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Champlain College has used the Student Satisfaction Inventory by Noel-Levitz since 1997 as one information

source to guide its improvement efforts. Results of the 2008 administration of this survey to a representative

sample of just under 500 students (24% response rate) revealed satisfaction in all areas comparable to Eastern

region four-year private schools and identified several areas where Champlain scores below the national four-

year private comparison group. Historical comparisons reveal an upward trend in 2008 compared to the last

administration in 2004, showing gains in nearlyeverys c a | e . I nternal benchmarks to
were created and demonstrate interesting patterns of satisfaction and perceptions of their importance to our

students.
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Purpose

Champlain College has conducted the Noel-Levitz Student Satisfaction Inventory (SSI) periodically since 1997 to
gather feedback from students about how well we are meeting their expectations. The last survey was
conducted four years ago when Champlain was in the midst of the Power of Three construction initiative and
attracted a different type of student. Repeating the survey in the spring of 2008 allows us to gather data that
will serve as a benchmark as the new Core Curriculum is being put into practice and just prior to
implementation of the LEAD program.

This report will present some background information about the survey and its Spring 2008 implementation at
Champlain College, strengths and challenges identified by the report, comparison to national and regional
groups and changes in our own satisfaction levels over the past 11 years.

Instrument

The Noel-Levitz Student Satisfaction Inventory (SSI) measures not only how satisfied students are, but also what

issues are important to them. The instrument asks students to rate 73 items for both satisfaction and

importance on diverse topics affecting the entire campus, including academics, student life, admissions, financial

aid and security. The SSI calculates the difference between the average satisfaction score and the average

i mportance for each item; t his di fference is referr
an item indicates a relatively low level of satisfaction for an item of relatively high importance.

To see a sample of the survey instrument, go to the Noel-Levitz website:
http://survey.noellevitz.com/index.cfim?personlD=1931257703&sAction=login (electronic) or
https://www.noellevitz.com/NR/rdonlyres/FAB17FD7-9588-4BB4-B4E3-8371817FB590/0/SSl4yr.pdf (paper).

Methodology

The survey period ran February 11 through March 7 2008. (Spring break: February 22 through March 3.)

We invited all students with an active undergraduate degree program who were enrolled in one or more on-
campus course(s) in the spring 2008 term. This group represented 2029 students (Traditional and Adult, Part-
and Full-time, all class levels). This group did not include non-degree, masters or online-only students. It did
include students in undeclared majors.

Kay Kennedy mailed each student a letter of invitation. Students received one to three email
invitation/reminders throughout the survey period. Student incentives included a $10 movie pass for the first 50
respondentsanda $5J) a z z m a certificate dor thie next 125 respondents.


http://survey.noellevitz.com/index.cfm?personID=1931257703&sAction=login
https://www.noellevitz.com/NR/rdonlyres/FAB17FD7-9588-4BB4-B4E3-8371817FB590/0/SSI4yr.pdf

Participation

In spring 2008, 497 students participated, a rate of 24% which is comparable to 4-year private institutions and
slightly higher than the overall average participation rate.

The sample was representative with the following minor variations:
e There was an over-representation of female students, as is typical in student surveys. (Females made up

43% of the invited population and 53% of respondents.)
e There was a slight over-representation of freshmen (26% of sample and 30% of respondents). Other class

levels were very nearly representative.
e The distribution of respondents by Division was very nearly representative, with a slightly higher response

rate for ITS and a slightly lower rate for CCM.



Strengths and Challenges

Strong institutional performance on Noel-Levitz survey items occurs when students report high satisfaction on
an item that they also rate as highly important. Challenges are reported when an item of high importance to
students demonstrates low satisfaction or large performance gap (mean importance minus mean satisfaction).
Strengths and challenges for Champlain College in the spring of 2008 are listed below. Each list appears in
descending order of importance.

Happily, Champlain can take pride in having more strengths (14) than challenges (12). Most of our strengths fall

within the areas of Instructional Effectiveness and Campus Climate, while our challenges occur most commonly

in the Recruitment and Financial Aid areas.! Many of these areas of challenge typically appear as challenges at

otheri nsti tuti ons. I n fact, Champl a irhighestltanutie ematidnal four-s a t i
year private school comparison group on all but two of these challenge items: 8. The content of the courses

within my major is valuablend 17. Adequate financial aid is available for most students.

Table 1. Student Satisfaction Inventory 2008: Strengths and Challenges in Descending Order of Importance

Strengths

68. Nearly all of the faculty are knowledgeable in their field.

16. The instruction in my major field is excellent.

33. My academic advisor is knowledgeable abou t requirements in my major.

29. Itis an enjoyable experience to be a student on this campus.

25. Faculty are fair and unbiased in their treatment of individual students.

72. On the whole, the campus is well -maintained.

6. My academic advisor is approa chable.

45. Students are made to feel welcome on this campus.

7. The campus is safe and secure for all students.

65. Faculty are usually available after class and during office hours.

2. The campus staff are caring and helpful.

26. Computer labs are a  dequate and accessible.

67. Freedom of expression is protected on campus.

3. Faculty care about me as an individual.
Challenges :5ANBOGAZ2Yy It aedvyoz2ta AYRAOFGS / KI YLIX | Ayfa@Riivate toiphrisoh grédpi A 2y a4 02 NB

8. The content of the courses within my major is valuable. ()

34. | am able to register for classes | need with few conflicts. 1y

66. Tuition paid is a worthwhile investment. =

36. Security staff respond quickly in emergencies. 9

61. Adjunct faculty are com petent as classroom instructors. =

17. Adequate financial aid is available for most students. Q@
23. Living conditions in the residence halls are comfortable (adequate space, lighting, heat, air, etc.) ™
12. Financial aid awards are announced to students in time to be helpful in college planning. =

38. There is an adequate selection of food available in the cafeteria. =

48. Admissions counselors accurately portray the campus in their recruiting practices. =

5. Financial aid counselors are helpful. =

71. Channels for expressing student complaints are readily available. ™

! Instructional Effectiveness, Campus Climate and Recruitment & Financial Aid are Noel-Levitz terms associated with
reporting scales used in the Student Satisfaction Inventory. For a list of items in each scale, click to Appendix C.
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Benchmarking to Four-Year Private Institutions

The SSI finds 22 items on which Champlain students report significantly higher satisfaction when compared to
both the national and Eastern region four-year private college average. The SSI uncovers only two items on
which Champlain students report a significantly lower level of satisfaction than students overall at national four-
year private colleges: course content (item 8) and availability of financial aid (item 17). There were no items on
which Champlain students reported a significantly lower level of satisfaction than Eastern four-year private
colleges.

Table 2. Student Satisfaction Inventory 2008: Satisfaction Comparisons with National Four-Year Private
Institutions

Higher Satisfaction

16. The inst ruction in my major field is excellent.

34. |1 am able to register for classes | need with few conflicts.

33. My academic advisor is knowledgeable about requirements in my major.

29. It is an enjoyable experience to be a student on this campus.

69. Th ere is a good variety of courses provided on this campus.

36. Security staff respond quickly in emergencies.

25. Faculty are fair and unbiased in their treatment of individual students.

59. This institution shows concern for students as individuals.

49. There are adequate services to help me decide upon a career.

47. Faculty provide timely feedback about student progress in a course.

72. On the whole, the campus is well -maintained.

23. Living conditions in the residence halls are comfortable (adequat e space, lighting, heat, air, etc.)

45. Students are made to feel welcome on this campus.

7. The campus is safe and secure for all students.

65. Faculty are usually available after class and during office hours.

2. The campus staff are caring and help ful.

26. Computer labs are adequate and accessible.

35. The assessment and course placement procedures are reasonable.

67. Freedom of expression is protected on campus.

3. Faculty care about me as an individual.

53. Faculty take into consideration st udent differences as they teach a course.

73. Student activities fees are put to good use.

Lower Satisfaction

8. The content of the courses within my major is valuable.

17. Adequate financial aid is available for most students.




When student ratings of the importance of the SSI items is compared with the national sample, Champlain
students place a higher importance on their tuition investment and their overall campus environment:
comfortable living spaces selection of food in the dining hall, responsive security personnel, qualified adjunct
instructors and candid marketing of the College.

Table 3. Student Satisfaction Inventory 2008: Importance Comparisons with National Four-Year Private
Institutions

Higher Importance

66. Tuition paid is a worth  while investment.

29. It is an enjoyable experience to be a student on this campus.

36. Security staff respond quickly in emergencies.

49. There are adequate services to help me decide upon a career.

61. Adjunct faculty are competent as classroom instr uctors.

72. On the whole, the campus is well -maintained.

23. Living conditions in the residence halls are comfortable (adequate space, lighting, heat, air, etc.)

35. The assessment and course placement procedures are reasonable.

38. There is an adequat e selection of food available in the cafeteria.

48. Admissions counselors accurately portray the campus in their recruiting practices.

73. Student activities fees are put to good use.

Student Priorities

Review of the top ten items of importance to Champlain students reveals an emphasis on academic climate,
including registration and advising The most important items for Champlain students are the content of the
courses in their major followed by knowledgeable faculty and the quality of instruction. The only non-academic
item to earn importance scores among the highest at the College is the Campus Climate item, It is an enjoyable
experience to be a student on this campus.

Table 4. Student Satisfaction Inventory 2008: Ten Items Rated as Most Important
Top Ten Most Important Items
8. The content of the courses within my major is valuable.

68. Nearly all of the faculty are knowledgeable in their field.

16. The instruction in my major field is excellent.

34. | am able to register for classes | need with few conflicts.

58. The quality of instruction | receive in most of my classes is excellent.

66. Tuition paid is a worthwhile investment.

33. My academic advisor is knowledgeable about requirements in my major.
39. | am able to experience intellectual growth here.

29. It is an enjoyable experience to be a student on this campus.

69. There is a good variety of courses provided on this campus.




Performance Gaps

Since the SSI allows us to consider both satisfaction and importance ratings by our students, it provides a

mechanism for focusing our energies on items that have high potential for payoff: those rated high importance

and low satisfaction resulting in large performance gaps. Results of the SSI show that 26 items have a difference
betweenimportancea nd s atisfaction (the “ ponaskvenrpoimdsoate.©Ofthese p ” )
items, only five (items 8, 15, 17, 21 and 24) report a statistically significant larger performance gap than four-

year private colleges. These differences indicate that Champlain has greater opportunities for improvement than

its peers in the areas of parking, financial aid, health services, content of major courses and intercollegiate

sports contributing to school spirit. Only one (item 24, intercollegiate sports) shows a larger gap than Eastern
four-year private colleges. (See Table 5 on the following page.)

The inclusion of this intercollegiate sports item in the list emphasizes how important it is for the College to
review the data in the context of its own mission. Financial aid is one area we are already working to address,
while we will not put any effort into intercollegiate sports. Notably, the large performance gap on course
content was a surprise and warrants further exploration.



Table 5. Student Satisfaction Inventory 2008: Performance Gaps Above 1.0

Item Imp Satis | Gap®
21. The amount of student parking space on campus is adequate. 6.00 3.08 2.92 *xx
38. There is an adequate selection of food available in the cafeteria. 6.25 4.08 2.17
17. Adequ ate financial aid is available for most students. 6.38 4.44 1.94 **
66. Tuition paid is a worthwhile investment. 6.59 4.83 1.76
12. Financial aid awards are announced to students in time to be helpful in 6.27 4.85 1.42
college planning.

15. The sta ff in the health services area are competent. 6.05 4.65 1.40 *
11. Billing policies are reasonable. 6.10 4.71 1.39
34. 1 am able to register for classes | need with few conflicts. 6.61 5.24 1.37
40. Residence hall regulations are reasonable. 6.15 4.78 1.37
71. Channels for expressing student complaints are readily available. 6.21 4.86 1.35

8. The content of the courses within my major is valuable. 6.71 5.39 132+
24. The intercollegiate athletic programs contribute to a strong sense of scho ol 4.89 3.61 1.28 ***
spirit.

23. Living conditions in the residence halls are comfortable (adequate space, 6.37 5.10 1.27
lighting, heat, air, etc.)

5. Financial aid counselors are helpful. 6.21 4.99 1.22
57. 1 seldom get the "run -around" when see  king information on this campus. 6.20 5.00 1.20
48. Admissions counselors accurately portray the campus in their recruiting 6.23 5.04 1.19
practices.

36. Security staff respond quickly in emergencies. 6.48 5.30 1.18
61. Adjunct faculty are compete nt as classroom instructors. 6.41 5.29 1.12
73. Student activities fees are put to good use. 6.23 5.13 1.10
58. The quality of instruction | receive in most of my classes is excellent. 6.59 5.50 1.09
69. There is a good variety of courses provided on this campus. 6.49 5.41 1.08
47. Faculty provide timely feedback about student progress in a course. 6.39 5.33 1.06
59. This institution shows concern for students as individuals. 6.42 5.37 1.05
55. Major requirements are clear and reasonable. 6.45 5.43 1.02
63. Student disciplinary procedures are fair. 6.13 5.11 1.02

? Asterisks indicate that the differences are statistically significant at the 0.5 (*), 0.05 (**) or 0.001 (***) level.

9




Scales and Results of Interest to Individual

Department s

Noel-Levitz provides summary-level averages for twelve areas of the college. These average scores for

importance and satisfaction are listed in the table below in descending order based on the performance gap
(largest gap on top). Safety and security is the area with the largest gap between importance and satisfaction,
followed by Recruitment and Financial Aid. Campus support services has the smallest performance gap. Only
i s measured

satisfaction, but not i mportance,
(commuters, adult students, students with disabilities, students in under-represented populations).

Table 6. Student Satisfaction Inventory 2008: Scale Averages and Importance in Descending Order by

Performance Gap

Scale Import | Satis /SD Gap
Safety and Security (items 7, 21, 28, 36) 6.18 4.89/1.07 1.29
Recruitment and Financial Aid (items 4,5,12,17, 43, 48) 6.21 5.02/1.17 1.19
Registration Effectiveness (items 11, 20, 27, 34, 50) 6.17 5.16/1.04 1.01
Instructional Effectiveness 6.45 5.52/0.90 0.93
(items 3, 8, 16, 25, 39, 41, 47, 53, 58, 61, 65, 68, 69, 70)
Acad emic Advising  (items 6, 14, 19, 33, 55) 6.32 5.42/1.22 0.90
Concern for the Individual (items 3, 14, 22, 25, 30, 59) 6.23 5.40/1.00 0.83
Campus Life 5.87 5.07/1.03 0.80
(items 9, 23, 24, 30, 31, 38, 40, 42, 46, 52, 56, 63, 64, 67, 73)
Service Excellence  (items 2, 13, 15, 22, 27, 57, 60, 71) 6.05 5.25/0.98 0.80
Campus Climate 6.22 5.42/0.93 0.80
(tems 1, 2, 3, 7, 10, 29, 37, 41, 45, 51, 57, 59, 60, 62, 66, 67, 71)
Student Centeredness (tems 1, 3, 10, 29, 45, 5 0) 6.27 5.48 /0.97 0.79
Campus Support Services (13, 18, 26, 32, 44, 49, 54) 5.98 5.57/0.84 0.41
Responsiveness to Diverse Populations (items 85 -89) 5.26/1.28

On these area averages, Champlain College scored better (smaller performance gap) in every case than national

four-year private colleges.

Item-Level Analysis

By matching individual raw scores on the SSI items with institutional or student-provided demographic
information, it is possible to for us to examine individual items in an effort to understand what might be
contributing to lower student satisfaction in certain areas. For example, the levels of student satisfaction with
items 8 (the content of the courses within my major is valuable) and 61 (adjunct faculty are competent as

classroom instructors) are identified as challenges. To further analyze what might be leading to lower

satisfaction, we looked at the demographic breakdowns by division, program, class level and GPA for these

guestions and uncovered the following:

10
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Division differences:
e BUS and EHS are more satisfied with course content (item 8) than ITS and CCM.
e BUS and CCM are more satisfied with adjuncts (item 61). EHS and ITS are less satisfied.>

Program Differences: A large range in the number of students across programs and few respondents in some
programs make tests for significance unhelpful. See Appendix A for data at the program level. [Link to
Appendix A]

e In BUS, the largest performance gaps for item 8 are seen among students in MKTG, BUSI and UNDC.

e |n CCM, very large performance gaps for item 8 (with small numbers reporting) are seen among students in
BROD, DFMM and MCOM. Large gaps are also seen in all of the other majors.

e |n EHS, item 8 performance gaps are larger in APSY and EDUC than in CRIM and SOWK.

e In TS, large gaps for item 8 are seen in all majors except for RADI.

e Greater levels of dissatisfaction with adjunct instructors are seen in APSY, MCOM, UNDC.ITS, WEBD, BUSI
and PUBR.

Table 7: Student Satisfaction Inventory 2008: Division Comparisons of Course Content and Adjunct Faculty

Question 8 Question 61
Division | N Imp | Sat | Gap | Imp | Sat | Gap
BUS 172 1 6.71 | 5.65 | 1.06 | 6.43 | 5.37 | 1.06
CCM 135 | 6.67 | 5.14 | 1.53 | 6.31 | 5.34 | 0.97
CPS 716.71]543 107|657 |532|1.26
EHS 77 | 6.71 | 5.64 | 1.07 | 6.57 | 5.31 | 1.26
ITS 101 | 6.78 | 5.12 | 1.66 | 6.38 | 5.12 | 1.26
College | 497 | 6.71 539|132 |6.41|5.29|1.12

Class Level: Slight differences are observed in item 8 by class, with Sophomores (5.46 ) and Seniors (5.41)
slightly more satisfied than Freshmen (5.33 ) and Juniors (5.25 ) with course content in their majors.

Grade Point Average: Students in the highest or lower self-reported GPA ranges show the highest average
satisfaction with course content. While an interesting finding, the difference in satisfaction between the GPA
ranges is not significant; however, the differences in importance are. Students with average GPAs give the
lowest importance to course content, lower than students with very low or very high GPAs.

* Note: this data is contradictory to student ratings of adjunct faculty in individual courses (IDEA) where EHS and ITS adjunct
faculty score higher than CCM and BUS adjunct faculty.
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Figure 1: Student Satisfaction Inventory 2008: Course Content by Self-Reported GPA Groups
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Internal Champlain Benchmarks

As we did with the National Survey of Student Engagement (NSSE) results in 2007, we attempted to map

t he

SSI i t ems

to

C. Va thep wsd this'mapping to create aurgowncintesnal s i

on

benchmarks to indicate how well we are achieving that vision in the eyes of our sudents. We found that
the SSlitems aligned mo r e
benchmarks were created and 2008 values appear in the chart below. Appendix B [Link to Appendix B]
outlines the specific items that are included in each benchmark.We see that four of the six benchmark
satisfaction values cluster around the 5.4 to 5.5 range (academic rigor, relevance, market savvy and
human touch) but have different levels of importance to our CC students. Two additional benchmarks
(career orientation and student centeredness) reveal lower satisfaction among students, but also less
importance to students. These are surprising when reviewed as a whole and warrant more study of
invididual items comprising the benchmark.

c |
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Figure 2: Student Satisfaction Inventory 2008: Core Values Satisfaction/Importance Scatter Plot
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Historical Comparisons

Because Champlain has conducted the SSI with its students since 1997, we have data that captures the
trends and identifies where we have seen campus-wide improvements or declines. The figure below

s hows Ch a mpoh each of she staleseepodtad in the SSI. AImost all scales show the same
pattern of improvement from 1997 to 1999, decline from 2001 to 2004 and increase from 2004 t02008.
Three scales did not show improvement in 2008: Academic Advising, Registration Effectiveness and
Responsiveness to Diverse Populations (older-returning, part-time, under-represented, commuter and
students with disabilities). The Campus Life and Safety and Security scales showed a more marked
improvement than other scales. Appendix C details the items making up each scale. [Link to Appendix C.
Select “1 tem Redovonmeénl.] from the drop

Figure 3. Student Satisfaction Inventory 2008: Scale Scores 1997 - 2008
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Conclusion and Next Steps

Overall, the results of the 2008 SSI survey confirms that Champlain students are quite pleased with their
experiences here, comparable to, or in many cases to a greater degree than schools in our comparison
group. Champlain faculty and staff should be proud that students report significantly higher levels of
satisfaction than their peers nationally.”

While overall results are highly satsifactory, there are a few areas where additional study or action is

indicated: course content in the major, adjunct quality, academic advising, registration effectiveness and

response to diverse populations. Focus groups are being conducted this fall with students to further

explore their perceptions of course content. Our IDEA student ratings of faculty data provides

diagnostic-level data about adjuncts. Revision of the academic advising process was already on the list of

goals for the academic affairs and advising offices forthe 2008-0 9 vy e a r . The Coll ege’ s
and Inclusion is only in its second year of operation and will undoubtedly focus greater attention on our
responsiveness to diverse populations.

4Referring to questions: “Rate your overal/l satisfactio
had it to do over again, would you enroll here?”
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