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Year in Review Summary/Accomplishments

Previous year’s planning goals:

1. All previous year’s planning goals have been successfully completed or are in progress.

Accomplishments:

1. Customer satisfaction scores have increased and customer volume has remained steady even
though this is the first full year that the program has operated with only one Facilitator.

2. The program’s general nature allows it to support many of the University’s key functions
including recruitment, retention, alumni relations, parent relations, and public relations.

3. The program provides friendly, personal service that reflects well on the Facilitator and the
institution as a whole. This is clearly supported by the anecdotal comments in Appendix A.

Assessment:

1. The Facilitator assisted 9,343 patrons with 9,816 questions, a decrease of 934 patrons and 1,305
questions. The number of customers served decreased by 9% and the number of questions
answered fell by 12%. The program’s staff was reduced by 50% during the last quarter of FY
2002-2003 so these modest decreases were anticipated as there are fewer staff members available
to serve patrons in-person.

2. Customer satisfaction scores rose in all areas where a Lickert scale is used to assess satisfaction.
There was a slight increase in the number of people reporting that they did not receive a response
by the next business day. This was also anticipated for the reasons noted above.

3. The program’s orientation workshop was well received by new students this year. Roughly 20%
completed an evaluation form with over 97% of respondents indicating satisfaction.

Current Situation

Strengths and Opportunities:

1. Flexibility and the ability to use multiple methods of communication to provide service.

2. The program coordinator has an extensive network of contacts making it possible for him to
effectively solve problems for patrons.

3. Facilitators liaise with technical staff across campus to insure that information is available on-
demand to University affiliates.

Barriers to Success:

1. Limited FTE
2. The broad nature of the Facilitator’s work often leaves other employees unsure of what we do.

Measurable Planning Goals for the Next Year

1. Repeat the Facilitator worksite assessment to obtain longitudinal data
2. Start a pilot program to assess the viability of volunteer student Facilitators
3. Support initiatives in the Dean of Students Office by adapting programmatic functions
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Introductory Statement

The fiscal year ending June 30, 2004 brought changes, challenges, and success to the Facilitator. The
program successfully transitioned into the Dean of Students Office; completed the implementation of its
assessment plan; and maintained high levels of customer satisfaction.

Year in Review Summary/Accomplishments

Previous year’s planning goals:

Successfully incorporate Facilitator services into the Dean of Students (DOS) organizational structure.
The Facilitator now reports to the Senior Associate Dean of Students, and has office space in Old Main.
The program routes or answers all of the e-mail received via the DOS web page
(http://w3.arizona.edu/~dos/), and provides desk coverage in the office when administrative support
personnel are ill or on vacation. These office duties compliment all of the program’s continuing activities,
which remain unchanged.

Replace lost FTE with some form of student participation.

The Facilitator benchmarked the University of Arizona’s peer institutions late in the last fiscal year to
review the way each provides general information. Every peer program pays students. Current budgetary
constraints make this impossible for the Facilitator, but one of the students with whom the program works
has expressed an interest in working in an unpaid capacity. His participation during the fall 2004 semester
will be used to determine the viability of a staff of student volunteers.

Continue and expand assessment efforts

The program has restated its desired outcomes and built an assessment plan around them with the
assistance of Dr. Elena Berman, Director of Campus Life Assessment. Complete details about this can be
found on the Web at http://web.cfa.arizona.edu/da-devel/assess/data.php?uid=518.

Accomplishments:

The customer satisfaction data and anecdotal comments available in Appendix A clearly show that
customers are pleased with the program’s service and response time. The fact that these satisfaction scores
have risen in the face of shrinking resources and additional responsibilities comprises the program’s
greatest accomplishment of the year. In addition, the program’s general nature enables it to interact with all
of the University’s constituencies and also allows it support many of the University’s functions including
recruitment, retention, alumni relations, parent relations, and public relations. The positive anecdotal
comments in Appendix A originate from varied groups served by the University and show that a fast,
accurate response reflects well not only on the Facilitator program but upon the institution as a whole.

The staff strives to create a welcoming atmosphere for everyone. Though we do not program specifically
for minority customers, it is our belief that by providing responsive customer service we enhance the
University experience for all constituents.

Assessment:

The Facilitator assisted 9,343 patrons with 9.816 questions; a decrease of 934 patrons and 1,305 questions.
These modest declines were expected as this is the first full year that the program has operated with only
one staff member. Customer volume has remained remarkably stable in light of this fact and customer
satisfaction has increased slightly. Complete information about customer contacts can be found in
Appendix B, while customer satisfaction data and selected anecdotal comments are contained in Appendix
A


http://w3.arizona.edu/~dos/
http://web.cfa.arizona.edu/da-devel/assess/data.php?uid=518

The Facilitator also assessed the presentations given at New Student Orientation during the summer of
2004. Approximately 20% of the people attending the workshop opted to fill out an evaluation with over
97% of those indicating satisfaction. The instrument, results, and comments can be found in Appendix C.

Current Situation

Unit Mission

The Facilitator’s mission is to help students, parents, employees and visitors navigate the services, systems
and organizational structure of the University of Arizona, and to assist with acclimation and retention by
providing a friendly personal contact for students.

Strengths and Opportunities:

1.

2.

3.

The program has the flexibility to adapt services to meet customer needs and takes advantage of
both new services paradigms (e.g. e-mail) and old service paradigms (e.g. face to face interaction
and telephone interaction). In cooperation with the Main Library, the Facilitator now has a
presence on the Ask a Librarian Instant Messaging Interface
(http:/lwww.library.arizona.edu/askalibrarian/).

The Facilitator has strong ties to many student service departments across campus. These
relationships allow me to quickly solve problems for customers through contact with departmental
experts. They also help me approach the institution from a holistic point of view, and allow me to
guide customers through multi-step processes that require the input of several departments.

The Facilitator provides a friendly face for the University’s information infrastructure. At the
same time, | work collaboratively with the technical people who maintain that infrastructure to
insure that it adequately meets the needs of its users. When changes occur the program works to
publicize those changes to new and established users.

Barriers to Success:

1.

2.

FTE
a. The Facilitator provides student service in several areas around campus — The Main

Library, Student Union Memorial Center, and Park Student Union. Employees in all of
these areas indicate they would like the Facilitator present more frequently. Current
staffing levels within the program make this impossible. In addition, the high level of
customer satisfaction and the relative consistency in customer volume are only being
maintained due to the significant number of extra hours worked by the remaining
program coordinator.

The very broad nature of the Facilitator’s work often makes it difficult for people to understand

the program’s function. Staff attempts to counter this through marketing and education about the

Facilitator mission.

Current Outreach Activities
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10.
. Seat on the Retention Coordinating Committee
12.
13.
14,
15.

Welcome Banner (in conjunction with UA Ombuds Committee)

Business card magnet

AskUs web site (http://askus.arizona.edu/)

Parent Orientation binder insert

Seat on the UAWeb Council

Seat on the Safe Zone Steering Committee

Co-ownership of the SafeZone Listserv

Co-ownership of the OutReach Listserv and web site (http://w3.arizona.edu/~out/)
SafeZone workshop facilitator

Seat on Coordinating Council for Academic & Student Affairs (CCASA)

Seat on the Student Service Business Process Re-engineering Team

Seat on the Customer Service Improvement Team

Seat on the Residence Life Appeals Committee

Listed in the Main Library’s new referral routing system as a resource for campus information



16. Orientation Presentations and/or Info Fair Tables at:
a. Freshman Orientation
b. Graduate Orientation
c. International Orientation
d. STU 210, the Pima Community College transfer student transition class

Measurable Planning Goals for the Next Year

1. Repeat the Facilitator worksite assessment to obtain longitudinal data.
a.  Work with Elena Berman to re-work the instrument
b. Attempt to create an easy-to-use format that will boost participation
2. Work with Neal Kraus (student) to start a pilot program assessing the viability of student Facilitators
a. Create a contract defining responsibilities for students and professional staff.
b. Manage logistics (e.g. workspace for student, phone, computer, etc.)
c. Create a training checklist that insures adequate on-the-job training
3. Support initiatives in the Dean of Student’s Office by adapting programmatic functions
a. Modify job duties based upon Human Resources review of DOS workflow

Campus Service Units

The Facilitator program comprises the sole subject of this report. It has no subsidiary campus service units.
Like all areas of campus the program is doing more with less. The number of committees upon which the
program coordinator sits has grown in the last year and the program has added the Dean of Student’s e-mail
to its core functions. As discussed above, the increased amount of responsibility is being accommodated
while maintaining customer volume and enhancing customer satisfaction. A discussion of Facilitator
support of University initiative has already taken place in the Accomplishments section above.

Conclusion

The data from the fully implemented assessment plan and continuing customer feedback clearly illustrate
that the Facilitator program fills a vital niche at the University of Arizona. The program enables access to
campus resources for a wide variety of people and provides a level of personal service that affiliates often
find lacking in an institution of this size. Staff looks forward to another year of providing this type of
service in support of many, varied University functions.



Appendix A

Customer Satisfaction Data
and Selected Thank You
Comments



Customer Satisfaction FY 2003-2004
All Respondents = 397
Yes or No Questions

375

No Response

Would you use
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Yes or No Questions
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Customer Satisfaction FY 2003-2004
All Respondents = 397
Likert Scale Questions

What was your overall
impression of the Facilitator
Serivce?

How Friendly was the 4.75

Facilitator?

How helpful was the Extremely Unhelpful Extremely Helpful ' 477
Facilitator?

How easy was it to contact | Extremely Difficult Extremely Easy ' 4.62
Facilitators? ‘ ‘

Customer Satisfaction FY 2003-2004
Student Repsonses = 119
Likert Scale Questions

What was your overall
impression of the Facilitator
Serivce?

4.79

How Friendly was the 4.74
Facilitator?

How helpful was the Extremely Unhelpful Extremely Helpful ' 4.74
Facilitator?

How easy was it to contact
Facilitators?

Extremely Difficult Extremely Easy ' 4.6
I I







What a nice, friendly, helpful reply to this student. So unlike what | hear about UA Department name
deleted, which parents have told me is downright insulting. | will be happy to round out your good
response with information about our program.

-- Academic Advisor

Thank you very much...I can't tell you enough how much | appreciate all your help. | will definitely
recommend you to lots of people should they have any problems...

--Parent

Thank you so so so much...this was just wonderful information. | appreciate the time you took to email me
and share the various internet sites, they too were very useful and informative.

-- Prospective Student
Thank you so much for so thoroughly answering my e-mail in such a timely fashion.

-- Community Member
Thanks for the help. You do not get paid enough for the quick and prompt information you provide.

-- Student
I would like to thank you for your tremendous support you have provided to me this past week. Your
support means a lot to me...

-- Student
Is it inappropriate to say I love you? You know what I mean (I hope). You have made it easy to work
through a very large campus.

-- Parent
Thank you, thank you so much for your exhaustive help on this issue...

-- Employee
You are the best. Any chance we could take you to lunch while we're there?
I'll keep your number with me and hopefully we'll be able to meet for coffee if nothing else. You really
have our butts. | can't thank you enough.

-- Student and Parent

Thank you so much. You have no idea how much time you saved me! | really appreciate it. It was exactly
what | was looking for! Thanks again for all you hard work on this!

-- Community Member
My dad was in contact with you recently concerning my surgery and its consequence on my ability to meet
the GRO submission deadline on-time. | just wanted to thank you for your help in ‘facilitating' this process
with the Bursar's office; it was a welcome breakthrough during a time of disorienting recovery.

-- Student

Thank you so much for getting back with me so rapidly. It was greatly appreciated. Nice to get a response
from someone. Seems in this day and age no one cares to get back with you.

-- Community Member
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