
Name of Unit/Area: University Center Operations
Name of Person(s) Conducting Assessment Activity: Eric Margiotta, Anastasia Richards
Other Partners Involved in Activity (e.g., faculty, staff, alumni, other departments, community, etc.):
Jeff Hughes, Jill Lindsay, University Center Student Staff, University staff, faculty, alumni, and students who reserve space in the building.
Semester &Year of Assessment Activity: Spring 2007 (Since our assessment activities are an ongoing process, this report covers results from 11/23/06-5/25/07)
Objectives for Assessment Activity: We continued to assess the satisfaction of guests who utilize the building for a number of different activities. We wanted input on the helpfulness of our staff, cleanliness and setup of our rooms and equipment and intent to reuse our services.
Nature of Assessment Activity (e.g., survey, focus group, pre/post-test, etc; instruments used to be attached): Survey distributed in person when each event started.
Highlights of Significant Findings from Assessment and Comparison to Criteria for Success Established by Area:
We received a lower return rate on our surveys compared with last semester. Additionally the level of guests who were “extremely satisfied” fell to 90%. Combined with the results from our Fall Assessments our total “extremely satisfied rate is 93.75%. When factored in with the “Satisfied” results our total satisfaction rate for the Spring is 96.6%. The total “Satisfied” result for the 2006-2007 academic year is 97%. Our goal for the year was to achieve a 90% satisfaction rate. We reduced the number of “No” answers to the question pertaining to cleanliness of our rooms. For the second semester in a row no respondents indicated that they would not reuse our services. We received the same number (3) of reports that our rooms were setup accurately at the designated time. In addition we noticed a slight increase in responses that our staff was not able to greet and assist the groups. There was also an increase (from 0 replies to 2) of equipment not functioning properly. While viewing the individual responses one was due to a network outage beyond our control.
Program Improvements: Specific Use of Findings in Area(s) and Key Changes Made in Area(s):
A training program was implemented to address many of the issues raised in the prior assessment summary early in January.  While that training session received high marks on internal evaluations, the level of setup accuracy from semester to semester was static. There was also a slight increase in our staff not being present or available to assist guests. While overall percentages are still low (8% and 6% respectively) more training and accountability will be needed to see a change in these results. Our training programs are in the process of being revamped to ensure that all staff understand expectations and are tested on individual pieces of equipment before they are past a probationary point. Setup accuracy and meeting guests will be stressed. A new learning outcome format was utilized in the Spring. Individual cards labeled “What I’ll Learn in the UC” were distributed and placed in the various work stations within the building. This was an attempt to keep the learning and development piece on student’s minds throughout their day-to-day work experience. The text on these cards has been attached to the email. An equipment inspection will be utilized each semester (with an extensive review each summer) to ensure our equipment remains in proper working condition. The report generated by this will be reviewed and updated each semester as a guide to replace equipment and how long the equipment is lasting. 
Timeline for Implementing Program Improvements: There will be a Summer training session presented June 8-9 followed by a test on June 15. Planning is already underway for a very in-depth training program in August, also followed by a test. There will also be individualized training sessions presented on a bi-weekly basis as needed. A full equipment inspection will begin in June. 
Other Comments: 
We rely on our student staff for much of the interaction with and response to our guests. While the levels of satisfaction are not abhorrent, we will strive to decrease the level of missed/late setups. More attention will be paid to having a fully-trained staff member available at all times. We would like to see both percentages (number of correct setups and availability and knowledge of staff) increase above their current levels. We received a slight decline in the number of surveys received. This is an area where we believe can achieve a significant change. Different methods will be researched to achieve this: an incentive program (for both student employees and survey respondents), an online survey (for ease of response), and the possibility of one-on-one interviews. These will be implemented as we progess.
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