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	October 18, 2007
Student Fiscal Services  -  Annual  Student Survey – Spring 2007



overview

Every Spring Quarter, Student Fiscal Services (SFS) surveys our student customers.  This annual survey always includes a question about overall satisfaction.  For 2007 we asked, on a scale of one to seven, “Overall, I am satisfied with the services I receive from Student Fiscal Services.”  SFS continues to exceed its goal for customer satisfaction with a rating of 71%.  Our target of 64% is based on the 2003 benchmark comparison from the AAU Bursars. The overall rating, as well as ratings of our online services, is included on our Operational Performance Dashboard.
Based on a review of feedback from the survey, the following recommendations are made:
· Increase emphasis on using web check. At orientations, Outreach stresses that there is no fee for using web check and it is a popular way to pay on the tuition account. There is still some confusion with credit card payment and the cost associated with that service.  

· Review the survey process to make it as effective as possible.  This survey is conducted every Spring Quarter and the number of responses fluctuates with the number of in-person visits to SFS  plus the difference in how far into the quarter we collect surveys.  We should look at when and how we survey.  We should look at the possibility of focus group sessions on specific subjects – i.e. why do those students who choose to come into 129 choose not to do their business online.
· Determine the importance of a separate identity for SFS within Schmitz.  Identify ways to clarify that distinction if a high need is decided upon.  Our respondents were asked about SFS services but some of the comments indicate that our customers are not always aware of the differences between SFS and other offices.   

· Money 101 will be online by the end of the year and we need to build into that product a way to get more relevant feedback.  The survey asks about the comfort level with personal finances but this question does not give direct feedback on our Money 101 sessions. 
· SFS is working on the design of our web site and should continue with that review and update. The use of online services continues to increase and our ratings on those services are good. There is some confusion on the part of students regarding how to use web sites such as web check.  Live chat is promoted during orientations but is the lowest used online service. 
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Part 1:  methodology and demographics      

Methodology
· Surveys are collected from students visiting SFS (129 Schmitz Hall) the first three weeks of the quarter. 

· Online surveys are accepted any time during the quarter. 

· Online surveys are advertised through a headline on MyUW and as a link on email responses. 

· The availability and promotion of the survey online provided all students (40,709) with the opportunity to respond to the survey.
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Survey History
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Demographics
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part 2 – Service quality

Overall Service Quality 

[image: image13.emf]Number of Surveys Collected Each Year

700

942

500

585

305

309

279

305

FY2004 FY2005 FY2006 FY2007

Paper

Online

[image: image14.emf]1.6%

2.1%

2.0%

2.7%

1.8%

2.5%

[image: image15.emf]3.6%

11.7%

10.9%

25.3%

24.7%

21.2%

[image: image2.emf]Overall, I am satisfied with the services I receive from Student Fiscal Services

64%

75%

72%

69% 69%

79%

71%

2001 2002 2003 2004 2005 2006 2007


Specific Service Quality     
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part 3 – use of specific services: in-person and online 
In-Person Services - What prompts you to come to SFS for in-person services?   
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Online Services – Percent of Students Who Use Each Service




Online Services - Use and Rating
	
	Users
	Rated Excellent
	Rated Good
	Excellent & Good combined

	Check balance - paper
	523
	57%
	33%
	90%

	online
	272
	60%
	28%
	88%

	TOTAL
	795
	58%
	31%
	89%

	 
	
	
	
	

	Print statement-paper
	441
	51%
	34%
	84%

	online
	231
	56%
	32%
	87%

	TOTAL
	672
	53%
	33%
	85%

	 
	
	
	
	

	Direct deposit-paper
	377
	45%
	36%
	81%

	online
	265
	60%
	24%
	84%

	TOTAL
	642
	51%
	31%
	82%

	 
	
	
	
	

	Web check-paper
	341
	46%
	35%
	81%

	online
	205
	58%
	29%
	87%

	TOTAL
	546
	50%
	33%
	83%

	 
	
	
	
	

	Credit card-paper
	289
	37%
	32%
	69%

	online
	164
	51%
	25%
	76%

	TOTAL
	453
	42%
	29%
	71%

	 
	
	
	
	

	Loan exit-paper
	208
	29%
	36%
	65%

	online
	71
	21%
	28%
	49%

	TOTAL
	279
	27%
	34%
	61%

	 
	
	
	
	

	Petition-paper
	366
	42%
	33%
	74%

	online
	163
	40%
	28%
	69%

	TOTAL
	529
	41%
	31%
	72%

	 
	
	
	
	

	Request mail out-paper
	248
	40%
	31%
	71%

	online
	67
	25%
	36%
	61%

	TOTAL
	315
	37%
	32%
	69%








Historic Use of Selected Online Services







part 4 – other
How knowledgeable are you about managing your personal finances? 



If you could make your payment at an ATM-like machine that gave receipts, located various places on campus, would you use it?



If not, what is your preferred method of payment?



part 5 – open ended question responses      
In an effort to capture the open ended responses, comments were grouped in various categories according to the concern addressed by the student. Inclusion in a group was made by a subjective review. There were no edits or changes made to any of the responses. The comments are listed verbatim in Appendix B, beginning on page 19.
	Comment Type
	Total # of
Comments Received
	# Comments by Category

	
	
	Positive

· 
	Neutral

· 
	Negative

· 

	Customer services
	42
	13
	16
	13

	Credit cards for tuition
	28
	0
	17
	11

	SFS website
	26
	2
	17
	7

	Better organization with other departments
	24
	0
	16
	8

	May not be applicable solely to SFS
	12
	0
	8
	4

	Expediency
	11
	1
	9
	1

	Other
	7
	1
	2
	4

	Accuracy
	4
	0
	0
	4

	Customers feeling rushed
	4
	0
	0
	4

	Security
	3
	0
	0
	3

	E-mail
	2
	0
	2
	0

	Totals
	163
	17
	87
	59







Appendx 1 – data Counts and percentages

	
	
	
	
	
	
	
	
	

	Part 1 - Service Quality
	
	
	
	
	
	
	

	
	Agree
	Agree
	
	Disagree
	Disagree
	
	Average
	

	
	Strongly

1
	Somewhat

2
	Neutral

3
	Somewhat

4
	Strongly

5
	TOTAL
	Rating
1-5
	

	My transactions are processed without problems
	
	

	paper
	356
	151
	50
	18
	9
	584
	1.58
	

	online
	168
	67
	22
	32
	16
	305
	1.89
	

	TOTAL
	524
	218
	72
	50
	25
	889
	1.69
	

	 
	58.94%
	24.52%
	8.10%
	5.62%
	2.81%
	100.00%
	
	

	The staff is approachable and friendly
	
	

	paper
	376
	150
	56
	2
	1
	585
	1.46
	

	online
	110
	91
	63
	31
	10
	305
	2.15
	

	TOTAL
	486
	241
	119
	33
	11
	890
	1.70
	

	 
	54.61%
	27.08%
	13.37%
	3.71%
	1.24%
	100.00%
	
	

	The staff listens and communicates effectively with me
	
	

	paper
	343
	175
	53
	9
	1
	581
	1.54
	

	online
	101
	96
	63
	34
	11
	305
	2.21
	

	TOTAL
	444
	271
	116
	43
	12
	886
	1.77
	

	 
	50.11%
	30.59%
	13.09%
	4.85%
	1.35%
	100.00%
	
	

	SFS written correspondence is clear and accurate
	
	

	paper
	281
	162
	111
	11
	3
	568
	1.76
	

	online
	110
	95
	59
	27
	14
	305
	2.15
	

	TOTAL
	391
	257
	170
	38
	17
	873
	1.89
	

	 
	44.79%
	29.44%
	19.47%
	4.35%
	1.95%
	100.00%
	
	

	The information online is clear and accurate
	
	

	paper
	272
	155
	114
	26
	5
	572
	1.84
	

	online
	104
	109
	42
	36
	14
	305
	2.17
	

	TOTAL
	376
	264
	156
	62
	19
	877
	1.96
	

	 
	42.87%
	30.10%
	17.79%
	7.07%
	2.17%
	100.00%
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Part 2 - Overall Quality (Overall, how satisfied are you with SFS's services?)
	

	Very Satisfied: 1
	2
	3
	4
	5
	6
	7
	TOTAL
	Avg Rating

	207
	236
	60
	28
	18
	14
	3
	566
	2.06

	87
	92
	44
	38
	18
	12
	14
	305
	2.67

	294
	328
	104
	66
	36
	26
	17
	871
	2.27

	33.75%
	37.66%
	11.94%
	7.58%
	4.13%
	2.99%
	1.95%
	100.00%
	

	
	
	
	
	
	
	
	
	

	Part 3- Ease of Use of Specific Services
	
	
	
	
	

	RATING
	Excellent  1
	Good

2
	Average

3
	Below Avg

4
	Poor

5
	Don't use
	TOTAL
	Average Rating

	Check your account balance
	

	paper
	299
	172
	48
	4
	0
	38
	561
	1.54

	online
	163
	76
	29
	2
	2
	31
	303
	1.54

	TOTAL
	462
	248
	77
	6
	2
	69
	864
	1.54

	 
	53.47%
	28.70%
	8.91%
	0.69%
	0.23%
	7.99%
	100.00%
	

	Print your statement/payment history
	

	paper
	224
	148
	62
	5
	2
	112
	553
	1.67

	online
	129
	73
	25
	2
	2
	69
	300
	1.59

	TOTAL
	353
	221
	87
	7
	4
	181
	853
	1.64

	 
	41.38%
	25.91%
	10.20%
	0.82%
	0.47%
	21.22%
	100.00%
	

	Direct deposit of aid
	

	paper
	170
	136
	56
	11
	4
	165
	542
	1.79

	online
	158
	64
	26
	10
	7
	37
	302
	1.66

	TOTAL
	328
	200
	82
	21
	11
	202
	844
	1.73

	 
	38.86%
	23.70%
	9.72%
	2.49%
	1.30%
	23.93%
	100.00%
	

	Web check payment on your student account
	

	paper
	156
	119
	44
	11
	11
	195
	536
	1.83

	online
	119
	59
	17
	1
	9
	95
	300
	1.64

	TOTAL
	275
	178
	61
	12
	20
	290
	836
	1.76

	 
	32.89%
	21.29%
	7.30%
	1.44%
	2.39%
	34.69%
	100.00%
	

	Credit card payment on your student account
	

	paper
	106
	92
	58
	14
	19
	236
	525
	2.13

	online
	83
	41
	15
	8
	17
	138
	302
	1.99

	TOTAL
	189
	133
	73
	22
	36
	374
	827
	2.08

	 
	22.85%
	16.08%
	8.83%
	2.66%
	4.35%
	45.22%
	100.00%
	

	RATING
	Excellent  1
	Good

2
	Average

3
	Below Avg

4
	Poor

5
	Don't use
	TOTAL
	Average Rating

	Loan exit counseling
	

	paper
	60
	75
	61
	6
	6
	307
	515
	2.15

	online
	15
	20
	19
	7
	10
	227
	298
	2.68

	TOTAL
	75
	95
	80
	13
	16
	534
	813
	2.28

	 
	9.23%
	11.69%
	9.84%
	1.60%
	1.97%
	65.68%
	100.00%
	

	U-PASS, late charges or forfeiture petition
	

	paper
	152
	119
	72
	14
	9
	167
	533
	1.93

	online
	66
	46
	31
	10
	10
	135
	298
	2.09

	TOTAL
	218
	165
	103
	24
	19
	302
	831
	1.98

	 
	26.23%
	19.86%
	12.39%
	2.89%
	2.29%
	36.34%
	100.00%
	

	Request mail-out of an aid check
	

	paper
	99
	78
	59
	7
	5
	272
	520
	1.96

	online
	17
	24
	16
	3
	7
	233
	300
	2.39

	TOTAL
	116
	102
	75
	10
	12
	505
	820
	2.05

	 
	14.15%
	12.44%
	9.15%
	1.22%
	1.46%
	61.59%
	100.00%
	

	Short term loan application
	

	paper
	103
	76
	52
	3
	1
	288
	523
	1.82

	online
	58
	25
	14
	4
	1
	198
	300
	1.68

	TOTAL
	161
	101
	66
	7
	2
	486
	823
	1.78

	 
	19.56%
	12.27%
	8.02%
	0.85%
	0.24%
	59.05%
	100.00%
	

	Sign Perkins/ Health Professional Loan promissory note
	

	paper
	85
	93
	52
	7
	1
	282
	520
	1.93

	online
	62
	48
	27
	3
	3
	158
	301
	1.86

	TOTAL
	147
	141
	79
	10
	4
	440
	821
	1.91

	 
	17.90%
	17.17%
	9.62%
	1.22%
	0.49%
	53.59%
	100.00%
	

	Tax website
	

	paper
	74
	73
	55
	9
	3
	308
	522
	2.04

	online
	33
	27
	19
	10
	8
	203
	300
	2.31

	TOTAL
	107
	100
	74
	19
	11
	511
	822
	2.12

	 
	13.02%
	12.17%
	9.00%
	2.31%
	1.34%
	62.17%
	100.00%
	

	
	

	
	

	
	

	RATING
	Excellent  1
	Good

2
	Average
3
	Below Avg

4
	Poor

5
	Don't use
	TOTAL
	Average Rating

	Email SFS with questions
	

	paper
	90
	96
	58
	4
	6
	268
	522
	1.98

	online
	46
	56
	37
	17
	13
	129
	298
	2.38

	TOTAL
	136
	152
	95
	21
	19
	397
	820
	2.14

	 
	16.59%
	18.54%
	11.59%
	2.56%
	2.32%
	48.41%
	100.00%
	

	Information release authorization
	

	paper
	99
	106
	56
	5
	0
	253
	519
	1.88

	online
	39
	47
	34
	4
	5
	166
	295
	2.14

	TOTAL
	138
	153
	90
	9
	5
	419
	814
	1.96

	 
	16.95%
	18.80%
	11.06%
	1.11%
	0.61%
	51.47%
	100.00%
	

	Make an appointment with a SFS adviser
	

	paper
	77
	84
	51
	9
	0
	302
	523
	1.96

	online
	36
	33
	30
	8
	10
	181
	298
	2.34

	TOTAL
	113
	117
	81
	17
	10
	483
	821
	2.09

	 
	13.76%
	14.25%
	9.87%
	2.07%
	1.22%
	58.83%
	100.00%
	

	Live Chat (instant message) with SFS staff
	

	paper
	61
	63
	44
	8
	2
	341
	519
	2.03

	online
	18
	19
	15
	5
	6
	237
	300
	2.40

	TOTAL
	79
	82
	59
	13
	8
	578
	819
	2.12

	 
	9.65%
	10.01%
	7.20%
	1.59%
	0.98%
	70.57%
	100.00%
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Part 4 - Other
	
	
	
	
	
	
	
	

	How knowledgeable are you about managing your personal finances?
	

	
	very
	somewhat
	neutral
	not very
	not at all
	TOTAL
	
	

	paper
	192
	238
	101
	28
	12
	571
	
	

	online
	109
	108
	36
	36
	12
	301
	
	

	TOTAL
	301
	346
	137
	64
	24
	872
	
	

	 
	34.52%
	39.68%
	15.71%
	7.34%
	2.75%
	100.00%
	
	

	
	
	
	
	
	
	
	
	

	
	

	
	

	
	

	
	

	What prompts you to come to SFS (129 Schmitz) for in-person service? (check all that apply)
	

	
	pay
	schol
	problem
	receipt
	sign 
	loan info
	request ck
	TOTAL

	paper
	402
	38
	76
	59
	36
	67
	33
	711

	online
	129
	75
	140
	23
	48
	87
	37
	539

	TOTAL
	531
	113
	216
	82
	84
	154
	70
	1250

	 
	42.48%
	9.04%
	17.28%
	6.56%
	6.72%
	12.32%
	5.60%
	100.00%

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	If an ATM-like machine as available to take payments and give receipts, would you use it?
	

	
	yes 
	no
	TOTAL
	
	
	
	
	

	paper
	317
	181
	498
	
	
	
	
	

	online
	143
	155
	298
	
	
	
	
	

	TOTAL
	460
	336
	796
	
	
	
	
	

	 
	57.79%
	42.21%
	100.00%
	
	
	
	
	

	If not, what is your preferred method of payment?
	

	
	web
	drop slot
	mail
	in person
	TOTAL
	
	
	

	paper
	79
	19
	18
	194
	310
	
	
	

	online
	193
	7
	11
	59
	270
	
	
	

	TOTAL
	272
	26
	29
	253
	580
	
	
	

	 
	46.90%
	4.48%
	5.00%
	43.62%
	100.00%
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Please indicate your class level
	

	
	fresh
	soph
	junior
	senior
	grad
	other
	TOTAL
	

	paper
	79
	65
	148
	137
	114
	22
	565
	

	online
	25
	32
	77
	83
	75
	10
	302
	

	TOTAL
	104
	97
	225
	220
	189
	32
	867
	

	 
	12.00%
	11.19%
	25.95%
	25.37%
	21.80%
	3.69%
	100.00%
	


Appendx 2 – Open ended questions
	Positive

· 
	Neutral

· 
	Negative

· 


	Customer Service

	· My experiences with them were great
· N/A. SFS has done a great job. Keep this going.
· … Otherwise I have been very happy with interactions...prompt, knowledgable replies to questions, etc.
· Well, personally, I'm satisfied with their services - both in person and on the web. Though, I've not used many of the SFS services (tax help, what-not), I'm sure it's very efficient and concise.
· When I print my payment history, rather than having every quarter's payment in total I prefer a breakdown for each quarter like the sutdent transcript. Apart that SFS is one of the most excellent and efficient service I see at the UW. Thank you for your service. 

· SFS is one of the most excellent and efficient service I see at the UW. Thank you for your service
· Excellent idea to have a person in front of the door –maybe a sign explaining sfs
· I THINK THE SERVICE IS EXCELLENT FOR MY NEEDS
· good

· very ok (only likes at the very busy times)
· use 4X/yr and am satisfied with how I have been treated. seems sfs has made changes each, will cont
· Be nice.   Good job.   Keep it up.

· Of the services that I have used, for the most part, it has worked out pretty well with no problems whatsoever
· More representatives all year round. 

· -clearer advice from advisors (required meetings w/advisors)

· I think it's fine.

· Shorter lines during busy times of the qtr.

· it's fine

· Paying all of tuition w/financial aid-every qtr have to come to pay33c

· Have more people working here.

· speed up service ... more tellers.

· Lines - need more staff

· improving email responses AND the availability of  SFS advisors

· Have more staff working on tuition due

· long lines - I find there's usually only one person behind the counter

· HAVE MORE STAFF FOR CUSTOMER SERVICE DURING PEAK TIMES

· Schmitz have hours outside 9-5 for paying in person ... but overall, very accommodating

· I don't know. I have not had any problems or concerns with that office this year. Anytime I had a question they answered it.
· more windows (staff)

· ORGANIZATION! Heaven forbid that there are ever more than two people available one any given time to deal with 40000 students, there should be better communication and organization within the ranks if there will not be adequate staff 

· The phone system sucks because it is very difficult to navigate and you have to listen to numerous recordings instead of real people. When a real person does finally come on the line they are often so rude and incompetent that I end up having to come in and get my loan stuff straightened out. Both my parents and I have each had numerous calls where your staff was terrible to try and work with. Also the university does not communicate well with the government on loans and it takes far to long to process loan information.

· I always have to wait on hold for half an hour when I need to ask a question about my status. It is much faster to go in and talk to someone in person.

· -really care about the students of UWB, not just the quota

· I would hire more friendly people who actually enjoy interacting with other people and helping them with their questions.

· better people 

· Hire people who know what they are doing. When I've had problems, they have told me they have no record of me. They've complained that I haven't done things that I need to do, when I've already done them *several* times. 

· Finances are a serious issue, but I often don't like coming to the office since in my experience the clerks have not been especially friendly (they are efficient, but not approachable); most of my questions I ask through email. If the environment of the office could be more relaxed and open then perhaps I would come in-person more often. 

· Less rude, arrogant, cold, indifferent, cruel.

· I wish the staff would be a little bit more friendly. Sometimes I feel when I call, the staff are very unfriendly. 

· STAFF MOREFRIENDLY
· second class students. 

· Clear information for graduates on resposibilities regarding loans.


	Expediency

	· You do a great job. Just get loans approved faster, would be great, but overall, really user-friendly. 

· Faster email response. 

· Speed for processing documents

· Faster email replies...even though I know the office gets busy, I do feel replies to email inquiries could be generally a little more timely...but that's a minor complaint... 

· The process of payment could be a little more expedient for in person payments.

· Email responses.

· Have earlier direct deposit. 

· releasing awards for loans sooner. It's very nerve racking to register for the Summer and Autumn quarters with no idea whether of not financial aid will be awarded. 

· FASTER UPASSREFUND.

· improving email responses AND the availability of SFS advisors

· Deposit the balance of my aid check to my bank account sooner than the day tuition is due! I had other fees to pay to the UW that I wrote on my account expecting the money to have been deposited, but it wasn't, so the check bounced, the bank charged me $20 and the UW charged me $25 for a bounced check


	Accuracy

	· I noticed a large discrepancy between what was showing as owed online vs. what I actually owed. This was apparently due to funds in my account available for disbursement which had not been assigned to a specific financial charge category. As a result I came down to SFS to make a payment, when one was not due. This is an isolated case, and overall I am very satisfied with SFS staff (very knowledgeable and helpful). May want to look into bettering the online system so that it accurately reflects the information you have available to the student. 

· Responsiveness and accurateness of response to inquiries about holds that they have places on accounts. 

· I had checks mailed to me without routing numbers on them. Then another set of checks mailed with routing numbers. I was amazed that the office knew nothing about this until I brought it up. 

· Stop getting my account screwed up. I'm tired of being charged when I'm not supposed to be and taking time off from work to come in and try and straighten things out. This is especially difficult because I have class or work at all times during business hours. 


	Customers feeling rushed

	· Some of the loan officers are incredibly friendly and go out of their way to be helpful, however, others are not. Certain officers are short, unfriendly, and try to get rid of you as soon as possible. Would be nice if that could change. Dealing with financial aid issues by itself is stressful enough. 

· It would be helpful if the staff would give more than one word answers to my questions. I usually go in person because I have questions and would like to learn more about my finances regarding my loans, but I often feel dissatisfied by the interaction because I feel rushed when the staff purposefully gives one word answers in order to usher me out of there as quickly as possible so that they can move on to the next person in line. 

· Taking time to listen and assist students. 

· Customer service. With one exception, every person I've interacted with--whether online, on the phone or in person--has been short, rushed.


	Better organization with other departments

	· Coordinating Tuition payments with the housing payments. My tuition statement says that it paid for my housing, but my housing statement says that it hasn't received payment. 

· -working better w/the UW main campus

· Connect with the Bothell campus to help them be more helpful for the students. 

· Financial aid is an extremely important part of grad school for me, and I'd like to know as soon as possible what type of package has been awarded. 

· I would appreciate more availability of information regarding summer aid. It's always very hard to find information on it, and it's not particularly clear. 

· Aid disbursement procedures. 

· Communication with Financial Aid office 

· Helping students identify the best loan consolidators 2) Help students construct a realistic budget 

· Let students know when their aid will be dispersed so they can plan ahead - I have had to ask every quarter. 

· scholarships, if they exist, advertise them. 

· More effective communication about the financial aid system. 

· ENSURE THAT STAFF MEMBERS KNOW HOWTO USE SHOLARSHIP MONEY TO PAY FOR HOUSING CHARGES.

· Tuition organization

· help filling out FAFSA 
· to automatically send out aid checks at the beginning of the quarter

· Fin Aid advisors

· Communication regarding aid for the next year. On MyUW it says you have received my application for aid, but that I have not been awarded aid yet. When will I know? 

· Make sure that housing and tuition details are more in sync. Numbers are ALWAYS off on myuw, and last quarter I overpaid by almost $1000 because of it. 

· Faster processing. Seems kind of ridiculous that it takes several months to figure our aid packages. Makes it much more stressful.

· Some of the people in the front of the financial aid office are unapproachable (almost snobby). 
Also, it would be nice if financial aid was dispersed to students a little earlier (like a few days at least) in order to have money to pay for books and supplies earlier, and beat the lines at the bookstore. 

· Communicating better between the scholarship office and the office that receives tuition. I have had much trouble in the past with financial aid getting my payments right.

· Financial aid disbursement. Autumn quarter, my aid wasn't dispersed until 2 weeks before winter break. It wasn't easy having to buy books with no money. It needs to be dispersed completely before the quarter begins. Also it shouldn't take 2 weeks to refund money because of over-payment. The web receipt thing is so confusing with financial aid because you have to wait until a few days before tuition is due to really know what amount you are expected to pay.

·  … Also the university does not communicate well with the government on loans and it takes far to long to process loan information.
· Change hours so evening and UWEO students have access to services at a time that is more convenient. We pay more to attend UW but do not have equal access to services, including your office. I don't think it is too much to ask for your office to stay open an hour later. Our classes usually start at 6pm and many if not most of us have full-time jobs. Also, it would be great if we could access and pay our tuition/related fees online just like other students. This is a renowned university and highly respected. I can not imagine it is that difficult to set-up. Again, we pay twice as much to be treated like 


	SFS Website

	· Cannot really think of any major necessary changes -- very happy so far. But perhaps SFS (and UW) could upgrade their websites... 

· I think you do a great job; however more detailed explanation of what disqualifies you for a short-term loan would be beneficial 

· more info available online for when the student cannot physically talk to an advisor. 

· -better pathways through the website 

· Have a student internet, so that we can post listings of books, roommates needed, roommates wanted, cars, etc

· clarity on how to perform the web payments, some issues were confusing. 

· Ease of finding the different services in a myriad web of options, and thus the use of said services. 

· It would be nice to be able to see the date that aid will disburse each quarter online. I have tried to find this information and have not succeeded, so if it is available, it should be more clear how to get to it. 

· Re-vamp the web page. When you go to the portal, it is difficult to find the contact information. I have difficulty navigating to the different aspects from the web. 

· Speed in which the student website is updated with financial information. 

· Web Check payment. Just doesn't work for me. 

· When I print my payment history, rather than having every quarter's payment in total I prefer a breakdown for each quarter like the student transcript. 

· more detailed statement of distribution of loans/scholarships

· I think SFS could make the tuition statement more clear. It gets confusing on what bills there are, what payments were made or especially what and when financial aid awards are dispersed. 

· Hold information - Hard to find out how to fix holds.

· Please make it obvious as to whether a fee due is housing or tuition related

· Make client service questions an integral part of the web-tuition experience.

· Show what payments have been made, my tuition statement hasn't changes
· better text/background 

· The process of requesting the mail-out of an aid check could be improved. Finding the necessary link to have your aid check mailed out is difficult

· … Also, it's very difficult to find your phone number on the web site. I've looked for it a few times, and once I find it I'm sure I'll remember it, but then I'll return to the site months later and not be able to find it. (I'm a graduate student at the Information School, specializing in developing user-friendly systems.)      Thank you. 

· better explanation on Tuition statement website about what things mean. 

· Tried to cancel UPASS before it was mailed, but couldn't figure out how to do it online.

· Easier to understand payment history online

· communicate more clearly about what to do with tuition vouchers paid for by large companies

· The payment/account history breakdown online is confusing!


	E-mail

	· To be more clear on problems regarding financial aid in emails - too generic and quoting of "you may still be...". Just tell me what the problem is, so that I may fix it. Otherwise, no problems - good job!  

· It would be nice if students received a e-mail reminder stating that an aid check is available for pick-up or mail-out with information regarding what the student must do to have the check mailed out


	Credit Cards for tuition

	· Don't charge for using Credit card online. 

· Allowing students to pay tuition, without an added fee, by CREDIT CARD.

· remove credit card payment fee 
· Not charging so much to pay fees with a credit card! 

· no fees for credit card payments on the web 

· Do not charge so much for credit card payments. 

· Accept credit cards in person, instead of just on-line. 

· No fees for web transactions 

· Availability of credit/debit payment option on campus would be helpful
· A more affordable credit card payment method.

· Accept credit payments- visa it’s everywhere you want to be

· web check and credit card charges

· tuition payment could be paid with credit card without extra

· don't charge a fee for credit card payments as that would be so much more convenient

· debit & credit acception

· online paying by credit card.

· credit card payment ... make it easier

· reduce the charges on internet payment and also allow credit card payment at cashier stands as not all students can pay cash out rightly some depends on credit card payment. 
· "Convenience fee" for credit card payments is outrageously high. 

· How about not charging outrageous fees for on-line transactions that cost UW very, very little? 

· Credit card service fee is unreasonably high, and if you're using it it's because you have no other choice. End result: after using it you feel like you've just been mugged. Very unsatisfactory. Get a new service. 

· Accept credit cards for payment of tuition! Or charge less of a fee to use a credit card online to pay tuition. You charge almost $80 just to use a credit card online!!! 
I had to take out a short-term loan to pay tuition, which cost me $30. I would have much rather paid tuition on my credit card. 

· I would prefer that there be no processing fee for using my credit card to pay tuition. I was prevented from paying tuition on-time due to the snow storm in January and was assessed a steep penalty, but would've suffered if I used my credit card. It was very frustrating. 

· Don't charge to use the internet to pay tuition online. HFS does not charge for paying for rent online. 
· REMOVE ONLINE CHECK/CREDIT FEES!!!

· web-check should be available for everyone

· No fee to pay online. $80 "convenience" fee for this large institution is ridiculous!

· the high fee for credit card payments


	Security

	·  Although it does make things a lot easier for the individual, the online signing of the Promissory Note seems to be a problem for just that reason - if myUW was left open on a computer for whatever reason, anyone can hop on and "pay" for services and that idea is a little frightening. Perhaps there is another easy method but one also more secure. Other than that, I would say I am pretty satisfied with all other operations on SFS. 

· Increase the level of privacy in which sensitive information such as income, aid amount etc is discussed. Not only can everyone who's waiting in line hear your conversion but also one staff member in particular is very loud and completely indiscreete when discussing such info. 

· more privacy when meeting with a counselor 




	Other

	·  ATM a great idea!

· come to sfs to return upass

· Better way to conduct surveys

· Send out bills and fees in the mail as well as email. Some parents do not have internet capabilities and can not check important dates and tuition fees. When I first started going to school here they sent out a hard copy in the mail to your parents and also in emails. Now they only send them out in email which is not very professional. 

· turn the organization around and make it a student service, assist students in completing their academic programs and put students financial needs before university needs. Is this university a teaching university or a research university? -- both.. and that is part of the rub. 

· To cancel a students registration after early registration can mean delaying student progress for a year or more and even forcing a student to quit school. srs shouldn't be in the business to force students out of school. sfs should be an advocate for students and should assist students in completing their academic programs thru financial aid and other forms of financial assistance. 

· Work on better communication with students. Be understanding of the odd situations students are in. 
Ex. Parents wont pay for college but the parents make alot so finacial aid is low. 


	May not be applicable solely to SFS

	· -more classes at night for the professional student 
-better instructors who are willing to stay late and help students 
-instructors who are willing to take on student studies (not to offer it for their own personal benefit for students to grade their

· the registration webpage is very difficult to use. 

· I would like the information that is contained in the aid letter I get from the Department of Education which says essentially "here's how much aid you are getting this quarter, next quarter, and the following quarter". I don't see that anywhere on the site. So the amount that I will be getting is sort of a mystery it seems. 

· To get back to people about summer aid faster.

· more seats and/or seats

· more financial aid counselor available and a better system of knowing who is next in line for service

· I'm not sure if this survey directly applies to me since I handle all my finances through the medical school financial aid office, and not through SFS at Schmitz. 

· payroll deduction for employees

· Some of the people in the front of the financial aid office are unapproachable (almost snobby).

· Get rid of the law school's aid person and replace him with someone knowledgeable 

· faster at returning voicemail messages faster would be great. Bruce at UWT is great at returning them at least within a day--Tony---not so much, your lucky if you get a return call within a week 

· Increase my financial aid so I could actually live on campus like a student instead of as an animal 


Distribution of Respondents by Class





Students’ may be including accuracy issues that are beyond the control of SFS.  For example if a student submits a check without personal identifiers we would not be able to post the payment to the students account.  From the student’s perspective, this may look like we have not accurately processed their payment.  Other items beyond our control include lock box errors and miskeys by students on webcheck.





  





*Note for 2005 a seven point scale was used whereas in both 2006 and 2007 a five point scale was used for this question.


  





The nature of and answers from the Personal Finances question may change next year as we implement our strategic goal of having the Money 101 money management course online. We may also be able to connect this question directly with users of the online course. They could feasibly rate their knowledge of personal finances before and after they take the online course.











Total collected:


Year�
Paper�
Online�
Total Surveys�
# Stds  Enrolled�
% Answering Survey�
�
2007�
585�
305�
890�
40,709�
2.18%�
�
2006�
500�
279�
779�
39,835�
1.95%�
�
2005�
942�
309�
1251�
39,985�
3.12%�
�
2004�
700�
305�
1005�
39,855�
2.52%�
�






Surveys collected in 2007 by class:�
grad�
senior�
junior�
soph�
fresh�
other�
blank�
total�
�
Paper Surveys Received�
114�
137�
148�
65�
79�
22�
20�
585�
�
Online Surveys Received�
75�
83�
77�
32�
25�
10�
3�
305�
�
Total # Students Responding�
189�
220�
225�
97�
104�
32�
23�
890�
�
Distribution of Respondents by Class�
21.2%�
24.7%�
25.3%�
10.9%�
11.7%�
3.6%�
2.6%�
100%�
�
�
�
�
�
�
�
�
�
�
�
Student Population�
�
�
�
�
�
�
�
�
�
# Students Enrolled for Spring 2007�
11,588�
10,622�
7,931�
4,903�
3893�
1,772�
na�
40,709�
�
% of Enrolled Responding to Survey�
1.6%�
2.1%�
2.8%�
2.0%�
2.7%�
1.8%�
na�
2.2%�
�






The target is 64% based on the 2003 benchmark comparison from the AAU Bursars.





FYs 2001-2002 and 2006 are equal to 4 or 5 on a 5-point scale.





FY’s 2003-2005 and 2007 are equal to 6 or 7 on a 7 point scale.
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% of Enrolled


 Responding to Survey





Use of online services continues to increase with Check Balance and Print Statement leading.  Loan Exit, Tax, and Live Chat show the lowest usage.  





While Loan Exit shows a comparatively low usage rate it has experienced a significant increase in usage, up from 1% in 2005 to 34% in 2007.





The free Webcheck online service outpaces Credit Card usage for tuition payment. 








�





This was a one time question, requested by the Service Delivery Team. They were gathering information about the viability of setting up self-pay ATM-like kiosks around campus.





The Student Survey has asked other one time questions in the past for the purposes of information gathering for a specific potential project.
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�
Users�
Rated Excellent�
Rated Good�
Excellent & Good combined�
�
Short term loan-paper�
235�
44%�
32%�
76%�
�
online�
102�
57%�
25%�
81%�
�
TOTAL�
337�
48%�
30%�
78%�
�
 �
�
�
�
�
�
Sign Perkins-paper�
238�
36%�
39%�
75%�
�
online�
143�
43%�
34%�
77%�
�
TOTAL�
381�
39%�
37%�
76%�
�
 �
�
�
�
�
�
Tax-paper�
214�
35%�
34%�
69%�
�
online�
97�
34%�
28%�
62%�
�
TOTAL�
311�
34%�
32%�
67%�
�
 �
�
�
�
�
�
Email SFS-paper�
254�
35%�
38%�
73%�
�
online�
169�
27%�
33%�
60%�
�
TOTAL�
423�
32%�
36%�
68%�
�
 �
�
�
�
�
�
Info release-paper�
266�
37%�
40%�
77%�
�
online�
129�
30%�
36%�
67%�
�
TOTAL�
395�
35%�
39%�
74%�
�
 �
�
�
�
�
�
Make appt-paper�
221�
35%�
38%�
73%�
�
online�
117�
31%�
28%�
59%�
�
TOTAL�
338�
33%�
35%�
68%�
�
 �
�
�
�
�
�
Live chat-paper�
178�
34%�
35%�
70%�
�
online�
63�
29%�
30%�
59%�
�
TOTAL�
241�
33%�
34%�
67%�
�
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High Marks for Online Services: Online services continue to be a popular alternative to counter and office visits with the majority of participants rating them “Good” to “Excellent.”  








The second question is connected to the “use ATM” question. The Service Delivery team and members of the SFS Leadership team wanted to find out what kind of method people would use if they were not likely to use an ATM-like kiosk. It should be noted that these respondents were equally divided between people preferring in person and web transactions.  If we do end up implementing the kiosks, we may want to focus on promoting the service to those people who prefer the in person method.








The number of online surveys received has remained level.  The number of paper surveys varies depending on the traffic into 129 Schmitz, how aggressive we are in distributing them, and how long we continue to ask students to fill them out.





The number of surveys received is higher in 2005 mainly due to our efforts to collect in-person surveys for the entire quarter instead of just the first three weeks.








Paper %





Online %





  Paper + Online %














% Web Check Vs % Credit Card


# Responses = 836 for Web, 820 for Credit
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% Direct Deposit of Aid


# Responses = 844








% Print a Statement/Payment History


# Responses = 853





Paper + Online %


# Responses = 1250





�





Online %


# Responses = 539





The difference between 2005 and 2006 may have to do with a change in question. In 2005 website and written correspondence was lumped into one question. From 2006 on there have been two separate questions.























# Responses = 872





% Loan Exit Counseling


# Responses = 813
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Paper %


# Responses = 711





% Neutral





# of Comments





% of Each Class in the Total Student Population
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# Responses = 796





Total Number Registered is 40,709





Total Number of Surveys is 890
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% Negative





Category





SFS continues to work on website improvements. The positive results of these efforts are evidenced by the upward trend shown here.








�





# Responses = 580








The information online is clear and accurate





The written information I receive is clear and accurate





My transactions are processed efficiently and accurately





The staff listens and communicates effectively with me





The staff is approachable and friendly





Overall, I am satisfied with the services I receive from Student Fiscal Services





% Loan Exit Counseling


# Responses = 813





Neither web check nor credit card use options were included in the 2004 survey.





The question “What prompts you to come to Schmitz” is important when we think about the needs of students and the staffing of our customer service office. As we become more knowledge workers (and less transaction workers), we can also see that we might want to focus on educating students on more remote (and more convenient) ways to pay than coming into our office. 





Students selected all that applied.





Online Services - Counts of the ratings of online services


Number of Surveys Ranking SFS Online Services Good/Excllent, Average, Below Average/Poor








Below Average/Poor








Average





Good/Excellent





�
Good & Excel�
Ave�
Below Ave & Poor�
�
Check balance�
710�
77�
8�
�
Print statement�
574�
87�
11�
�
Direct deposit�
528�
82�
32�
�
web check�
423�
61�
32�
�
petition�
383�
103�
43�
�
credit card�
322�
73�
58�
�
info release�
291�
90�
14�
�
sign Perkins�
288�
79�
14�
�
email SFS�
288�
95�
40�
�
short term loan�
262�
66�
9�
�
make appointment�
230�
81�
28�
�
request mail out�
218�
75�
22�
�
tax�
207�
74�
30�
�
loan exit�
170�
80�
29�
�
live chat�
161�
59�
21�
�
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