Assessment Plan for Operations 2007 - 2008
A.K. Hinds University Center
Division of Student Affairs, Western Carolina University
Division’s Mission Statement:  

In support of the mission of the university, the Division of Student Affairs is committed to student personal, social and intellectual development within a diverse community by providing comprehensive programs, services, outreach activities, and facilities which enhance the ability of current and prospective students to apply learning outcomes, develop independent thought, take advantage of community involvement, and understand global responsibility. 
Department’s Mission Statement:

In support of the mission of the Division of Student Affairs, the primary purpose of the University Center is to provide a dynamic and accommodating environment to enhance student learning through a variety of activities, programs, and services. The A.K. Hinds University Center provides an inclusive student-centered community that supports and encourages student learning, leadership opportunities, personal development, and active learning, in a caring atmosphere.  In addition, the University Center Staff creates and implements programs that support a diverse, culturally and aesthetically enriching environment where truth, respect, uniqueness, integrity and stewardship are valued.
Specific Programs

The Operations unit is involved in most aspects of the University Center.  Our area encompasses providing a clean environment, reserving rooms, set ups, strikes, and supporting other areas within and outside of the department.  For this plan we will focus on the following aspects:
01. Building Maintenance

02. Concerts

03. Conferences

04. Leadership Class

05. Orientation 

06. Room Occupancy

07. Shining Star

08. Up All Night

09. Welcome Week and Spring Fling
010. Other professional acts (i.e. comedians, illusionists, and guest speakers)
Program Results
01. Increase the number of satisfaction surveys received

02. Utilize information gained from surveys to increase guest satisfaction.

03. Improve verbal and written communication with our clients as well our student and professional staff.
04. Improve teamwork among and between student and professional staff.
05. Decrease the number of missed/late setups.

06. Decrease the number of A/V problems and shorten the length of recovery time.

07. Ensure proper training of all student staff members.

08. Maintain level of overall building cleanliness.

Department Strategies
01. Meet regularly with staff to review progress and solve problems.
02. Develop practical and theoretical based training courses for student staff. Implement them many times a semester and test to determine student retention levels.
03. Design and start online survey tool in addition to incentive programs for return of surveys.

04. Revise training manual.
05. Encourage staff to attend regional and national conferences.
06. Have staff create and implement a self assessment survey.
07. Enhance our marketing campaign.
08. Update and enhance our website.
09. Solicit and utilize student input in operational decisions.

Learning Outcomes
01. Students will understand the value of survey data.
02. Students will learn how their input is utilized.
03. Students will see how to make a difference in the University Center.

04. Students will learn the value of strong communication.

05. Students will learn what it is to trust and be trusted and relied on for certain performances.

06. Students will gain broader understanding of the role they fulfill within the department, division and University.

07. Students will learn to follow complex directions.

08. Students will learn how to anticipate the needs of guests.

09. Students will learn to solve multi-dimensional time-sensitive problems to achieve guest’s satisfaction.

010. Students will learn how to function within a team.

011. Students will learn basic repair/maintenance skills. 

012. Students will learn how attention to detail can enhance overall satisfaction.

013. Students will provide outstanding service at every opportunity.

014. Students will communicate clearly with teammates.

015. Students will exhibit a strong and consistent work ethic.

Assessment Measures

01. Paper Survey delivered to each reserved room.

02. An Electronic Survey

03. One on one interviews

Assessment Criteria

01. Obtain a 45% increase in survey return rate over 06-07.

02. Obtain a 90% overall satisfaction rate.
03. Use information obtained to improve customer satisfaction.

04. Use information to improve services.

05. Identify areas where the Operations unit needs to improve.

06. Use information obtained to determine room occupancy.

07. Use information obtained to determine equipment needs.

08. Use information obtained to determine staff size.

09. Use information obtained to determine areas for staff training/improvement.

