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The purpose of this report is to define an inventory of external customers addressed by each strat
analyze the current and historic responses of satisfaction levels reported by the student external
customer group.To best understand the student customer group, customer service satisfaction is
evaluated through sources including: (1) @@08Graduaing Student Survey, a locally developed sur
to access overall program satisfaction during the undergraduate and graduate experiences2@)&h
Student Opinion Survey, a locally developed survey to address multiple student constituents and
addtional interpretation to that of theGraduating Student Survey; (3) the 2007 National Survey of
Student EngagemenNSSE 2007a nationally developed measure for applicable areas of customer
service.

INVENTORY OF EXTERNAL CUSTOMERS

Texas A&M University  Texarkana serves students located in the Ark -La-Tex region and
surrounding areas. Levels of customer service for the external student group are considered

for the student group in its entirety of responses by each fall and spring semester and also

for eac h college in its entirety of responses by each fall and spring semester. Currently,
A&M-Texarkana maintains the following colleges: the College of Arts and Science &

Education, the College of Business and the College of Health and Behavioral Sciences.

Str ategies \ External Customers Services Provided

A. Instruction/Operations

Student services,
A.1.1 Operations Support Students (External) admissions, financial aid
and technology.

Faculty and staff ba sed
operations support include
human resources &
payroll

A.1.1 Operations Support Faculty & Staff (Internal)

A.1.2. Teaching Experience Funding for additional

Faculty & Staff (Internal)

Supplement training

A'1'3'. SRR [T Staff (Internal) Employment Benefits
Premiums

A.1.4. Texas Public In  stitution Students (External) Financial Aid for Students
Grants

A.1.5. Formula Hold harmless Students (External) Financial Aid for Students
A.1.6. Excellence Funding Students (External) Financial Aid for Students

B. Infrastructure Support

Space and building
B.1.1 E&G Space Support Faculty & Staff (Internal) construction required for
operations

B.1.2. Tuition Revenue Bond

Retirement Faculty & Staff (Internal) Employment Benefits
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B.1.3. Lease of Facilities

C. Special Iltem Support

C.1.1. Academic Programs

C.2.1. NE Texas Education
Partnership

C.3.1. Lower -Division Transition
Funding

C.3.2. Institutional Enhancement

II. Information Gathering Methods

Graduating Student Survey
2008 (GSS)

National Survey of Student
Engagement (  NSSE 2007 )

The Student Opinion Survey
2008

Space and bui Iding
Faculty & Staff (Internal) construction required for
operations

Academic Programs for
Students

Academic Programs for
Students including NTCC
students the Region 8
service center in Mt.
Students (External) Pleasant. ESL, Distance
education and several
joint degree programs are
resulting services provided
by this strategy.

Students (External)

Students (External) Financial Aid for Students

Academic Programs for

Students (External) Students

Locally developed instrument administered to

undergraduate and graduate students prior to graduatio n
as a graduation requirement. Due to the nature of the
surveyed sample, results are within 95 percent confidence.

To view the complete report, click here: GSS Results

Nationally developed instrument administered locally to a
random selection of undergraduate seniors every other

year. Local data is then compared to data from students
within the complete A&M System institutions and also to
data from students nationally. Number of respondents,
mean, error of the mean, standard deviation, effect

multiplier are included and based on a 95 percent

confidence interval.  Included responses are generated from
32 percent of the senior class.

Locally developed instrument administered to current and
former students to detail overall and specific areas of
customer service delivered by A&M - Texarkana.

To view the complete report, click here: Student Opinion
Survey 2008 Report
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http://www.keysurvey.com/report/185545/209794/c884
http://www.keysurvey.com/report/174316/209795/11b65
http://www.keysurvey.com/report/174316/209795/11b65
http://www.keysurvey.com/report/174316/209795/11b65

lll.  Levels of Customer -Determined Service Quality

External Student Customer  -Determined Service Quality for Each Statutorily Required
Customer Service Quality Elemen  ts

FACILTIES

Facilities  of Texas A&M University -Texarkana meet ADA standards for accessibility for

disabled persons and provide a safe and comfortable atmosphere. Secure access is
provided for all academic buildings with unlimited egress from the facilities at all times for
safety precautions. Library access hours are posted with careful considerations for student
schedules and requirements. Complaints concerning building, property, safety or security

are forwarded to the Director of the Physical Plant and C ampus Security.  Students appear
overall satisfied with the facilities of A&M Texarkana. Improvements are in process of being
made to teaching facilities with downward expansion and new teaching facility development.

Librarviesoliis Student Opinion Survey 2008
0% 5% 10% 15% 208 25% 30% 35% 40% Pleaﬂ rate the quallty Of
' i : ' ' ' ' ' ' Library Resources
Assessment: Nearly 75% of
students rate library resource
good or better. As electronic
library resources grow,
students have increased
access to resources globally.
Overall, response to library
resources showsustomer
satisfaction.

| Very Good m Gooc m Fair 71 Foor m Did not use

Compiinofi=ctiies Graduating Student Survey
5% 108 155 208 25% 30% 35% 40% 45% 50% 55% 200& Please rate the quallty

' ' ' ' ' ' ' ' ' ' of Computing facilities
Assessment: A majority of
students have a very positive
view of the quality of
computing facilities.
Computing facilities allow
students resoures to perform
as necessary without
restraints of equipment
purchases.

=

-2 = Very MNegative Impact m-1 m 0 = Meutral Impact 11
m 2 = VeryPositive Impact m M/A
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Resources are provided for learning disabilities.

0% 5% 10% 15%  20% 258  30% 35% 40% 45k 50X  55%

B
if
i

Q.

m -2 = Strongly Disagree / Poor m-1 m O = MNeutral (11
W2 = Strongly Agree [ Excellent mM/A

Graduating Student Survey
200&; To what extent do you
agree: Resources are provide
for students with learning
disabilities

Assessment: Over 55% of
students did not evaluate
resources for learning
disabilities. Of the remaining
45%, a majority of those
surveyed answered neutral of
above.

Resources are provided for students with learning disabilities.

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 55% G0% 65% 70%

I R R

|I Strongly Agree W Agree m Disagree [I5trongly Disagree m Mo 0pinion|

Student Opinion Survey 2008
To what extent do you agree:
Resources are provided for
learning disabilities

Assessment: Compared tioe
GSS above, 68% of those
surveyed did not have an
opinion on resources for the
learning disabled. The
remaining group agreed or
strongly agreed that resource
are provided for students with
learning disabilities.
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Resources are provided for physical disabilities.

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
|

..

-2 = Strongly Disagree / Poor m-1 m O = Neutral 171
mZ = Strongly Agree f Excellent mMN/A

Graduating Student Survey
2008¢ To what extent do you
agree: Resources are provide
for students with physical
disabilities

Assessment: Less than 5% @
students are dissatisfied with
resources for the physically
disabled. A complaint
concerning parking lot access
for the handicaped was
received from the new
Comments and Suggestions
Survey. Full followp was
taken with the complaint.
Since A&MTexarkana does
not own the parking lot and
ownership remains with
Texarkana College, additiona
handicap places cannot be
added. Budings were
accessed antull access is
available(including ramps) to
all buildings with several
reserved spaces per building.

The grounds of the university are well-kept.

0% 5% 10% 103 20% 25% 30% 35% 40% 45% ©50% 55% 60% 60 T70%

i
| O O O O A R A A R Y
if

-2 = Strongly Disagree f Poor m-1 m 0 = Meutral (1
W2 = Strongly Agree [/ Excellent mM/A

Graduating Student Survey
2008- To what extent do you
agree: The grounds of the
university are wetkept.

Less than 4% ofwgents
dislike University grounds.
Grounds are maintained as
needed daily with Physical
Plant staff.
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STAFF / ADMINISTRATION

Staff and administration of Texas A&M University -Texarkana are committed to provide
area residents with quality educat ion. Students are counseled through academic advising.
Students interact with staff and administration concerning areas including, but not limited

to, admissions, academics, student services, and financial aid.

Academic Advising

Degree FlenminaiSE sl Graduating StuderSurvey
2008- Please rate the
following: Accessibility of
academic advisor

0% 5% 10% 15% 20% 25% 30% 35% 40%

Assessment: Although some
students disagree with degres
planning and advising

accessibility, a majority of
students show satisfaction.

W -2 = Strongly Disagree / Poor m-1 m O = Meutral 11
W2 = Strongly Agree / Excellent m M/ A
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Degree Planning & Advising

i 1

|l Wery Good m Good m Fair [ Poor m Did not

USE|

35%

Student Opinion Survey 2008
Pleaseate the following:
Accessibility of academic
advisor

Similar to the GSS results
above, the students show
satisfaction with accessibility
of academic advising, with
dissatisfaction levels below
3%.

Quality of Academic Advising

National Surveyof Student Engage ment 2007

NSSE 2007 Overall, how
would you evaluatehe
quality of academic advising
you have received at your
institution?

AssessmentAccording to the
NSSE 2007, A&Vexarkana
students appear more
satisfied with advising
received when compared to
the Texas A&M System,
Carnegie Peers and the over:
NSSR007.

Graduate Studies & Research Department

0% 5% 10% 15% 20% 25% 30%

35%

40%

455

w -2 = Strongly Disagree / Poor m-1 m 0O = Meuwtral (11
m 2 = Strongly Agree J Excellent m MN/A

Graduating Student Survey
2008- Please rate the
following: Academic advising
with the Graduate Studies &
Research Department

Assessmentiess than 2% of
respondentgated the
academiadvising 6the
Graduate Studies and
Research Departmerts poor.
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Craduate Studies & Research Department

0% 5% 10% 15% 20% 25% 30% 358 40% 45% 50%

|I Very Good m Good m Fair [ Poor m Did not use|

Student Opinion Survey 2008
Please rate the following:
Academic advising with the
Graduate Studies & Regea
Department

AssessmentWhen compared
to the previous assessment,
the Student Opinin Survey
yields similar results. Less th
1% of respondents rated
servicegeceived as poor.

Career Services

Career Services
0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 55% 60% 65% 70% 75X

[

|l Very Cood m Good m Fair [ Poor m Did not use|

Graduating Student Survey
2008 Please rate the quality
of each of the following:
Career Services

AssessmentAccording tcan
additionalquestion on career
plans, 74 percent of total
respondents will continue to
work for their current
employer after graduation.
This percentage helps to
interpret the 75 percent of
respondents that did not use
career services.

Financial Aid

Financial Aid staff are professional and courteous.

0% 5% 108 15% 20% 25% 308 35% 40% 45% 508

|I Strongly Agree m Agree m Disagree [5trongly Disagree m Mo Opinion|

Student Opinion Survey 2008
To what extent do you agree:
Financial Aid Staff are
professional and courteous

Compared to the previous
assessmentysing the Student
Opinion Surveynearly4% of
respondents viewedinandal
aid staff ashot professional or
courteous 44% agree that
staff arecourteous
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Library Staff

Strongly
disagree, 1% Disagree,

NSSE 2007 Library staff are
helpful in finding the
resources | need

Assessment: 69% agree and
28% strongly agree that librar
staff are helpful in finding
appropriate resources.

Administrative Personnel and Offices

Quality of Relationships with
Administrative Personnel and Offices

National Survey of Student Engage ment 2007

NSSE 2007 Administrative
staff | interact with are
knowledgeable about their
area.

AssessmentA&M-Texarkana
students rate the quality of
their relationships with
administrativepersonnel and
offices higher tha students of
other groups.
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Quality of Relationships with NSSE 2007 Quality of

Faculty Members relationships with faculty
35% members

AssessmentA&M-Texarkana
students rate the quality of
their relationships withfaculty
comparable to rating of
students at other institutions.

National Survey of Student Engage ment 2007

Business Office Staff

BusinessioiEs Student Opinion Survey 2068
UI% 5.% 10.% 15.% 2?% 2?% 3?% 35.% 40.% 45|% SDI% Please ra'te the quallty Of eac
of the following: Business
| ' Office

respondentgated the
Business Office as good or
very good concerning quality.

I |
Assessment:85% of
i
|
i

|l Very Gooc m Good m Fair (1 Poor m Did not use

Com_munications

Communications provide students with necessary information concerning university
offerings.  Staff aim to answer every call promptly and to assist students through clear,
succinct and student specific information. An online searchable staff directory allows
students further access to faculty and staff. The Eagle Alert was implemented to alert
students and faculty of university alerts and closings through a combination of t ext
messaging and non - campus email.
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Discussed Grades or Assignments
with an Instructor

National Survey of Student Engagement 2007

NSSE 2007 Discussed ideas
from your readings or classesg
with faculty members outside
of class

Assessment. A&Mexarkana
studentsappear more likely to
discuss grades with an
instructor than students of
other universities.

Received Prompt Written or Oral Feedback
from Faculty on Your Academic Performance

72%

70% -

68%

66%

64%

62% -

58% -

56% -

National Survey of Student Engagement 2007

NSSE 2007 Recéved prompt
written or oral feedback from
faculty on your academic
performance

Assessment. A&Mexarkana
students reportedprompt
feedback on academic
performancethat exceeds
that of other institutions.
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46%
45%
4435
43%
42%
41%

39%
38%
37%

Talked About Career Plans with a Faculty
Member or Advisor

45%

=SS

National Survey of Student Engagement 2007

NSSE 2007 Talked about
career plans with faculty
member or advisor.

AssessmentA&M-Texarkana
students appear low on this
measure; however, a majority
of students are no#raditional
and have already established
career plas and are currently
employed

86%
85%

84% -~
83% 4
82% -
81% 1
80% -
79% -
78%
77% -

76% -

Used E-mail to Communicate
with an Instructor

National Survey of Student Engage ment 2007

NSSE 200Used email to
communicate with an
instructor.

AssessmentA&M-Texarkana
students appeahigh on this
measure. Instructors,
especiallythose teaching
distance education or web
enhancel coursesencourage
email correspondence as wel
asother methodsof
communication.
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Used an Electronic Medium to Discuss or NSSE 2060Tsed an electronid

Completean Assignment medium to discuss or
70% complete anassignment

68%

AssessmentA&M-Texarkana
students appeahigh on this
measure. Due to the number
of web courses and web
enhanced coursestudents
often completeassignments
electronically

66%

4%

62%

60%

58%

56%

National Survey of Student Engagement 2007

Complaint Handling

Complaint Handling is processed through the appropriate departmental supervisor at both

the academic and administrative levels. Depart ments provide an atmosphere that

encourages customer service. Unresolved legitimate University complaints suggestive of

unethical, illegal or improper conduct may be addressed to the Texas A&M University

System internal Audit Department at 888 -501-3850. Complaint handling appears to be well -
handled at A&M Texarkana. Improvements have been made in the area of information

spreading concerning the complaint reporting process. The "Comments and Suggestions”
Survey was added to the A&M  -Texarkana homepage to  provide an additional means to

report problem areas anonymously. The results are viewed weekly and the proper

supervisors notified as necessary.

Processes |, rules and regulations may be accessed via internet at http://s ago.tamu.edu

Service Timeliness is provided to students daily. Simple customer requests are addressed
immediately with a complete response time of approximately 3 minutes. More complicated
requests are addressed immediately but require additional tim etorespond. Follow up call
for complicated requests are common. A majority of complicated requests are fulfilled

within one to two days. Students are satisfied with admissions but would like to see a

greater availability of courses required for their major.

Printed Information includes recruitment materials, academic programs, student services
and marketing materials including catalogs and advertisements. All printed material is
review for content, accuracy and layout to ensure clear, concise and pro fessional media.
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IV. Analysis of Customer Service Assessments

Improvement I: Locally developed online surveys to assess the satisfaction of students;
greater customization of reports. Further development of these surveys to capture a larger
response group through specific targeting.

Improvement Il Developed surveys to allow students to report thei r complaints and
comments anonymously with follow -up processes. Further market the  survey for increased
participation.

V. Performance Outcome Measures

Performance Outcome Measuréscus on student satisfaction levels based on student reporting. T¢
avoid skewed results, several information gathering mehare used to increase student outreach
groups. The NSSE 2007 represents 32 percent of all A&M Texarkana seniors. The Graduating
Student Survey 2008  surveys 100 percent of A&M Texarkana graduating seniors and

graduating graduate students as a graduation requirement.
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