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EXECUTIVE SUMMARY
	Since 1995, Fayetteville State University has conducted surveys of student satisfaction to learn how students perceive their experiences, programs, and services and to identify areas that may need to be improved.  Fayetteville State University uses the information collected to ensure that students receive a meaningful education that will prepare them for their future.  The information gathered is also used to enhance quality programs and service excellence.  Student satisfaction is one of the key performance indicators that the university uses to ensure that programs remain strong, responsive, and needs driven.
	During the spring 2009 semester, approximately 3,100 students across all year classifications were invited to complete the Noel Levitz Student Satisfaction Inventory (SSI).  Eighteen percent (18%) of the distributed survey forms were completed and returned.  The 555 students who responded represented 9.6% of FSU’s total spring 2009 enrollment of 5,766 students.  The following are highlights of the findings from the spring 2008 survey:
· In 2009, 35% of the survey respondents indicated that FSU was their first choice of an institution to attend.
· In spring 2009, students listed “academic advising” as the scale most important to them, followed by “safety and security,” and “instructional effectiveness.”  These priorities are also reflected nationally among students attending four-year institutions.
· Students at FSU were most satisfied with academic advising and the level of campus support services offered, and were least satisfied with the amount of parking available on campus (a trend mirrored at the national lever), and the selection of food in the cafeteria.
· Student satisfaction with FSU was significantly below the national group in 3 of the 12 scales measured (significant difference being defined as .30 or greater satisfaction gap between groups).
· In 2009, the largest disparities between what mattered most to students and their satisfaction with current University performance occurred in the areas of student parking availability, getting the “run-around”, and the selection of food available in the cafe.
· Students classified as freshmen expressed greater overall satisfaction with their experiences at FSU (55%) followed by seniors (51%), juniors (49%), and sophomores (47%)
· The cost to attend, financial aid, and academic reputation of the institution were cited as the top three important factors in decisions to enroll at FSU.
· Students expressed a relatively high level of satisfaction with the information provided on the FSU web site.
· Seventy-five percent of the respondents said they planned to graduate from FSU, while 18% indicated they planned to transfer to another institution.
· Of greatest importance to commuter students is being able to register with few conflicts, valuable course content in the major, and well-lighted and secure parking areas.

BACKGROUND
	The SSI is a nationally-normed instrument whose purpose is to measure student satisfaction on a range of college experiences.  The SSI calculates “satisfaction” based on the disparity between importance to students on a set of programs and services and how well those programs and services are meeting students’ expectations.  Thus, there are three scores for each of the inventory items:  an importance score, designed to measure the strength of a student’s expectations; a satisfaction score, designed actual experience on campus; and a performance gap score – the difference between the importance and satisfaction scores.  By examining these “performance gaps,” it is possible to put student satisfaction within the context of expectations.  Comparison group data from four-year public institutions about importance, satisfaction, and performance gaps are also provided.  The SSI uses a 7-point Likert Scale with responses ranging from “Very Important” (7) to “not important at all” (1) for expectation items, and “Very Satisfied” (7) to “not satisfied at all” (1) for satisfaction items.
	Thirteen campus-defined items dealing with institutional climate and demographics were also added.  Included in this mix were two open-ended statements pertaining to the FSU environment.  The following statements were analyzed independent of the importance and satisfaction items on the survey and are reported in the Conclusion section of this document.  (Both positive and negative comments have also been emailed under separate cover to university leaders):
1.  The most positive comment I would like to make about FSU would be:
2. What would you change about your FSU experience?  Be specific.
The Noel Levitz Student Satisfaction Inventory (SSI) was first administered at Fayetteville State University in the fall 1995 term to a select group of scholarship recipients.  From 1996 to 2004, the survey was administered annually to freshmen enrolled in the second semester of the Freshman Seminar course.  Since the spring 2005 term, the survey has been administered to a sampling of the entire student population in an effort to obtain greater representation among students.  The purpose of the survey is three-fold:  (1) to identify positive aspects of the campus environment, (2) identify areas in need of improvement, and (3) to inform the university’s planning efforts.
The survey was coordinated and administered through University Testing Services.  Completed survey forms were sent to Noel Levitz for analysis and processing, and a comprehensive report was prepared by University Testing Services.  Copies of the full report may be obtained by visiting the University Testing Services website.
WHO ARE THE RESPONDENTS?
	In order to achieve a representative sample, specific timeframes in the course schedule were targeted for SSI administration.  The SSI was distributed to classes that met on Tuesdays and Thursdays at 9:30 a.m., University College faculty regardless of class meeting times, and to graduate classes that met at 6:00 pm daily.  The survey was administered during a two-week period in April, 2009.
	Overall, 555 (or 9.6%) of 5,766 undergraduate students responded.  The freshmen class was slightly over-represented in the group (29%), all other year groups, sophomores (22%), juniors (15%), seniors (24%), and graduate students (7%), were relatively well-represented.  In spite of the relatively low response rate, the total number of 555 students responding is a statistically valid sample.  Although this data does allow us to make valid generalizations about the entire population, decisions or initiatives based solely on this study might be more easily justified if they are related to freshmen.  Representation among students who lived in the residence halls (42%) was greater than that of the total FSU population in which only 24% lived in residence halls.  Detailed comparative data is included in Table 1:
Table 1:  Comparative Demographic Information:
	General FSU Student Body
 Demographic Information 
Spring 2009
	SSI Participants 
Demographic Information 
Spring 2009

	Gender
	 
	N
	%
	 
	Gender
	 
	N
	%

	 
	Female
	3,950
	68.5% 
	 
	 
	Female
	343
	65.6%

	 
	Male
	1,816
	 31.5%
	 
	 
	Male
	180
	34.4%

	 
	Total
	5,766
	 100%
	 
	 
	Total
	523
	100.0%

	 
	 
	 
	 
	 
	 
	 
	 
	 

	Age
	 
	 
	 
	 
	Age
	 
	 
	 

	 
	18 & Under
	538
	 9.3%
	 
	 
	18 & Under
	76
	14.6%

	 
	19 - 24
	2,766
	 48%
	 
	 
	19 - 24
	338
	64.9%

	 
	25 & Over
	2,462
	 42.7%
	 
	 
	25 & Over
	107
	20.5%

	 
	Total
	5,766
	 100%
	 
	 
	Total
	521
	100.0%

	 
	 
	 
	 
	 
	 
	 
	 
	 

	Race
	 
	 
	 
	 
	Race
	 
	 
	 

	 
	Black
	4,116
	 71.4%
	 
	 
	Black
	389
	75.5%

	 
	American Ind.
	67
	 1.2%
	 
	 
	American Ind.
	5
	1.0%

	 
	Asian
	66
	 1.2%
	 
	 
	Asian
	5
	1.0%

	 
	White
	960
	 16.6%
	 
	 
	White
	48
	9.3%

	 
	Hispanic
	246
	 4.3%
	 
	 
	Hispanic
	27
	5.2%

	 
	NR Alien
	32
	 0.6%
	 
	 
	NR Alien
	21
	4.1%

	 
	No response
	279
	 4.7%
	 
	 
	No response
	20
	3.9%

	 
	Total
	 5,766
	 100%
	 
	 
	Total
	515
	100.0%

	 
	 
	 
	 
	 
	 
	 
	 
	 

	Class Level
	 
	 
	 
	 
	Class Level
	 
	 
	 

	 
	Freshman
	918
	 15.9%
	 
	 
	Freshman
	150
	28.7%

	 
	Sophomore
	994
	 17.2%
	 
	 
	Sophomore
	113
	21.6%

	 
	Junior
	1,051
	 18.2%
	 
	 
	Junior
	79
	15.1%

	 
	Senior
	1,803
	 31.3%
	 
	 
	Senior
	127
	24.3%

	 
	Graduate
	414
	 7.2%
	 
	 
	Graduate
	40
	7.7%

	 
	Other
	586
	 10.2%
	 
	 
	Other
	14
	2.6%

	 
	Total
	 5,766
	 100%
	 
	 
	Total
	520
	100.0%

	 
	 
	 
	 
	 
	 
	 
	 
	 

	Residency
	 
	 
	 
	 
	Residency
	 
	 
	 

	 
	In State
	5,497
	 95.3%
	 
	 
	In State
	480
	92.8%

	 
	Out of State
	269
	 4.7%
	 
	 
	Out of State
	37
	7.2%

	 
	Total
	 5,766
	 100%
	 
	 
	Total
	 
	100.0%

	 
	 
	 
	 
	 
	 
	 
	 
	 

	Housing
	 
	 
	 
	 
	Housing
	 
	 
	 

	 
	On-Campus
	1,391
	 24.1%
	 
	 
	On-Campus
	218
	42.1%

	 
	Off-Campus
	4,375
	 75.9%
	 
	 
	Off-Campus
	300
	57.9%

	 
	Total
	 5,766
	 100%
	 
	 
	Total
	518
	100.0%



Following are other key demographics of the sample:
· 64.9% were 19 – 24; 14.6% were 18 years old or younger; 13.9% were 25 – 34; and 6.7% were 35 or older.
· 65.6% were female; 34.4% were male.
· 75.5% were black; 9.3% were white, 5.2% were Hispanic; 11.9% included other ethnic groups and those who chose not to respond.
· 26.9% were employed full-time; 33.4% were employed part-time; 39.7% were not employed.
· 93.4% attended full-time; 6.6% attended part-time.
· 12.25% were in the College of Basic and Applied Sciences; 40.36% were in the College of Humanities and Social Sciences; 8.65% were in the School of Business and Economics, and 19.45% were in the School of Education, and the others were undecided.
· 60.3% of the respondents are employed either full or part-time.
· One half of the respondents (50%) indicated they would enroll at FSU if they had to do it over again.
· 53% of FSU students are “Satisfied” with their overall experience at the university compared to 73% at four-year publics nationally.
WHAT DID WE LEARN?
	Between 2008 and 2009, students’ overall satisfaction with their experience at FSU decreased on all scales except academic advising and safety and security, both of which experienced slight increases in satisfaction.  As was the case in 2008, academic advising remained the composite scale that students listed as most important to them, followed by safety and security.  Academic Advising also proved to be one of the scales with which students were most satisfied, along with campus support services.  Within the Academic Advising scale, students rated the following priorities as being particularly satisfying:  (1) my academic advisor is approachable, (2) My academic advisor is concerned about my success as an individual, (3) My academic advisor helps me set goals to work toward, and (4) My academic advisor is knowledgeable about requirements in my major.
	Campus support services received especially high marks from FSU students, with students expressing satisfaction with the resources and staff available in the library, bookstore, and computer labs.  Tutoring services also received relatively high satisfaction marks.  Other individual items in which students expressed satisfaction included:  (1) the variety of intramural sports offered, (2) equal opportunities for males and females to play sports, (3) the sense of belonging felt by students, (4) intercollegiate athletic program and its contribution to school spirit, (5) the reasonable “rising junior” testing requirement.
	Satisfaction among FSU students was lowest on the issue of adequate parking, with a performance gap of 2.72.  However, it should be noted that although issues related to adequate parking remain a challenge for FSU, our students are significantly less dissatisfied with parking problems than are their peers in the national group.  Other areas in which we did not meet our students’ expectations were in timeliness of financial aid awards and getting the “run-around” when seeking information on campus.
	Although the areas described as challenges are consistent with the challenges faced at many other institutions, they cannot be ignored because they are an indication of which expectations are not being met.  Challenges are defined as areas of high importance, but low satisfaction, or large performance gaps.  Challenges represent the areas that students care about the most and feel can be improved upon on campus.  Table 2 lists in descending order of importance the items denoted as challenges in spring 2009:
Table 2:  Items defined as challenges by Noel Levitz
	Expectations
	Importance
	Satisfaction
	Gap

	1.    I am able to register for classes I need with few conflicts.
	6.36
	4.65
	1.71

	2.    The campus is safe and secure for all students.
	6.33
	4.56
	1.77

	3.    Classes within my major are scheduled so I am able to graduate in 4 years (Campus item 9).
	6.33
	4.78
	1.55

	4.    Adequate financial aid is available for most students.
	6.27
	4.76
	1.51

	5.    Faculty are fair and unbiased in their treatment of individual students.
	6.26
	4.69
	1.57

	6.    Financial aid awards are announced to students in time to be helpful in college planning.
	6.25
	4.41
	1.84

	7.    Financial aid counselors are helpful.
	6.25
	4.52
	1.73

	8.    The personnel involved in registration are helpful.
	6.23
	4.72
	1.51

	9.    Parking lots are well lit and secure.
	6.21
	4.54
	1.67

	10.  The amount of student body parking space on campus is adequate.
	6.19
	3.29
	2.90

	11.  Security staff respond quickly to emergencies.
	6.19
	4.59
	1.60

	12.  This institution shows concern for students as individuals.
	6.18
	4.73
	1.45

	13.  Faculty take into consideration student differences as they teach a course.
	6.16
	4.65
	1.51

	14.  It is an enjoyable experience to be a student on this campus.
	6.11
	4.58
	1.53



TARGET GROUPS
	The results of the 2009 Student Satisfaction Inventory demonstrate what matters most to our students as well as how satisfied they are with the things they consider important.  Several groups were targeted to see whether or not there were general areas in which they differed significantly in terms of their specific expectations and overall satisfaction.  Those reading this report are encouraged to carefully review the full report in order to answer specific questions about any one group.  Comprehensive reports by group, grade classification, ethnicity, and housing status are available at the University Testing Services website under the Assessment Reports link.  The table that follows is provided to give an overview of how the various groups responded:
Table 3:  Top three areas of highest importance, greatest satisfaction, and greatest challenge by grade classification:
	Classification
	Importance
	Satisfaction
	Performance Gap

	Freshmen
	·Academic Advising ·Recruitment and Financial Aid                                  · Instructional Effectiveness
	·Academic Advising  ·Campus Support Services                             · Instructional Effectiveness
	·Safety and Security  ·Recruitment and Financial Aid  
·Campus Climate

	Sophomores
	·Academic Advising   ·Recruitment and Financial Aid  ·Safety and Security  ·Instructional Effectiveness
	·Campus Support Services 
·Academic Advising ·Responsiveness to Diverse Populations
	·Safety and Security ·Recruitment and Financial Aid 
·Registration Effectiveness

	Juniors
	·Safety and Security ·Academic Advising  ·Registration Effectiveness
	·Academic Advising ·Campus Support Services 
·Instructional Effectiveness
	·Safety and Security ·Recruitment and Financial Aid 
·Registration Effectiveness

	Seniors
	·Academic Advising                    ·Safety and Security ·Registration Effectiveness
	·Academic Advising ·Campus Support Services 
·Instructional Effectiveness
	·Safety and Security ·Recruitment and Financial Aid 
·Registration Effectiveness



FSU AS INSTITUTION OF CHOICE
	Choosing a college is, for students and their parents, often a complex process.  A recent Lumina Foundation report notes that while many aspects of the college-choice process have changed during the past fifty years, some important things remain the same.  Cost of attendance and proximity to students’ homes continue to be important factors in choosing college.  The report also notes that the junior year in high school is likely to be the year during which most students will conduct their college search and decide where to apply.
	According to Noel Levitz, every institution will have students who do not select the institution as their first choice.  This is no less true of the students who matriculate at FSU.  The research shows that institution choice impacts satisfaction and that satisfaction impacts retention.  The results of the current study include interesting data related to FSU as choice of an institution to attend.  Table 5 describes the four-year trend of students who selected FSU as their first choice of an institution to attend followed by Table 6 which provides an overview of how students assigned to various schools and colleges responded to the item on choice of institution to attend:
Table 4:  PERCENT SELECTING FSU AS FIRST CHOICE TO ATTEND


Table 5:  Choice of Institution by Degree Program Area
	College or School
	First Choice
	Second Choice
	Third Choice

	Basic & Applied Sciences
	34%
	28%
	38%

	Humanities & Social Sciences
	32%
	39%
	29%

	Business & Economics
	40%
	27%
	33%

	Education
	39%
	35%
	26%

	Undecided
	26% 
	25% 
	20% 




CONCLUSION
	In general, FSU students reported modest levels of satisfaction with their campus experiences.  The modest level of satisfaction expressed is further evidenced by the preponderance of positive comments made by more than 250 respondents to the open-ended statement, “The most positive comment I would like to make about FSU would be”, in contrast to the 248 comments to the open-ended question, “What would you change about your FSU experience?” Furthermore, of the 89 items used to measure relative satisfaction, 16 were listed as strengths and 14 were listed as challenges.  Noel Levitz defines strengths as items above the mid-point in average importance and in the lower 25% in students’ average satisfaction scores.  Challenges are defined as items above the mid-point in average importance and in lower 25% in students’ average satisfaction scores.  It should be noted that there were 5 items in which FSU students reported higher levels of satisfaction levels among FSU students were lower than the national group.  It is noteworthy that FSU students were more satisfied with academic advising than their peers at other four-year institutions.  This is encouraging because accurate academic advising is essential for student retention and degree completion.
	On the three summary items, FSU students indicated how they felt about their experience and their decision to enroll at FSU.  They were also asked to give an overall satisfaction rating of their experiences at the university.  In 2009, FSU students rated the three summary items significantly lower than the national group; however, one summary item has risen for the first time since the survey’s University-wide inception in 2005.  Five-year trends in overall satisfaction and decision to enroll revealed “roller coaster” like results from spring 2005 to spring 2009 (See Table 6).  Additionally, summary item results were disaggregated by area of degree program and the results displayed in Table 8 below:
Table 6:  Five-year trends in overall satisfaction compared to National Group
	Summary Item
	2005
	2006
	2007
	2008
	2009
	National

	So far, how has your college met your expectations?
	4.33
	4.27
	4.27
	4.16
	4.20
	4.49

	Rate your overall satisfaction with your experience here so far.
	4.74
	4.52
	4.85
	4.62
	4.60
	5.21

	All in all, if you had to do it over, would you enroll here again?
	4.59
	4.42
	4.62
	4.40
	4.35
	5.29



	On the whole, 54% of the students were satisfied with their experiences at FSU and 49% said if they had to do it again, they would enroll at FSU.  However, a disaggregation of the data by ethnicity (See Table 7) and area of degree program (See Table 8, 9, 10) revealed slightly somewhat different results:


Table 7:  Summary Items by Ethnicity


Table 8:  Expectations:  So far, how has your college experience met your expectations?


Table 9:  Overall Satisfaction:  Rate your overall satisfaction with your experience here so far.


Table 10:  Enroll Again:  All in all, if you had to do it over, would you enroll here again?

	Finally, the results from the Student Satisfaction Inventory serve as an indicator of students’ expectations and satisfaction with the institution.  While this report includes highlights from the study, the full report includes numerous details that will be of interest to specific units, such as the University College, Student Affairs, and individuals and departments across campus.  In making use of the results, it is important to keep in mind that while some items were rated low relative to the national group, there are several areas that were rated high and identified as relative strengths.  It is recommended that planning efforts include strategies that will help FSU promote and sustain these strengths.
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