 34 using Duncan’s Multiple Range Test for Minimal
Level of Service Considered Adequate by Program

Subset for alpha =.050

Program N 1 2
Marriage and Family Therapy 12 4.6972

Mental Health Counseling 15 49667  4.9667
Risk Control 11 49848  4.9848
Food and Nutritional Sciences 9 5.1333  5.1333
School Psychology, M.S. & Ed.S. 9 5.3333 5.3333
Hospitality and Tourism 12 53750  5.3750
Education 14 54262 54262
Applied Psychology 12 54306  5.4306
Guidance and Counseling 34 54500 54500
Career and Technical Education, M.S & Ed.S 20 5.5000 5.5000
Training and Development 29 5.5989
Vocational Rehabilitation 19 5.6158
Industrial/Technology Education 11 5.8182
Sig. 067 .055

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.023.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranted.
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Table 28

Homogeneous Subsets for Question 34 using Duncan’s Multiple Range Test for
Perceived Level of Quality Services by Program

Subset for alpha = .050

Program N 1 2
School Psychology, M.S. & Ed.S. 10 5.0500

Education 15 5.3000 5.3000
Risk Control 11 5.3424 5.3424
Hospitality and Tourism 12 5.4444 5.4444
Food and Nutritional Sciences 9 5.4815 5.4815
Mental Health Counseling 15 57111 57111
Applied Psychology 12 5.7556 5.7556
Vocational Rehabilitation 19 5.7561 5.7561
Guidance and Counseling 34 5.8059 5.8059
Career and Technical Education, M.S & Ed.S 20 5.8250 5.8250
Training and Development 29 5.8483
Marriage and Family Therapy 13 5.9718
Industrial/Technology Education 11 6.0606
Sig. | .054 .063

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.883.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranted.
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Table 29

Means and Standard Deviations for Question 35 using Duncan’s Multiple Range Test by
Program

Program N M SD  Std. Error
Applied Psychology 12 21.875 6.1353 1.7711
Career and Technical Education, M.S & Ed.S. 20 21.400 5.3548 1.1974
Education 16 23.172 7.2208 1.8052
Food and Nutritional Sciences 9 21.111 9.6105 3.2035
Guidance and Counseling 36 20.722 6.9390 1.15656
Hospitality and Tourism 12 23.500  10.4751 3.0239
Industrial/Technology Education 11 17.727 4.1010 1.2365
Marriage and Family Therapy 13 19.846 5.3517 1.4843
Mental Health Counseling 16 20.938 5.8363 1.4591
Risk Control 11 22727  11.2614 3.3954
School Psychology, M.S. & Ed.S. 10 21.500 8.8349 2.7938
Training and Development 32 21.344 7.3599 1.3011
Vocational Rehabilitation 22 22.545 7.0287 1.4985

Total 220 23.456 17.0815 1.1516
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Table 30

Homogeneous Subsets for Question 35 using Duncan’s Multiple Range Test for Desired
Level of Service by Program

Subset for alpha = .050

Program N 1 2
Marriage and Family Therapy 13 6.1410

Risk Control 11 6.2727 6.2727
Vocational Rehabilitation 21 6.3175 6.3175
Training and Development 32 6.3750 63750
Career and Technical Education, M.S & Ed.S 21 6.3968 6.3968
Mental Health Counseling 16 6.4271 6.4271
Guidance and Counseling 35 6.4857 6.4857
School Psychology, M.S. & Ed.S. 0 6.5185 6.5185
Applied Psychology 12 6.5278 6.5278
Education 16 6.5333 6.5333
Hospitality and Tourism 12 6.6250 6.6250
Industrial/Technology Education 11 6.6364 6.6364
Food and Nutritional Sciences 9 6.6667
Sig. : 062 143

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 14.183.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranted.
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Homogeneous Subsets for Question 35 using Duncan’s Multiple Range Test for for
Perceived Level of Service Considered Adequate by Program

Subset for alpha = .050

Program N 1 2 3 4
Risk Control 11 5.1818

School Psychology, M.S. & Ed.S. 10 5.2667 5.2667

Food and Nutritional Sciences 9 54074 5.4074 5.4074
Education 16 5.5729 5.5729 5.57295.5729
Hospitality and Tourism 12 5.5833 5.5833 5.5833 5.5833
Mental Health Counseling 16 5.6458 5.6458 5.6458 5.6458
Career and Technical Education, M.S & Ed.S 21 5.7302 5.7302 5.7302 5.7302
Guidance and Counseling 35 5.7524 5.7524 5.75245.7524
Training and Development 32 5.9948 5.9948 5.9948
Marriage and Family Therapy 13 6.0000 6.0000 6.0000
Vocational Rehabilitation 21 6.0794 6.0794
Applied Psychology 12 6.0833 6.0833
Industrial/Technology Education 11 6.2424
Sig. 144 060 087 .090

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 14,183.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error

levels are not guaranted.
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Table 32

Means and Standard Deviations for Question 36 using Duncan’s Multiple Range Test by
Program

Program N M SD  Std. Error
Applied Psychology 12 23.542 7.4207 @ 2.1422
Career and Technical Education, M.S & Ed.S. 20 19.150 4.8371 1.0816
Education 16 18.797  7.6153  1.9038
Food and Nutritional Sciences 9 17.778  6.6667  2.2222
Guidance and Counseling 36 22417 6.8676 1.1446
Hospitality and Tourism 12 21417  9.0700  2.6183
Industrial/Technology Education 11 22273 46710 1.4084
Marriage and Family Therapy 13 22.308 12.6845 3.5181
Mental Health Counseling 16 27.500 12.5167 3.1292
Risk Control 11 20909  10.4447 3.1492
School Psychology, M.S. & Ed.S. 10 22.600 82354  2.6043
Training and Development 32 19.438 85154  1.5053
Vocational Rehabilitation 22 22455  7.1828 1.5314

Total 220 21.533 8.4287 878
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Table 33

Homogeneous Subsets for Question 36 using Duncan’s Multiple Range Test by Program

Subset for alpha = .050

Program N 1 2
Food and Nutritional Sciences 9 17.778

Education 16 18.797

Career and Technical Education, M.S & Ed.S 20 19.150

Training and Development 32 19.438

Risk Control 11 20.909  20.909
Hospitality and Tourism 12 21417 21417
Industrial/Technology Education 11 22273 22273
Marriage and Family Therapy 13 22308 22308
Guidance and Counseling 36 22417  22.417
Vocational Rehabilitation 22 22455 22455
School Psychology, M.S. & Ed.S. 10 22.600  22.600
Applied Psychology 12 23.542  23.542
Mental Health Counseling 16 27.500
Sig. 133 .076

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.023.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranteed.
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Table 34

Homogeneous Subsets for Question 36 using Duncan’s Multiple Range Test for Minimal
Level of Service Considered Adequate by Program

Subset for alpha = .050

Program N 1 2
Marriage and Family Therapy 13 4.6769

Risk Control 11 4.8545  4.8545
Mental Health Counseling 16 5.0000  5.0000
School Psychology, M.S. & Ed.S. 9 5.0444 5.0444
Hospitality and Tourism 12 5.1833 5.1833
Education 15 52033  5.2033
Food and Nutritional Sciences 9 53000  5.3000
Guidance and Counseling 35 53086  5.3086
Career and Technical Education, M.S & Ed.S 21 5.3476 5.3476
Training and Development 32 54828 54828
Vocational Rehabilitation 21 5.5071 5.5071
Applied Psychology 12 5.5083 5.5083
Industrial/Technology Education 11 5.6045
Sig. .055 .086

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.951.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranteed.
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Table 35

Homogeneous Subsets for Question 36 using Duncan’s Multiple Range Test for Desired
Level of Service by Program

Subset for alpha = .050

Program N 1 2 3

Risk Control 11 5.9636

Hospitality and Tourism 12 6.1000  6.1000

Marriage and Family Therapy 13 6.1962 6.1962 6.1962
School Psychology, M.S. & Ed.S. 9 6.3333  6.3333  6.3333
Training and Development 31 6.3516 63516  6.3516
Vocational Rehabilitation 21 63619  6.3619  6.3619
Applied Psychology 12 6.4167 6.4167 6.4167
Guidance and Counseling 35 6.4343 6.4343 6.4343
Education 15 6.4367  6.4367  6.4367
Mental Health Counseling 15 6.4400  6.4400  6.4400
Career and Technical Education, M.S & Ed.S 21 6.4619 6.4619 6.4619
Industrial/Technology Education 11 6.5727  6.5727
Food and Nutritional Sciences 9 6.7056
Sig. .085 .103 078

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.874.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranteed.
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Table 36

Homogeneous Subsets for Question 36 using Duncan’s Multiple Range Test for
Perceived Quality Services by Program

Subset for alpha = .050

Program N 1 2 3

Food and Nutritional Sciences 9 5.0944

Risk Control 11 52182  5.2182
Hospitality and Tourism 12 52500  5.2500  5.2500
Education 16 52719 52719  5.2719
School Psychology, M.S. & Ed.S. 10 5.3000 5.3000 5.3000
Guidance and Counseling 35 5.5871 5.5871 5.5871
Mental Health Counseling 16 5.5875 5.5875 5.5875
Applied Psychology 12 57833  5.7833 ~ 5.7833
Marriage and Family Therapy 13 5.8462  5.8462  5.8462
Training and Development 31 5.8468  5.8468  5.8468
Career and Technical Education, M.S & Ed.S 21 5.8976 5.8976 5.8976
Vocational Rehabilitation 21 5.9667  5.9667  5.9667
Industrial/Technology Education 11 6.0136 6.0136
Sig. .054 057 052

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 14.168.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranteed.
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Table 37

Means and Standard Deviations for Question 37 using Duncan’s Multiple Range Test by
Program

Program N M SD  Std. Error

Applied Psychology 12 21.625 8.8089  2.5429

Career and Technical Education, M.S & Ed.S. 20 21.250 7.3332 1.6398

Education 16 25.609  13.1925  3.2981
Food and Nutritional Sciences 9 22.222 8.7003 2.9001
Guidance and Counseling 36 25.000 8.9698 1.4950
Hospitality and Tourism 12 18.500 10.9835  3.1707
Industrial/Technology Education 11 23.409 5.9448 1.7924
Marriage and Family Therapy 13 23.077 6.6265 1.8379
Mental Health Counseling 16 23.438 9.0772 2.2693
Risk Control 11 19.545 6.8755  2.0730
School Psychology, M.S. & Ed.S. 10 17.900 7.6659  2.4242
Training and Development 32 20.844 8.4285 1.4900
Vocational Rehabilitation 22 22.455 9.7186  2.0720

Total 220 22.290 8.9555 .6038
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Table 38

Homogeneous Subsets for Question 37 using Duncan’s Multiple Range Test for
Minimum Level of Service Considered Adequate by Program

Subset for alpha = .050

Program N 1 2
Marriage and Family Therapy 12 4.5625

Risk Control 10 4.6333

Mental Health Counseling 16 4.8594 4.8594
Hospitality and Tourism 11 4.9848 4.9848
Career and Technical Education, M.S & Ed.S 21 5.1548 5.1548
Food and Nutritional Sciences 9 5.2222 5.2222
Guidance and Counseling 35 5.2548 5.2548
Applied Psychology 12 5.2708 5.2708
School Psychology, M.S. & Ed.S. 9 5.2778 52778
Education 15 5.3677 5.3667
Vocational Rehabilitation 21 5.4484 5.4484
Training and Development 29 5.4741 5.4741
Industrial/Technology Education 11 5.5909
Sig. .053 123

Means for groups in homogeneous subsets are displayed. Duncan uses Harmonic Mean
Sample Size = 13.568. The group sizes are unequal. The harmonic mean of the group
sizes is used. Type 1 error levels are not guaranteed.
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Table 39

Homogeneous Subsets for Question 37 using Duncan’s Multiple Range Test for the
Desired Level of Service by Program

Subset for alpha =.050

Program N 1 2

Risk Control 10 5.9917
Hospitality and Tourism 11 6.0682
Vocational Rehabilitation 21 6.2143  6.2143
Marriage and Family Therapy 12 6.2500  6.2500
Training and Development 28 6.3214  6.3214
Applied Psychology 12 6.3542 6.3542
Career and Technical Education, M.S & Ed.S 21 6.3810 6.3810
Mental Health Counseling 15 6.4000  6.4000
School Psychology, M.S. & Ed.S. 9 6.4167 6.4167
Guidance and Counseling 35 6.4405  6.4405
Education 15 6.4556  6.4556
Food and Nutritional Sciences 9 6.4722  6.4722
Industrial/Technology Education 11 6.7045
Sig. 123 113

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.492.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error
levels are not guaranteed.
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Homogeneous Subsets for Question 37 using Duncan’s Multiple Range Test for

Perceived Quality Services by Program
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Subset for alpha = .050

Program N 1 2
School Psychology, M.S. & Ed.S. 10 5.1250

Risk Control 10 5.2000

Food and Nutritional Sciences 9 5.2222

Education 16 53750  5.3750
Hospitality and Tourism 11 5.5985  5.5985
Guidance and Counseling 35 5.6024  5.6024
Mental Health Counseling 16 5.6094  5.6094
Industrial/Technology Education 11 5.7273 5.7273
Applied Psychology 12 58542  5.8542
Training and Development 28 5.8869  5.8869
Career and Technical Education, M.S & Ed.S 20 5.8917 5.8917
Marriage and Family Therapy 13 5.9038 5.9038
Vocational Rehabilitation 21 6.1706
Sig. 064 054

Means for groups in homogeneous subsets are displayed.

Duncan uses Harmonic Mean Sample Size = 13.828.

The group sizes are unequal. The harmonic mean of the group sizes is used. Type 1 error

levels are not guaranteed.
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Responses from Survey Question 39: Is there anything else you could add to this

survey to help gain knowledge of whether services offered to graduate students at UW-

Stout are what you expected or better than you expected?

1.

Worse than expected in terms of academic content, graduate courses offered
especially with undergraduate students don't seem to be of graduate level. Need
more research for student exposure and funding such as Graduate
Assistantships. Administrative staff are friendly and reliable.

Services offered to students here is better than I expected. However, it could be
better if faculty add up more high technology especially in library.

As a non-traditional student, I would like to see more evening course offered
and more on-line courses. [ would like the program to be more conducive to my
schedule.

The technology does not seem as advanced as I thought it would be for being
the "technology driven" school. A lot of the equipment does not seem to work in
the classrooms.

Some of the staff in the Business Office where I pay my bill are sometimes rude
and appear to carry a grudge. It would help if they would smile and say thank-
you.

I've been pleased with the amount and quality of services provided by Stout. As
a non-traditional student who's not on campus very often other than for classes,
it's important that I'm made aware of services available to me and if I choose to
utilize the services they are easily accessible. That has impressed me so much

about Stout because not only was [ made aware of the services but the people



10.

11.

12.

13.

143

who worked with the services were knowledgeable, polite, and accurate. ['ve
been continually impressed.

Professional service and etiquette has been questionable with several of the staff
members in the School Psychology department in the past two years.
Additionally, computers and space/supplies for this program are not adequately
up-to-date.

How often a student used services.

I enjoyed attending Stout. I love my teachers and peers. | am concerned about
my program in general. I am unsure of the strength of the program. The more I
learn about the field the less confident I am. I feel the program could adjust
classes to by more relevant to the needs in schools today. 1 feel too many classes
are borrowed from Mental Health and School Psychology programs.

I experienced excellent advising.

Email and computer information should be provided. How to use student
website was supposedly provided.

On-line courses are not as organized as expected. Response to email from some
on-line course instructors isn't as timely as expected. On-campus classes are
going well.

Summer courses need to be friendlier (hours & days) for traveling students with
families. One month in summer is too long to stay away from our families. Even

by going home on weekends it gets expensive (gas!!).
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The biggest connection that can be made is a staff member saying I know what
you're going through. I can help guide you (relating to student's needs builds
confidence).

Possibly specific questions about the overall Graduate School office and their
staff since all students have to deal with them at some point during their
graduate studies.

I completed my Master's a few years ago. | had a great experience with all
services I used at Stout.

Distance Education assistant in Bowman Hall was the key reason why I was
able to complete my Master's degree. Graduate School staff very helpful too.
The degree was very challenging, not easy. The knowledge that I gained has
helped me in my trade and life.

[ appreciate the opportunity provided by the graduate cohort program. This
allows me to work on my Master's and also work my full-time job.

I would have expected that the Graduate office or responsible party would have
made a phone call when my thesis was kicked back due to mechanical errors.
Email is unfriendly and inhumane when dealing with such a critical document
(thesis).

I have been very happy with the extra effort staff/faculty put forth for off-
campus students.

I was very satisfied with the program. I participated in a cohort group that met
in Pewaukee. I was pleased that previously taken coursework that I had taken

for graduate credit transferred as program electives. I was very impressed with
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the quality and real world experiences of the faculty. I thoroughly enjoyed the
experience. The completion of my master's degree has provided me with
increased opportunities at my place of employment.

My thesis advisor was excellent. He went far beyond my expectations and
helped me to finish the program.

I was very disappointed in the thesis process. I've had 3 different professors
giving me 3 different perspectives-for a plan B paper! 95% of all comments are
related to format instead of content. It was an exercise in following directions,
not research.

Lumping "staff" together with "support staff" somewhat vague. Does
administrative staff fall into this category? This could change my answers if it
isn't included.

Have more computer/labs in academic buildings instead of just in the library. It
would be nice to have lounge areas for students that included microwave,
refrigerators, etc.

On-line courses and weekend courses very valuable. Many of us work so we
need these options

1 did not know what to expect. Most employees on campus are great but there
are some 1'd rather not see again.

More updated information would be beneficial especially in the counseling field
which is continually growing and changing.

The staffing of the School Psychology Department is shaky. They need to

recover from unexpected staff absences faster.
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Services need to be compared to other schools, ie. quality of UW-Eau Claire
computer labs versus UW-Stout's.

Help with thesis was poor.

When [ started in the program, I felt the unique needs of non-traditional students
were important and taken into consideration. This service has slowly but
steadily decreased. I think my graduate program now caters to traditional
students who live on-campus.

Financial Aid and Career Services are very helpful. I think I would have
benefited from some kind of orientation to the campus.

The Interim Program Director last semester went above and beyond to help me!
I will graduate in May. I have had a great experience.

UW-Stout continues to be a challenge for me to enjoy. The university has
always been disorganized in its registration process, has been known to change
course scheduling without notice, and will often say one thing but do another. It
lacks consistency in its advisement of students and holds enormously high
standards. It is also inflexible for its nontraditional students. I think full-time
graduate students have more success at UW-Stout than part-time students.
Financial Aid office is always friendly and knowledgeable. I don't really have
an opinion about other offices/services.

I think there should be more help finding professional occupations when
students are finished.

The Graduate School could be more visible to the graduate students. In this I

mean the information from that office should be more readily available.
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Possibly all graduate students should be given an orientation on their office
services.

I was disappointed with faculty interest towards student needs. Not considering
specific needs of each individual student and being more concerned about the
general enrollment numbers.

I was disappointed in the lack of content in my courses. My graduate program
was easier than my undergraduate program at UW-Eau Claire. Stout is a
friendlier university designed to meet the needs of adult students (varied class
formats).

On survey question 8, I answered maybe. That is because UW-Stout is the only
M.S. program in the area that is relevant to my career. If another program
became available, I would consider it over UW-Stout. I will not name those that
have provided unacceptable customer service unless specifically requested.
Non-traditional courses coordinate nicely off-campus.

Problems in terms of delays were the only ones I had and involved comments
and feedback from statistics department and occasionally delays in
communication via email with thesis advisor. I was doing all work off-campus.
Need to offer more variety of programs and classes within programs.

Cohort program was well-planned and organized overall. Some individual
instructors were not real organized, but that's just personality. Overall I was

very pleased with my program.
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UW-Stout should drop its graduate programs and keep a focus on being the best
in its undergraduate studies. Stout is not a research institution and its graduate
programs should be cut in the big round of budget issues.

I was very satisfied with all aspects of my education at UW-Stout. Because of
my Master's degree [ am earning $95,000. Thanks!

Athletics was clean, courteous, and helpful.

I would have liked a class that focused on qualitative research rather than
quantitative. |
Sometimes I feel that professors could gain from a little customer service
training. It's frustrating when a department chair does not have time to talk or is
too overwhelmed with their duties to help.

Please look at how to communicate with off-campus (distance learning)
students better. Expectations and/or directions for registering, ACCESS Stout,
etc., are not designed well enough for students who can't get there. This is
absolutely crucial! Thank you!

I was very dissatisfied with several professors’ behavior and treatment of
students in the classroom environment. Even when concerns were raised by a
number of female students, nothing was changed. Gossip among the
professional staff was unprofessional and confidentiality was ignored. I felt
nontraditional students were targeted and treated differently and therefore my
graduate experience was less than satisfactory which left me with a poor
perception of the program I graduated from. However I did develop a number of

professional relationships through network opportunities which enabled me to
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obtain employment in my field upon graduation. I also passed both national
certification exams the first time with flying colors so I did overcome the
negative behavior and treatment received from the Rehabilitation Department.
Off-campus classes in the Twin Cities area (Minneapolis, St.Paul).

Ability to pay class fees on-line with Visa card. Better/improved video feeds for
distance education. More choices for program concentrations for distance
students.

I'm very disappointed in the program. I can't get the classes I need and the level
of work is more like regurgitation than higher level thinking. I'm attempting to
transfer to another institution.

The only service that I would have found extremely helpful is an individual very
knowledgeable in the art of writing other than instructors. The instructors were
wonderful, however do to their busy schedules often times needed extra time
was shortened and having someone else on campus would have been helpful.
The most important asset UW-Stout has is it is a teaching school and NOT a
research school.

I had a great experience during my graduate program and obtained a great job
through the required internships. I am still in contact with professors for
networking purposes.

Excellent Marriage Family Therapy program. More space needed! Hands on
approach with small group size makes graduates highly sought after in work
force.

No areas to respond specifically to negative experiences.
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No contact with graduate students after graduation except donation letter-very
tacky. No real help with finding a position in field-poor follow-up reputation for
program. Program was a bit disorganized and should have a "marketable" title
such as "Human Performance..." or "Human Performance in Business.”

Office hours aren't important but the response time to email should be within 24
hours or less. I have always had a quick response to email and it is a great tool
to use to have that one-on-one student/instructor contact.

Most offices provided better than average services.

I do feel the cost of on-line courses is extremely high and double that of other
schools in my area. I do feel the Vocational Rehabilitation program is great and
I appreciate them offering the on-line program.

Once I complete my course work, why do I have to fill out forms to receive my
degree? I think that should all be done for you by the Graduate School.

I would like to see more of a focus on job placement! I have the degree but the
job in my field is still not a reality. Stout is extremely service oriented but it is
important to remember to stay true to the foundation of academic systems and
process! In this age of service it seems we lose focus of the concrete foundation
process and instead move towards an abstract/wishy washy institution.

I was pleased with much of my program. The program was organized in a way
that allowed me to get my degree. I saw areas for improvement but I felt Stout
really tried to do their best to meet our needs.

Ensure distance learners are tied into the UW-Stout community.



69.

70.

71.

72.

73.

74.

151

Graduate classes should be separate and be exclusively to graduate students. I
am not in support of clubbing (joining) uﬂdergraduate and graduate students
together.

It seems that the on-line program is moving forward and progressing. Overall 1
am very pleased with my choice of schools and have recommended Stout to
others.

Appearance of facilities, equipment, etc., is not material to me nearly as much
as are these things/people effective in providing the services. If the presentation
of the food and an expensive restaurant is visually beautiful, but the food tastes
lousy - forget it - I'll want my money back.

The only office I really had to deal with was Registration and Records to get
classes registered and it seemed like the staff was unaware of graduate classes.
So you bounce between that office and the Graduate School. They should give
more respect to graduate students. Most of us have gone through this before in a
different way at a different university.

Recently, a sfaff member in my office registered for her first graduate level
course through Stout Solutions/Continuing Education. She was a bit frustrated
by the lack of information shared with her regarding email, ID card, etc.
Although not accepted into a program, she was a customer and received no
service.

Career planning and faculty advising are in my opinion the most valuable

services offered.
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I have had experience at six institutions of higher learning and I have never met
anyone who is as willing to go above like the Graduate School.

Possibly look at how graduate courses prepared students for success
(confidence, finding a job in the field desired, readiness) in their field of study.
I experienced one frustrating class which was a unique situation. I did not
consider this class while completing the survey because the rest of my
experiences were very positive.

[ am a "non-traditional" student. I feel most professors do not take that into
consideration. I've also registered for classes, arranged my work schedule
accordingly, only to have the course time change just before classes begin. I've
also had a very unpleasant experience with a tenured faculty member whose
performance we were not asked to evaluaté at the end of the semester.

I felt that the Graduate School and my instructors did a better job of keeping
track of my records than the undergraduate personnel. Due to office error, my
name and summa cum laude was missed on the graduation program. And I had
to go to the office to correct it. Finally received my high honors but no one
knew it. It was too late to change the program. I was pretty disappointed.
Overall, very good! Family & Consumer Education was excellent too! Consider
advisors to research papers have adequate time and energy to mentor. Possibly a
staff person that interacts with students would be especially good in customer
service.

The Graduate School needs to keep students better informed to procedures.

Also, I was mailed another students thesis with my cover sheet on it. When I
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called and notified the Graduate School of this occurrence, no one rectified the
problem.

Overall, I feel that Stout has provided me with a quality education. But, I do not
feel that staff in nonacademic areas of the university have provided me with a
positive experience, ie. Perkins Loan Office, StoutOne Card Office. When first
attending this university there was no one to answer basic questions. Everyone
referred me to the website which was useless.

I am a new therapist, with graduation only a year behind me. I wish I had more
time to complete survey, but without information about how it's to be used. I
can not weigh cost/benefit for taking the time to complete. [ had a very mixed
experience at Stout. Within the Marriage Family Therapy department, some
staff members were excellent- well, beyond that! They were caring, helpful,
insightful, quality people. Others were truly awful. A few within the department
actually brought my self-esteem to an all-time low and my attempts to resolve
with-in the department were unsuccessful. I don't believe that your quantitative
study can measure this type of polarized experience; please consider that I want
to be helpful but do not want to participate if any response is not helpful. Would
you consider revising your questions so that "staff" are not measured as just a
quantity of one?

River Falls has an Art Ed Masters-with a thesis or art show choice. Some
Master's have groups that collaborate with a mother hen over them so there is

help if one runs into trouble. Services weren't what I expected.
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Department services, Food and Nutritional Sciences needs more scientists and
less professors who like to cook. Equipment needs to be urgently updated and
professors need to be trained how to use them. The Food and Nutritional
Sciences Department needs to have more communication with the Chemistry
and Biology Departments. Need IFT Certification!

My advisors and thesis committee were very helpful, answered my emails
promptly, and were encouraging.

Graduate students are typically non-traditional or have time limitations. Stout
should offer services, even for additional fees, to accommodate. Examples
would include textbook mail service and eliminating standing in line to register
for classes. Also, professors don't always think about students that travel long
distances and require multiple or extensive group projects.

The instructors were all helpful to keep the cohort group informed, in sync and
in touch (from my T&D). The support staff sent out timely communication and
was responsive to questions. I recommend the Training and Development
program to others. I thought it was run well.

Services provided to students in the Vocational Rehabilitation MS program is
way above average. All staff, from support to director, give 100+% to providing
quality services throughout the program and follow along, follow up services
post graduation.

Stout has it all together.

When I returned to school it was a huge commitment besides working full-time.

Stout was awesome in accommodating a working schedule and was flexible
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with scheduling (weekend/evening). The professors knew that we were working
adults and respected that. I had numerous professors go out of their way to meet
with us or even give HOME phone numbers. They were really great!. The
professors were really flexible and really were friendly toward the students. I
was encouraged at the beginning and I think that helped me stick with it. One
staff member got over my research fear-Great teacher. They were all great!

The single most important change in service improvement you could make is to
replace the manual paperwork with electronic forms and approvals.

I feel like many of the things I was told or promised were just a carrot to get me
in the door. Many classes/services weren't accurate with the information I was
given. Response time from instructors is horrible!

Yes, staff in the Chemistry, Biology, and Food & Nutritional Sciences
departments were all excellent. I would add however, that I was not satisfied
with Career Services-the staff were nice but recruitment opportunities were very
limited.

I don't have much interaction with the Graduate School. Therefore my program
office is more important. I think the staff could know more about graduate
studies. Sometimes I (& other peers) have felt our perception of course offerings
& how professors treat students in class is irrelevant to the program. The CPL
Lab needs to be updates. It looks more like a storage area. Rooms are poorly
kept up and need "warmth" for clients.

I found the immediate support staff, program staff, and professors in my

program (MSAP) to be excellent for the most part. However, when dealing with
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UW-Stout staff in other departments (Registration & Records, Mailroom, one
individual in the Graduate School I found them to be bored, condescending, and
intolerant. I expect better. I also found the paperwork, procedures, other BS
involved with graduation unclear and irritative. Better web presence with flow
chart that indicates what needs to be done at what point.

Personal attention is even more important for distance learners (Appleton).

This survey was a bit too detailed and I wouldn't be surprised if that reduces
your level of compliance.

The facilities in the Vocational Rehabilitation are dirty.

Ed.S. at Stout is not advertised. Most students don't know about it. Lack of
support facility for non-traditional working students.

Instructors should have assessments done at the end of the semester. Jobs and
internships should be thru Career Services not the program director.
Scholarships should be thru Financial Aid not run by program directors.

This department has been more than caring and helpful during my time at Stout.
The people who make up the Training and Development team are very
professional individuals.

I did learn that what instructors and head of department would "say" had to be

in writing if you wanted to follow through on it!






