AQIP
Systems
Portfolio
Category Six – Supporting Institutional
Operations

Midstate College

November 2011

Processes (P)
6P1: Identifying student and stakeholder needs
Midstate College identifies the support service needs of students and other key stakeholders through a variety
of methods [See Figures 6.1 and 6.2]. As the information generated from these sources is reviewed, it is
relayed back to appropriate personnel and departments that are most impacted. As each support-service area
interprets the feedback, changes are made to the processes. This causal loop paradigm has proven to be an
efficient and effective method of identifying support services and other key stakeholder needs.
Figure 6.1 – Student Feedback Mechanisms
Tool

Purpose

Student Opinion Survey

The survey solicits student opinions on organizational operations
and services and identifies needs and targets area for improvement.
Distributed online annually.

Open Door Policy

The policy allows all stakeholders to have direct access to the
organizational hierarchy. It encourages communication throughout the
institution either face-to-face or through electronic means.

Observation

The interaction between students and faculty/staff provides day-to-day
identification of needs and wants, as well as problems and concerns.
Direct observation is face-to face and indirect observations can be made
through online and social media.

Student Focus Forum

The annual forum brings students and administrators together in a live and
a virtual environment where information and ideas are exchanged freely.

Student Orientation

The orientation program is provided through morning and evening sessions
on the first day of each term. Feedback is encouraged during the orientation
session and an electronic survey is distributed at the end of the event.

Technical Support Survey

Students and employees are invited to take a brief online survey upon the
resolution of a trouble ticket.

Adult Learning Focused
Institution Survey

The survey, provided by Noel-Levitz and the Council for Adult and
Experiential Learning, measures student satisfaction with services targeted
towards adult learners and is surveyed on a three-year cycle.

Figure 6.2 – Key Stakeholder Needs Identification Mechanisms
Tool

Purpose

Alumni Association Board

The board is comprised of elected alumni members and representatives
from the college. The Director of Student Affairs keeps the board informed
about campus events and issues and acts as a liaison between the college
and board. The board solicits input from the membership.

Board of Directors

The Board meets up to four times annually and is updated regarding academic
and financial operations of the college. Representatives from academics,
finance, financial assistance, and technology attend the meetings and give
reports to the Directors. In turn, the college receives direction from the Board.

Program Advisory Boards

Program-specific groups meet one to two times annually with directors,
faculty, students, and administration to keep them informed about current
practices, changing skill requirements, and employment trends in each
occupational field.
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6P2: Identifying administrative needs
The administrative support needs of faculty, staff, and administrators are identified using the same causal
loop paradigm as in 6P1.
Figure 6.3 – Stakeholder Needs Identification Mechanisms
Tool

Purpose

Communications Survey

The survey is electronically distributed annually to all employees to assess
the effectiveness of the communication in the organization.

In-Services

In-Services are held bi-annually; these organization-wide meetings
provide an avenue for employee input and participation in organizational
initiatives.

Administrative Meetings

The meetings are held quarterly and used to update staff and full-time
faculty on strategies, initiatives, projects, and activities of the college.

Open Door Policy

Figure 6.1

Employee Evaluations

The review provides self and supervisor feedback to employees on their
performance and allows the employee and supervisor to set goals and
review job descriptions.

Faculty Meetings

The meetings are held quarterly with both full-time and adjunct faculty and
department directors to facilitate feedback, encourage communication, and
reinforce participation at all levels.

Orientation for Staff/
Faculty

New employees learn about the mission, values, culture, policies and
procedures to facilitate a smooth transition into the organization.

Budget Request Process

This is a formal annual process for requesting planned and discretionary
budgets for all departments.

External Audit Process

Annual audits provide verification of the stability of the institution.

6P3: Physical safety and security
4P13 contains a detailed account regarding the physical safety and security of key support processes.
6P4: Day-to-day management
The key student and administrative support service processes are managed on a day-to-day basis
by the director of each service area in conjunction with their respective support staff. Directors are
given the autonomy to perform the duties necessary to fulfill the goals of each service area [See 4P6].
Communication mechanisms described in Figures 6.1, 6.2, and 6.3 keep directors abreast of the needs
for their respective service areas.
6P5: Documenting support processes
Complete documentation is collected and available for review in areas outlined in Figures 6.1, 6.2, and
6.3. Our shared network drive houses minutes, evaluation results, survey results, job descriptions, and
most institutional documents. Support areas maintain their own departmental policy and procedures
manuals; and communication documents, such as student and personnel handbooks, college catalog,
and systems portfolio are available in hardcopy, on the website, and shared network drive. Employee and
student newsletters email and social media are means of sharing information that provide documentation
of support processes.
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Results (R)
6R1: Process measures
Measures of student and administrative support service processes that are collected and analyzed on a
regular basis are outlined in 6P1 and 6P2.
6R2: Key support service results
The success of current processes is demonstrated in the consistently high scores reflected in the college’s
support areas on the Student Opinion Survey.
Figure 6.4 – Satisfaction Ratings Measured by the Student Opinion Survey (on 5.0 scale)
Service Area

2009

2010

2011

Admissions

4.28

4.35

4.44

Financial Aid/Student Accounts

4.33

4.31

4.36

Student Records

N/A

N/A

4.44

Scheduling and Registration

4.18

4.27

4.37

Academic Advising

4.18

4.36

4.28

Student Success

N/A

N/A

4.30

Career Services

4.17

4.24

4.16

Student Services/Activities

4.34

4.33

4.40

Library Services

4.26

4.23

4.35

Bookstore Services

4.32

4.38

4.46

Technical Support Services

4.39

4.43

4.47

eLearning Support Services

4.19

4.22

4.24

Café Services

N/A

N/A

4.42

Facilities Management

4.29

4.40

4.44

Campus Security

4.32

4.40

4.50

The Student Focus Forum resulted in a new marketing campaign. In the 2009 and 2010 forums,
students stated that they wanted to see more advertising and wanted to see our students and campus
reflected in the campaign. The new campaign, which highlights existing students, was launched in the
beginning of fall 2011 and resulted in a 24% increase in prospective student leads within the first month
of the campaign.
The New Student Orientation Survey gauged the level at which the student “agrees” or “strongly agrees”
with the survey items listed in Figure 6.5
Figure 6.5 – New Student Orientation Survey
Question

Winter 2010

Spring 2011

Summer 2011

Fall 2011

As a result of my attending the New
Student Orientation, I feel more
comfortable about my decision to
attend Midstate College

93%

100%

93%

100%

I understand the resources that are
available to me at Midstate College

93%

95%

100%

100%
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The Technical Support Survey was instituted in January of 2010. Results from January 2010 through
October 2011 have indicated that 91% “agree” to “strongly agree” that technical support resolved their
problem and 93% “agree” to “strongly agree” that technical support solved their issue(s) quickly. This
survey reinforces the satisfaction ratings indicated through the Student Opinion Survey which demonstrates
Technical Support’s commitment to providing outstanding service to our students.
6R3: Performance results for administrative support services
The Employee Communication Survey, which is administered each fall, indicates that 80-90% of employees
are satisfied or very satisfied with the level of communication they receive.
Figure 6.6 – Satisfaction Ratings Measured by the Employee Communication Survey
Area
Level of communication

2005
81%

2006
89%

2007
94%

2008
88%

2009
89%

2010
88%

Indicators of the financial capability and strength of the institution are in the results of the financial audits
conducted annually by an independent auditor and the Compliance Attestation Examination of the Title IV
Student Financial Assistance Programs conducted in late fall of each year. In addition the college periodically
undergoes program reviews from both state and federal agencies. These audits, examinations, and reviews
demonstrate that the college has sound administrative practices that consistently meet the compliance
requirements outlined in the regulations published by the Department of Education.
6R4: Improving services
Information is used to set goals, to formulate strategic planning and initiatives, and to meet and exceed the
service needs of our constituencies. Technology growth trends have forever changed the means in which the
college communicates and serves our students. This is a prime example of how information gathered has
improved services and is demonstrated through our information technology departments including Technical
Support, eLearning Support, and Computing Services. As little as ten years ago, surveys indicated the need
to find ways to facilitate all students having their own computer. Today, results indicate that eLearning venues,
social media, email, and Internet access are commonplace. Detailed processes on equipment upgrades, stateof-the-art resources, and expansion of information support have grown from a few personnel into separate IT
areas to facilitate these needs. IT includes administrative support from Art/Multi-media (web development),
Senior Development (programming), and Network Administration.
6R5: Comparisons
Due to the small size and the administrative structure of the college, changes in processes and improvements
can be implemented with a minimum of bureaucracy. This is a unique characteristic when compared to most
post-secondary educational institutions as well as for businesses and organizations of like size. The Adult
Learner Inventory component of the Adult Learning Focused Institution Survey rates student satisfaction
with Midstate College well above the mean for other four-year institutions in all measured categories:
Figure 6.7 – Composite Adult Learning Inventory Comparison of Midstate to Other Institutions
ALFI Principle
Outreach
Life/Career Planning
Finance
Assessment
Teaching/Learning Process
Support
Technology
Transitions
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Improvement (I)
6I1: Improvements
The Career Services ratings in the Student Opinion Survey [See Figure 6.4] are consistently lower than
those of other areas. In order to rectify this discrepancy, the college has enhanced the Career Services
Department by expanding from a single office into a Career Services Center equipped with computers and
staffed with dedicated personnel proficient in job placement trends and issues. The college will use future
Student Opinion Survey results for the Career Services Department to measure the success of this change.
One of the action projects undertaken under the Academic Quality Improvement Program resulted in the
creation of a master schedule to assist students and academic advisors in the creation of planned course
sequences. Since the retirement of this project and implementation of the master schedule, student
satisfaction with scheduling classes has increased from 4.18 to 4.37 [See Figure 6.4].
Because of rapid changes in technology, Midstate College recognized the need to evaluate the Technical
Support services on a more continuous basis. To that end, the Information Technology Services Department
instituted a new survey to be offered upon the resolution of every technical support ticket. The ability to
measure these services on a per-ticket basis complements the annual student opinion survey, providing a
comprehensive picture on both a small and large scale.
6I2: Culture and infrastructure support
The culture and family atmosphere of Midstate College is steeped in history and tradition. This rich history
has provided the basis and structure for the mission the college publishes, professes, and adheres to. Our
focus is on both internal and external stakeholders, with absolute emphasis on meeting students’ needs—
academically and professionally. Overall satisfaction ratings across the board support positive results. The
communication strategies in place examine, categorize, and implement processes for continued growth;
moreover, they become part of a strategic planning vision that challenges the institution to update current
thinking and embrace new methods and technology.
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