Registrar’s Office 

Customer Satisfaction Survey 

Spring 2004
http://www.uwgb.edu/assessment/RegService.asp
Number of respondents (students) completing the survey: 366

1. Frequencies (pp. 2-19)

2. Gap analysis: Importance vs. satisfaction (p. 20)

3. Regression analysis: What contributes to respondents’ overall grade? (p. 21)

4. Open-ended comments (pp. 22-33)

Overall Survey Results

· Survey respondents are generally satisfied with the services received from the Registrar’s Office – see the Frequencies reported on pp. 2-19.

· Some gaps exist between what respondents think is important (e.g., accuracy of service) and their satisfaction with the services received – see the Gap analysis on page 20.

· Four service dimensions have the greatest impact on the overall grade assigned by respondents’ to their service experience – see the Regression analysis on page 21.

· Three service dimensions warrant the most attention, based on the Gap analysis (p. 20) and the Regression analysis (p. 21):  (1) accuracy of service, (2) questions adequately addressed, and (3) completeness of service.
· Respondents supplied many positive comments and many ideas for improvement – see the open-ended responses to the question, “ What can the Registrar’s Office do to improve on the services it provides?” (pp. 22-33)
Frequencies

For most questions, this section includes for each: (a) descriptive statistics, (b) frequency table, and (c) bar chart.

Scales

Importance:

3 = High, 2 = Medium, 1 = Low

Satisfaction:
5 = Very satisfied, 4 = Somewhat satisfied, 3 = Neutral, 
2 = Somewhat dissatisfied, 1 = Very dissatisfied

Why completing this survey
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Importance: Accuracy of service
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Satisfaction: Accuracy of service
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Importance: Accuracy of instructions
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Satisfaction: Accuracy of instructions
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Importance: Completeness of service
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Satisfaction: Completeness of service
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Importance: Accessibility of staff
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Satisfaction: Accessibility of staff
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Importance: Promptness of response
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Satisfaction: Promptness of response
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Importance: Professionalism of staff
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Satisfaction: Professionalism of staff
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Importance: Questions adequately addressed
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Satisfaction: Questions adequately addressed
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Importance: Knowledge of staff
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Satisfaction: Knowledge of staff
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Overall grade
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Gap analysis: 
Importance vs. satisfaction

This analysis looks at whether there are statistically significant gaps between the importance assigned to a given service dimension vs. the satisfaction associated with the same service dimension.

Scales

Importance:

3 = High, 2 = Medium, 1 = Low

Satisfaction:
3 = Very or somewhat satisfied, 2 = Neutral, 1 = Somewhat or very dissatisfied
In looking at the survey’s eight service dimensions, significant gaps are found for three, as highlighted in the following table:

	
	n
	Importance mean
	Satisfaction mean
	Gap
	Std Dev
	Signif

	Accuracy of service
	333
	2.9399
	2.7207
	0.2192
	0.6744
	0.0000

	Accuracy of instructions
	303
	2.7756
	2.6898
	0.0858
	0.8010
	0.0632

	Completeness of service
	329
	2.9179
	2.7964
	0.1216
	0.5976
	0.0003

	Accessibility of staff
	306
	2.6863
	2.7059
	-0.0196
	0.7890
	0.6641

	Promptness of response
	328
	2.7957
	2.7439
	0.0518
	0.7127
	0.1888

	Professionalism of staff
	304
	2.6842
	2.7007
	-0.0164
	0.8102
	0.7236

	Questions adequately addressed
	298
	2.7886
	2.6510
	0.1376
	0.8069
	0.0035

	Knowledge of staff
	297
	2.7306
	2.6936
	0.0370
	0.7227
	0.3778


Regression analysis: 
What contributes to respondents’ overall grade?

Four service dimensions contribute significantly
 to the overall grade given to respondents’ experience with the Registrar’s Office. In order of importance, these four dimensions are: 

1. Accuracy of service (β = .444, p = .000)

2. Questions adequately addressed (β = .313, p = .000)

3. Completeness of service (β = .134, p = .043)

4. Promptness of response (β = .132, p = .033)

IMPORTANT!

Three of the four key predictors of overall grade are associated with significant gaps between importance and satisfaction: (1) accuracy of service, (2) questions adequately addressed, and (3) completeness of service.

Thus, narrowing or eliminating the gaps associated with these three service dimensions should yield significant improvements in the overall grade.

Practically speaking, focusing more on these three service dimensions (and maintaining the status quo on the others), should result in increased effectiveness and enhanced user satisfaction.

What can the Registrar’s Office do to 
improve on the services it provides? 

For those who indicated, “I requested a transcript …”

1. Add “Registrar’s Office” or something to that effect on the signage on the access roads; the campus is intimidating if you are unfamiliar with it.
2. Allow people to request and pay for transcripts online.
3. Allow you to fax in request and pay with credit card
4. Be more courteous
5. Be more educated and prompt on services regarding scholarships for tuition, etc.
6. Be more prompt and informed
7. Be open later and on more evenings for students who work during the day.
8. Create a way to request transcripts on-line without having to mail in a signature each time. Keep the signature on file.
9. Do not charge so much for transcripts ($5 is too much - especially for seniors applying to graduate programs in which each school usually requires at least two official copies).
10. Don’t charge so much per transcript.  There are many other schools that offer this service for free.  Even if you could lower the second and third copies, it would help.  Thanks!
11. Friendly staff who do what they say they are going to do
12. Give confirmation if a transcript was sent ok
13. Give people more information on what to expect and what is happening with processes.  For example, I was not told how long it would take for my transcripts to be sent, which was of importance to me.
14. I am a transfer student who transferred from UW-Eau Claire and they have an online form to fill out online and print and then either fax or send.  This is very helpful and the form is much easier to fill out than your form was. Also, the thing I like best about Eau Claire’s service is that transcripts are free.  I do not feel that there should be a fee included.
15. I can’t think of any improvements - right now I’m a graduate student at Northwestern University - I wish the Registrar’s office staff down here would emulate UWGB’s high levels of courtesy and professionalism.  Thanks so much for your great work!
16. I can’t think of anything.  The request for transcripts is pretty straightforward.
17. I just sent my money and got immediate response.  All the information I needed to do this was on line.  I made a copy and mailed it. Thanks.
18. I just wish I would have received a confirmation for UWGB that you received my request.
19. I needed a quick turnaround and that’s what I got.  The process of receiving an official transcript was easy.  Thanks for offering this service online.  
20. I think the price for transcripts is too high.
21. I understand that they deal with numerous students on any given day, but they should try to show some enthusiasm about being there to help us. Most of the time they look annoyed or unwilling to provide the services we need. 
22. I was a transfer student in the Fall 2003 semester and did not receive any information addressing the fact that you have to declare a major before a certain number of credits are completed. At UW Fox Valley, I received a lot of paper work for transferring but nothing about the problem I stated above. I think that the students who want to transfer anywhere should have all the information instead of fixing their problems in the middle of the semester and dealing with HOLDS. Not the easiest thing to deal with. I would like to personally thank Cheryl from the REG office and Kevin from the SW office. They helped me through problem after problem and never gave up on me. Also, more information should be provided about majors and the certain steps that have to be taken in order to actually declare a major. This would make all the students’ lives and the staffs’ jobs much easier in the future. 
23. I was very satisfied with the friendly, competent, and efficient service I received. 
24. I would have liked the Registrars office to send me a confirmation email that they had received the transcript request form, and that they have sent it to the appropriate address. Thank you 
25. I would really like to be able to place a transcript request online. I had to do this through the mail because I live out of state. 
26. I wrote on the transcript request form to not send it out until the Fall 2003 grades were in, but instead my transcript was sent right away and this was for my law school applications, which is a big deal.  So I believe more attention needs to be paid to the details and what is written on the form, because I was not satisfied at all.
27. In the last few months I have requested transcripts twice and each time the requests was filled in a very timely manner and the check was cashed quickly, which I appreciate. Those little checks outstanding can be annoying!!
28. It would have been nice to have the option of being emailed a confirmation that the transcript was sent.  Also, the $15 charge for same-day service seems steep.  Some universities have transcripts sent free of charge, and at UWGB, we must pay extra to assure that our transcript is sent out in a prompt fashion.
29. I’ve never had any problems, the people that work there are very helpful and friendly.
30. Make sure it send out the transcripts on time when someone pays the money.  Take credit card orders via the phone.  I hate to mail checks and I don’t live in Green Bay.  The first set getting lost resulted in the premature decision for the grad school I applied to not to accept me.  All the hard work and money down the drain.  Thanks.
31. Make transcripts more readily available.  Online signature for request would be really nice.
32. Maybe just have the person requesting the transcript include a stamped envelope to the place where the transcript is being sent instead of charging $5/transcript.
33. Maybe some could be more friendly.
34. More help with specific details for my questions instead of giving me the “runaround”
35. More positive attitudes and be willing to do anything to help the student.  The people I went there with were average politeness and weren’t really willing to help (because that means they would actually have to do something).
36. My daughter, Meghan McGee, requested (on 01/21/04)that a transcript be sent to St. Cloud State University and made arrangements for a friend to go to the registrar’s office at UWGB and pay the fee for express delivery.  It was guaranteed to arrive by noon on Friday, 01/23/04.  My daughter was to be admitted at St. Cloud as soon as the transcript arrived so that she could immediately register for classes.  She even called on Thursday to confirm that the fee had been paid, and the transcript had been sent.  My husband and I took off work, and we were there (at St. Cloud) on Friday morning with her belongings ready to move her in.  However, when we got to the St. Cloud admissions office, we learned that the transcript hadn’t arrived.  A phone call to GB informed us that it had not even been sent--was still in the mail room at UWGB.  We had to check in to a hotel for Fri., Sat., Sun. nights and wait until the admissions office re-opened on Monday to process the transcript that was then sent out on Friday afternoon.  It was very expensive covering the unexpected expense of hotel, meals, and extra time away from home.  I think there needs to be better communication with the mailroom on special handling items--and when a mistake occurs--don’t try to pass the blame.  We didn’t really care at that time who should have done what--we just cared that our problem be resolved.....If you wish to verify information:  My name is Patti McGee and my phone #920-262-8901.   
37. No suggestion.  Keep up the good work
38. Not charge money for a transcript or intent to graduate. I think we have spent enough money here already.”
39. Not much, they already do a great job.
40. Note:  I asked for a transcript by mail, so most of this survey is not applicable to the data you are seeking to collect.  Sorry.
41. Nothing - they did just fine.
42. Nothing I can think of.
43. Nothing. Even though they were obviously very busy, my transcript was sent out in less than a week, and it was received at the correct address. I was extremely pleased:) Thank you very much!!!!
44. Nothing--I was very pleased with the quick response time.
45. On this e-mail survey you disclosed to me the e-mail addresses of the other recipients of the survey. To protect the privacy of the other recipients of the survey you should have used a blind carbon copy option in your e-mail program instead of an “open” or normal carbon copy.
46. Provide a way to request transcripts on the Internet, using credit cards (or some other real-time method) for payment.  It’s convenient to have the necessary phone numbers and instructions available on the Web, but it would be more convenient to be able to handle it all electronically.
47. Regard students as a priority.  Finding out the exact steps that need to be completed and who needs to complete them.  Increasing communication between professors who are advisors and the process of getting a degree plan on file as well as the other issues that come up.  
48. Regarding the completeness of the service, I actually can’t verify that one as I have no way to be certain that they received it, but I am assuming they did.  I usually am very pleased with my services there.
49. Sometimes can be difficult to talk to a “live” person.
50. Thank you for your timely response. I was meeting a deadline for application to graduate school at UW-Milwaukee and needed the transcripts for the admissions package.

51. The information the registrar’s office gave me was inaccurate. I was told I’d receive my official transcript in 1 to 2 days...well 3 days went by and I still didn’t receive it, then came the weekend, but by then it was too late. In addition, I had another experience when the registrar mistakenly sent the wrong semester-proof-of-enrollment form out.  I wasted time and money because of this.  Students’ depend on the registrar and the information they give us, so it is important for it to be correct. I suggest maybe taking better notice to the requests of students.  Some of us are new and unfamiliar with the way things work and a little extra time helping us out or explaining what we need to do would be appreciated
52. The instructions for how to get one-day service/fax service were a bit unclear. Additionally, there was no section on the form for one-day or fax service. I therefore had to write in my own instructions, which led to confusion. 
53. The intended recipient of my transcript, LSAC, reported to me that they received the incorrect transcript from UW-GB.  The issue was very time sensitive, and it delayed the processing of my applications to the law schools I was applying to.  The staff was very helpful in correcting the problem, but it caused an inconvenience to me because of the time and effort I had to spend in getting the problem corrected.  I would suggest a more accurate method of assuring that the proper documents are sent to the requested recipient.  
54. The lady that helped me seemed like she had “more important” things to do than to help me understand what I needed and how I had to do it.
55. The offices of UWGB (not only the registrar but also the financial aid office, the bursar’s office, and the housing offices) need to find a way to more clearly and efficiently communicate with each other.  A hold in one office affects another office and that office’s misunderstandings or mistakes affect a student’s entire experience with UWGB and their personal lives.
56. The only frustration was receiving a charge for requesting a transcript, as other Universities do not charge for this service.  The service itself was very good.
57. The services I request from the registrar’s office are always done promptly and accurately, but someone should tell the front receptionist that it’s good to smile! 
58. The services were fine.  I was just a little curious to why there is a need for the staff to walk my transcript down to the International office, where my transcript was needed, instead of handing my transcript to me; to whom it belongs to and I would personally deliver it to the International Center!!! That way if it was lost, it would be my fault.  I have more faith in myself than I do trusting the Registrar’s staff!!!!
59. The situation I had was that I had requested and paid for 6 official transcripts and only received one.  Fortunately when I returned the lady with whom I spoke was very understanding and helpful, so the situation was immediately solved, but it could have been a lot worse.  
60. The transcript I received was stamped on the back in a manner that was not as professional-looking as I would have preferred.
61. There is a huge error on my transcript. 19 credits from another college that I didn’t attend many years ago and one class I did take is missing. Things went well with the present staff - it sure reflects poorly on the staff in the past. It seems to be an error that can’t be corrected because it is on film. 
62. They have handled all my transcript requests promptly - no suggestions.
63. This is just a comment on the service.  I have always found the staff to go out of their way to assist me in any requests that I have made of them.  I am sure that I have tried their patience and they are sick of seeing my face at the desk, but all contacts I have had with them have been professional and supportive.
64. Transcripts should not be $7 each.  At many schools this service is free.
65. When a question is asked it should be answered thoroughly, and not as quickly as possible so that you get out of their hair.  Also, if pre-engineering classes are offered and there are engineering professors on staff, there should NOT be trouble with declaring a pre-engineering major when the student WILL be transferring.
66. When I’m standing in the office with my daughter in tears and my one year old running out the door on me, I am already stretched to the max.  I asked if they could please give me NWTC’s address so I can fill out the form and was told, “I’m sorry, that’s not something we do here”.  No one was busy, just standing around hiding behind their policy and completely uncaring.  That was very upsetting and I do not look forward to dealing with your department.  
67. When you send out a mass email to several people, please don’t include my email in a list with dozens of other people.  Use BCC to protect the recipient’s email addresses.
For those who indicated, “I received a transfer credit evaluation …”

1. A list of everything that needs to be done or checked in order to graduate would be useful.  Maybe a reminder email to those students who may be graduating in a year or less.
2. Actually talk to the customer and answer their question with an answer not another question.
3. ALL OF YOU BEEN DOING AN EXCELLENT JOB-KEEP UP THE GOOD WORK
4. As a returning adult student, I am very confused as to what I need to do.  I am still very confused.
5. At times, evaluation is hard to read.
6. I am transferring from UW Fox Valley.  Since I am an Accounting major Math 210 counts as BUS ADM 217 at UWGB.  Instead of automatically classifying Math 210 as the requirement, it is shown as an elective.  Now I have to fill out a substitute form.  It would be nice if the credit was somehow automatically classified as BUS ADM if the transferring student is a Business or Accounting major.
7. I have no idea what the purpose of the information was that I received.  I have already addressed my academic history and background with the Accounting department, and have no idea what the point of the information was.  It is inaccurate as well as insulting to think that the 2 degrees I already have are not enough for some of the extraneous UWGB requirements for an Accounting degree.  I will be working with the Accounting department to ensure that I will be taking the proper courses.
8. I just learned that something may be wrong with my ability to graduate and the notice was sent to my parents.  I am the one who would be responsible on fixing the problem and sending a notice to my parents is nice but I think you should send one to the student as well.  What can they do?  It’s me who lives here and has access to solving the problem!
9. I thought my transferring experience was a pretty good one, I was a little discouraged about asking questions about how my credits were transferring, but it all worked out.  I did get a little confused on the website about the credit wizard thing.  I wasn’t quite sure if it was needed for me, but I can see how it may help some people in choosing a new school to transfer to.
10. I thought the process was too slow (took way too long to get my credit eval), although I was pleased with the end result.
11. Keep doing what they have been doing
12. N/A
13. Needs to be additional choices for number 1.  I actually received a call because they were reviewing my credits for graduations and some were missing.
14. Nothing, I was very satisfied.
15. Not enough of my credits from UW Oshkosh or UW Superior were credited towards an extended degree program at UWGB so I am forced to commute to Oshkosh to complete my degree there. I would think the UW System would make it easier for students to transfer credit between Institutions in their own system.
16. Registrar has been wonderful with me.  I was somewhat unhappy with my advisor.  She told me what classes would transfer over, and after working with Bellin and receiving my official letter of transfer classes, I discovered that the advisor was wrong on 3-4 classes.
17. The problem I was trying to solve by visiting the Registrar’s office was really a problem that Academic Advising needed to ultimately address. Thanks for the help Terry, I guess the stars were aligned after all...
18. The service I received was better than any university I’ve been to. The transfer credit information; however, was very confusing and could definitely use some reorganization. I don’t expect everything to be done for me, but I did have to do some office hopping on campus to get answers to the questions I had. All in all it was a very good experience!
For those who indicated, “I submitted an enrollment waiver …”

1. Continue the excellent accessibility and customer services
2. ??? Overall, I just feel in the dark for some reason. ???
3. A more complete knowledge of the course lists could have eliminated an error on their part when I requested to be enrolled in a class via a waiver. I was placed in the wrong section, and a little more knowledge of the specifics, as well as a bit more time spent ensuring that what they were doing was correct would have avoided that.
4. Already very good service. Very welcoming staff, initiate “can I help you”.
5. Answer e-mails faster - which I know is impossible, but worth mentioning.  Thank you for everything.
6. Assure that information is correct before distributing to students.  I have had to run around fixing situations that should not have had to be fixed.  This is a waste of my time and I am extremely dissatisfied.
7. Be a bit more friendly.
8. Be a little more friendly, I came in once and one of the ladies at the front desk was kind of rude.
9. Be aware of all fields on the computer program.
10. Be more courteous because we were sent to them.  If they can’t answer our question then instead of shipping off to someone else, they should find it out.  I always end up on a wild goose chase.
11. Be more friendly to students
12. Be more polite and give more thorough answers
13. Be pleasant.  It is not always our fault when something goes wrong.  In my past three experiences in working with someone in the registrars office, a slim few people were pleasant to talk to, they made me feel like I was inconveniencing them with my problem or question!  I am a graduating senior and it has been this way all four years of my experience here.  It wasn’t so much the students, but the professionals in the office that I have had problems with!  Please be more pleasant with the younger classes or they won’t want to come in to your office with questions!  I sure don’t enjoy coming in there!
14. Be sure that what they tell us is true
15. Being more informed on certain issues and having a more upbeat personality sometimes would improve services.
16. Comment: the people at the desk have been helpful when I’ve been in the office to get things taken care of, and I haven’t had to wait long at all.  Also, Terry Weller was extremely helpful as well via a phone conversation I had with him before the semester started.  So the current staff in the office is doing very well, thank you!
17. Continue being consistently helpful and knowledgeable
18. Don’t treat each student as if they are cheating or lying to the office staff.  The person I worked with thought that I could have forged the signature on my waiver form, which insulted me.
19. Educate the staff more for when they are called and asked questions regarding anything that goes on within the whole registrar’s office.
20. Everything was good.
21. Expand business hours to accommodate students who are on-campus for classes that don’t get out until after office is closed and so forth.
22. Friendlier
23. Have a staff that is able to register me for a 915 practicum course that requires a faculty signature without sending me to three separate people before they know that all they need to do is treat the course pre-requisite waiver form like a course pre-requisite waiver form.
24. Have more people on staff for the numerous students that GB has.
25. Hey, I think the folks working in the registrar’s office are great. They’ve always been very nice to me and even more helpful. I find that their current standards are excellent and can’t find a thing to change. :-)
26. I don’t think they have to change anything.
27. I got the impression I was “bothering” the receptionist by asking questions.
28. I have always been treated with respect and courtesy by the staff at the front desk. They provided critically important help for my semester schedule. 
29. I know this office is one of the busiest, but I standing by the front desk, wanting a small waiver form, for 10 minutes.  There were no other people needing assistance and all staff were on their computers typing away.
30. I spent a lot of time trying to figure out how to view class schedules on the student information system.  It took me a lot of questions from the registrar office and time for me to become proficient enough to use on my own.  I believe that they should make up a sheet that explains how to use that system for registraring for classes and make it available online and paper form then send it out with your mailings and make the sheet available at the registrars office.  I think this would help many people I saw the same difficulty with many other first time users to that system.
31. I think that the registrar’s could smile a little bit more, instead of looking like they are at a funeral.  Other than that I think things are ok.
32. I think that they are doing just fine. 
33. I thought the process was done very effectively and the staff was very friendly.  I thank you for that.
34. I was told that I needed the wrong number of credits by the staff.  People should be more informed in the area the specialize in
35. Improve overall quality of service provided, make sure everyone in the department knows how to spell or at least use spell check before sending out emails, have a more efficient system for organizing papers so they do not get lost (I have had it happen to me two times already in the last year!)
36. It is very confusing to tell whether you are signed up for a class or not, also the bill for the classes should be sent out – I never received a bill at all, this was not the only semester this happened in, many students like to get reimbursement from their employers before they pay for the class
37. It might help to make the entrance seem a bit more like a place where a person could get help and not just an office setting.  Maybe some chairs to the side or a stand with info on it.
38. I’ve never had a problem with them, they’ve always been very helpful and nice, especially Ruth 
39. Make instructions more clear on how to submit an enrollment waiver.  
40. Make the catalogs more available! 
41. Make the students feel important when they come into the office instead of like an inconvenience.
42. Maybe more info on how to get things done - like a FAQ sheet or something so students know what to do when they want to get into a closed class, for example.
43. More friendliness at times would improve the atmosphere
44. My last visit went well, but in the past I have had problems with almost every office in the building. In the past I have had difficulty getting help and getting things done right.
45. My recent experience at the Registrar’s Office involved getting a degree requirement waived. I think this form should also waive the prerequisites for all classes requiring that class as a prerequisite.  I had Bio 203 waived as a degree requirement by Dr. Morgan because of past knowledge, but was not able to enroll in Evolutionary Bio until I had a waiver signed.  This will happen now for every Biology class I take for my entire career at UW-GB.  I am a Biology major which means I plan on taking a lot of Biology classes. This is a ridiculous situation to be in because Bio 203 is a prerequisite for almost every Biology class I plan on taking.  Therefore, a form that waives a degree requirement should also put something in the system allowing a student to take classes with that class as a prerequisite.  Otherwise, a lot of time and trees are wasted.  The amount of paperwork required for something so simple is ridiculous.  
46. No comment
47. Not sure!
48. Nothing (2 people said this)
49. Nothing really, so far I have found the office very helpful
50. Nothing! Everyone involved was great help and I am pleased with the level of communication and response time.
51. Nothing.  I was there the first day of classes, it was my first day at uwgb, and it was crazy there!  The person that helped me was readily accessible, very pleasant, and very patient.  It was a great experience!
52. Nothing.  They’ve done an exemplary job every single time I’ve been in contact with them.
53. Put out more information on exactly what services they provide.
54. Quicker service if possible
55. Ruth is very professional and she is always willing to help!
56. Ruth Weeks is one of the rudest people I have ever met in my life.  
57. Smile more:)
58. Some of the people working in the office are not very helpful or friendly.
59. Some of the staff in the office do not seem to always respond in the same manor.  I haven’t not personally encountered anything through this experience, but I have friends who have issues with misinformation!
60. Sometime be a little more friendly...other than that they are wonderful!
61. The computer software the office is using is wrong.  I pointed out the inconsistencies to several people who were assisting me and each insisted that the software was right.  I consulted the head of my department and he agreed with me.  As a result, I was forced to waste my time in the registrar’s office and running all over campus in order to fix a mistake that was not mine.  In addition, this is not the first time I have had problems with my transcripts.  However, I find that the staff is pleasant and at least attempts to help with the situations at hand.  They need extensive training and new software that is user friendly to both students and staff.
62. The office must either stop hiring useless student help or fully and completely train those students they put behind the counters.  The older staffers are usually fairly reliable and easy to deal with, but the student staffers are wholly unreliable, unhelpful, uninformed, insolent, and altogether inept.  Sorry to be so harsh but these statements are quite true.  
63. The people at the registrar’s office seem to be doing a great job to me.  Every time I come in the employee that helps me is very friendly and helpful.  The only concern I have about anything in general is the issue of registration.  I am a psychology/human development major/minor and I find it’s very difficult to get into these courses, especially psychology.  It would be helpful if people with a major or minor in these programs to have priority over other students in getting into these classes, kind of like the art program does.
64. The registrar’s office could be more friendly and personable.  They should go from the stand point that people don’t know what they want and the staff should not assume that students should know things and that they’re questions are irrelevant.
65. The registrar’s office should be more friendly and accommodating towards students. My questions were not accurately answered and they were unable to process my request so therefore I had to call again and attempt to speak to someone else about a fairly simple procedure.
66. The service itself was very good--only the office hours seem kind of short.  That is the only actually issue I have had.
67. There’s really nothing I would change.  The information I needed was found quickly, even though it wasn’t known at first.  The experience was overall very positive.
68. They are doing an excellent job with answering any questions and being very prompt on everything they do.
69. They could not be so snotty and help students out and be nice about it...they were all cranky towards me
70. Things were really good. The only problem was that the education department had made some changes in course requirements and that is where the problem came from. The only thing I can think of is better communication between the registrar and the academic departments. 
71. This was my first time with a waiver, and I asked the lady to replace the scene shop practicum with the cast practicum all she did was add the cast practicum and didn’t tell me that I had to drop my scene shop practicum on my own...she said “everything was taken care of” perhaps next time she could tell me what she did. Ex. “I just added your cast practicum” if I hadn’t looked online I would still be enrolled in scene shop practicum, because her telling me everything was taken care of informed me that she replaced one with the other.
72. Try harder.  I always feel that I get the minimum level of help possible whenever I have to go to the registrars office.
73. When the student asks about a class please give the instructors name and location for them to contact. I had to find this out myself and the teacher’s email in the directory and on the computer was incorrect, her address came back undeliverable. I got help from AIC after this problem.
74. With the course waver it would be helpful to receive a personal e-mail stating that the transaction was complete.
75. Written instructions on how to access the online registration.  Have accurate records of prerequisites to course.  In the nursing program the prerequisites are not put in accurately.  Based on the articulate agreement, my prerequisites were met, but I could not convey that to registration, nor could my academic advisor, M. Kubsch.  Very frustrating.  Also the computer system does not appear user friendly for first time users (e.g. Codes for the semester - 1042 - how about pull downs with each semester or being able to highlight which term we are interested in.  
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