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Introduction

In 2003-04, the Registrar’s Office conducted a self-study and assessment of some of its most frequently utilized services.  The assessment was conducted as part of a comprehensive and ongoing assessment initiative in Student Affairs, the goals of which are to:

1) Provide information for strategic planning and service enhancement;

2) Facilitate alignment between Student Affairs and the UW-Green Bay’s mission;

3) Clarify the contribution of Student Affairs’ functions, programs and activities to the student learning experience at UW-Green Bay, and;

4) Consolidate and formalize current planning and assessment activities.

Because of staffing and office leadership transitions that occurred while this project was in progress, there was a longer than anticipated time lag between data collection and the reporting of outcomes.   Additionally, there were gaps in data collection that resulted in a response rate that was not sufficient to establish a baseline for response time, customer satisfaction, etc.  While the data are not necessarily representative of student experiences with Registrar Office services, they do yield many important insights and ideas for priorities and service improvements.  A summary of the findings and recommendations of the assessment follows.  

Overview of Assessment Plan and Methodology

The project sought to assess three dimensions of each of the services selected for review:  1) accuracy, 2) timeliness and 3) overall customer satisfaction.   Three specific Registrar services were identified for review, because they account for the highest volume of customer service requests in the office: 1) transcript requests, 2) credit evaluations, and 3) enrollment waivers.  Each service was assessed within a defined population and timeline.  An on-line survey (Appendix A) was developed to capture client feedback related to the service and outcomes.  Students utilizing each service were directed by e-mail or postcard to complete the online survey, and responded both to general questions about Registrar services, as well as service-specific survey questions.  The assessment data is thus comprised of the on-line survey results and service-specific audits of all services provided, detailing such things as type of service, volume of requests for service, response time.  

Observations and Recommendations on the Assessment Plan
A. Methodologies:  The data collection methods that were intended to be utilized in the assessment plan (Appendix B) were appropriate, and were generally effective in gathering data helpful to the assessment of services.  However, because data collection was less systematic and thorough than had been originally planned, the results are not representative, and are consequently less useful in assessing outcomes and framing recommendations. 
B. Conclusions:  The conclusions of the assessment exercise were constrained by the data collection problems.  However, the audits provide sound information on volume of service requests and response time, and the survey results provide good information about what customers value, and where there may be gaps between what respondents think is important and their satisfaction with services received.
C. Recommendations:   The original proposed methodology is sound.  If this assessment is reproduced in the future with more systematic data collection, the data it will yield will be very helpful in improving services.  There may be value in customizing the survey to the service (ex, different surveys for credit evaluation customers, transcript request customers, etc).  This would facilitate more refined data analysis (ex, the relationship between credit evaluation satisfaction and likelihood to attend, or satisfaction of current year graduates with transcript request).  The open-ended responses on the survey suggest that the courtesy of Registrar staff in face-to-face encounters with customers may be an additional important dimension of service to assess.    Finally, consideration should also be given to doing a faculty survey of satisfaction with Registrar services, since this is also an important customer served by the office.    
Observations and Recommendations on Registrar Services

A. Alignment of Services and Mission:  The number and array of services offered by the Registrar Office are well aligned with the mission of the office and the service needs of the clients who utilize it.  
B. Services Relative to Standards:  The Registrar’s Office provides services that meet or exceed national standards recommended by CAS.  A CAS self-assessment guide for Registrar Program Standards and Guidelines informed the assessment plan.
C. Services Summary and Recommendations:  In the absence of a formal self study report and review committee presentation, a short summary of assessment findings and recommendations is provided below.  
1. Transcript Request Service

a. Volume:  In a 3 month time period from November 2003 – January 2004, 1146 requests for transcripts were received.   Of these, 981 were standard requests, 38 were “rush” requests, and 104 were “hold for grades” requests.

b. Turn-around time: The average response time for standard transcript requests was 2 days, for rush requests, less than a day, and for “hold for grade” requests, 8 days from date of posted grade.  
c. Comments summary:  Several survey comments were related to fees for service, request for on-line and credit card payment service, and delays or errors with “hold for final grade” requests (Appendix C).  

2. Credit Evaluation Service

a. Volume:  In a 6 month period between October 2003 and March 2004, 925 requests for transcript evaluation were received.    

b. Turn-around time: The average response time for all credit evaluation requests was 19 days.  However, there was significant variation based on volume at the time of receipt of transcript.  The 411 requests for Spring 2004 admits took an average of 26 days to process. The average response times for the 52 requests for Summer 2004 admits and 463 requests for Fall 2004 admits were 12 and 13 days respectively. 

c. Comments summary:  Most credit evaluation comments were not about the credit evaluation service perse, but rather concerned what credits transferred and how the credits applied to programs/degrees. (Appendix D)
3. Enrollment Waivers

a. Volume: A total of 1428 enrollment waiver requests were received for Spring, 2004 registration.  The vast majority of these were prerequisite and closed course waiver requests.  For two classes, more than 15 students were waived into the class.  Sixteen classes had 10 – 14 student waived into the class, and eighty six classes had 5 – 9 students waived into the class.   For the remainder (351 classes), 4 or fewer students received enrollment waivers.  

b. Turn-around time:  All waivers were processed the day they were received.

c. Comments summary:  Enrollment waiver requests are almost always handled in person.  Many of the survey comments concerned perceptions of discourtesy, disinterest or unfriendliness on the part of Registrar staff   (Appendix E)
4. Customer Satisfaction Survey

a. General Satisfaction:  Survey respondents are generally satisfied with services received from the Registrar’s Office.

b. Some gaps exist between what respondents think is important (ie, accuracy of service) and their satisfaction with services received.

c. Three service dimensions warrant the most attention:  accuracy of service, questions adequately addressed, and completeness of service.  Focusing on these three, while maintaining status quo in other service dimensions, should result in enhanced user satisfaction and significant improvements in the overall “grade” given by respondents as a result of experience with the Registrar Office.  
Observations and Recommendations on the Self-Study Assessment Process

A. The Review Committee:  The use of a review committee that includes faculty, students, enrollment services office staff, assessment office staff, and perhaps a UW registrar colleague is strongly recommended for future Registrar assessment self-studies.  A committee can provide helpful guidance on data collection and interpretation, assessment of services relative to national standards, and improvements in service delivery and future assessment efforts.
B. The Self-Study Report:  Due to leadership and staffing changes, no formal self-study report was produced.  Recommendations and a template for Student Affairs Self-Study Reports are available on the SS share drive, and should be used for future Registrar self-study reporting.
C. The Overall Assessment Process:  The Registrar self-study was confounded by data collection inconsistencies, leadership and staffing changes, and an unacceptably long time lag between data collection and outcome reporting.  There is much room for improvement in future assessment efforts.  These limitations notwithstanding, the self-study process did yield valuable information about service volume, response time, customer satisfaction and apparent gaps between services valued and services received. Several service improvements can be made based on the information collected, and a plan for continuous data collection can inform future assessment efforts.
