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I ntroduction

The Noel-Levitz Student Satisfaction Inventory (SSI) was administered at
Community College of Philadelphia (CCP) during the spring 2008 semester to evaluate
student satisfaction with academic, instructional, and students support services. (Detailed
Report 177 titled: Student Satisfaction with Student Services, Academic Services and

Campus Climate is available at http://www.ccp.edu/V PFIN-PL/ir/ir_reports/ir_report_177.pdf ).

Supplementing the SSI, CCP employees responded to the Noel-L evitz Institutional

Priorities Survey (IPS) indicating how important they believeit is that the institution
meets student expectations with regard to these same college services and experiences as

well asindicating their level of agreement that the institution is meeting students

expectations. Both instruments provide a dual rating system that measures both
perceived importance and related satisfaction (SSl)/agreement (1PS) using a 7-point
Likert scale.

Reviewing the SSI and the I PS together enables this report to highlight areas of
agreement and divergence between student and faculty/staff perceptions; identified as
ingtitutional strengths and challenges. Areas of institutional strength are represented as
individual survey items ranked highest in importance and satisfaction by students
responding to SSI and highest in importance and agreement by faculty/staff responding to
the IPS. Ingtitutional challenges reflect survey itemsidentified as high in priority but low
in satisfaction/agreement. By comparing related perceptions, collective areas of perceived
strength and success as well as specific areas that could benefit from improvement have

been identified. The summary results of the IPS are also compared to a national norm,



provided by Noel Levitz, indicating how CCP employee ratings compare to community
and 2-year colleges across the country.
| PS Demographics and Scales

The Institutional Priorities Survey (IPS) was distributed to College faculty, staff,
and administrators. Table 1 below summarizes the demographics of respondents.

Table 1: Demographics of | PS Respondents

Position

Faculty 224 44.80 %
Administration 158 31.60 %
Staff 117 23.40 %
Board 1 0.20 %
member/trustee

Total 500 100.0 %
Y ears Employed

Lessthan 1 year 29 5.85%
1-5 years 106 21.37%
6-10 years 88 17.74 %
11-20 years 108 21.77 %
20 + years 165 33.27 %
Employment Status

Full-time 484 98.57 %
Part-time 1 0.20 %
Temporary 6 1.22%

The survey’s core areas of interest: academic, instructional, and students support
services, were categorized into three general areas with eight subscales by Noel Levitz as
described in Table 2. The IPS assessed faculty and staff perceptions regarding the
priorities of importance to CCP students and their satisfaction with the levels of service

being provided, based on the 7-point Likert scales as presented in Table 3.



Table 2: Noel-L evitz Category Scales

1) Student Services Scales

- Admissions and Financial Aid Effectiveness
- Assesses the college' s ability to enrall
students effectively
- Campus Services
- Assesses the quality of support programs
and services which students utilize to
make their educational experiences more
meaningful and productive. These
services include the library, computer
labs, tutoring, and study areas
- Registration Effectiveness
- Assessesissues associated with
registration and billing

2) Academic Services Scales

- Academic Advising Effectiveness
- Assesses the comprehensiveness of the
academic advising process
- Instructional Effectiveness
- Assesses students' academic experience,
the curriculum, and the College's
overriding commitment to academic
excellence

3) Campus Climate Scales

- Campus Climate
- Assesses the extent to which the College
provides experiences that promote a sense
of campus pride and feelings of
belonging.
- Student Centeredness
- Assesses efforts to convey to students that
they are important.
- Safety and Security
- Assess responsiveness to students’ safety
and security on campus.




Table 2: Noel-L evitz Scales Rating Scales

The SSI and the IPS scales generate two different mean scores for each
survey item: (1) Importance (SSI and IPS) and (2) Satisfaction (SSI) /
Agreement (IPS).

Importance score reflects the degree to which students rate an item as
important and how important faculty/staff believeit is that the institution
meet this expectation. The higher the score, greater the importance;
therefore the stronger the expectation.

1 2 3 4 5 6 7
Not Not very Somewhat Neutral Somewhat Important Very

important important Unimportant important important
at all

Satisfaction and agreement ratings are used to assess student’ s level of
satisfaction with institutional services and faculty/staff’ s agreement that
the institution is meeting students' expectation

The satisfaction ratings (SSI) indicate how satisfied students are with their
campus experiences (The higher the score, the more satisfied the student).

1 2 3 -+ 5 6 7
Not Not very Somewhat Neutral Somewhat Satisfied Very
satisfied satisfied dissatisfied satisfied satisfied

at all

On the IPS, faculty/staff indicate their level of agreement that the
institution is meeting students' expectations with regard to the quality of
experiences provided at CCP on a scale from 1 (strongly disagree) to 7
(strongly agree).

I I I I I I |

1 2 3 4 5 6 7

Strongly Disagree Somewhat Neutral Somewhat Agree Strongly
disagree disagree agree agree

Institutional Priorities Survey Key Findings

All IPS composite categories received mean scores above 6.0 on the 7-point
Likert scale for importance with Campus Climate (6.59) ranked as highest in importance,
followed closely by Student Centeredness (6.57) and Admissions and Financial Aid

(6.56). These results indicate that the majority of College personnel, responding to the



|PS Survey, perceived these areas to be between “important” to “very important” to
enrolled students.

Agreement scores, identifying faculty/staff’ s agreement that the Collegeis
meeting students’ expectation ranked Campus Services (5.26), Instructional Effectiveness
(5.08), and Registration Effectiveness (4.73) highest while Student Centeredness (4.31)
was ranked lowest in meeting students’ expectations. In other words, faculty/staff were
“neutral” to “somewhat in agreement” that CCP is meeting students’ expectation in these
areas and “neutral” in their agreement that the College is meeting students' expectations
in the areas of Student Centeredness; see Chart 3 below for a summary of |PS importance

and agreement scores.

Chart 3: Institutional Priorities Survey Scale M eans, Spring 2008 (Sorted in order of

Importance)
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