COMMUNICATION

Overall Results: 
56/269: 21%
Online Survey: 
25/83: 30%
Paper Survey: 
31/186: 17%
SFS Customer Service Standards define “Communication” as:

· Focus on them and listen to them, always looking for the bigger question and how you can add value to their unspoken needs. 

· Written Reponses need to be free of errors.

· Answer central phones with, “hello Student Fiscal Services, this is [name], how can I help you?  For personal phone, answer “hello, this is [name]”

(online)

1. A clear quarterly statement of any scholarships...My only problem is that I don't know who lost record of my one-time scholarship; the school or the institution I received the award from.  The record of it is still missing.  It wasn't a large award ($1000) But I still would liked to have had it.

2. Having a detailed sign in front of the offices because i see lots of people waiting in lines for the wrong office. it is frustrating to them and anyone else who is waiting.

3. Contacting via e-mail. 

4. Have you phone number and/or e-mail clearly listed in several places on the website.  For example, on myuw, where it says "your balance is," it should have the e-mail and phone number.  I knew there was something wrong for several days, and each time I tried to find a number to call, or an e-mail address, I was not able.  I finally called the UW campus to ask who to talk to.  Also, the number and e-mail addresses s/b for the campus where the student attends.  

5. It was interesting to me, though, that the Tacoma person I spoke to was unable to do or find out anything unless and until I produced the front and back of the canceled check.  But I decided to reply to your office by e-mail b/c of the note your office sent out, which I had overlooked.  You figured it out w/o the copy of the check and I appreciate it very much.

6. Thank you for your helpfulness.

7. Stop being functionally retarded.

8. The overall improvement of communication and an early detection warning system.  I feel as though when time is an esscence, I'm informed of problems that are too late to take care of.

9. Giving us information on how everything works, not assuming we already know.

10. Clearer guidelines on hardship withdrawal tuition returns. I've had a very difficult family situation and am still jumping through hoops trying to get some of my tuition back. Life is difficult enough right now.

11. To be  more clear about exactly what paper work needs to be filled out and more e-mails if something with your account is inaccurate or that they still need information from you.

12. Scholarship iinqury online. That is post all scholarships available categorically and requirements (available to who, what major etc.)

13. I would really ask that the in-person services be improved, because the one time that I went in, the woman I spoke with was very rude and unhelpful, and I left feeling more confused than I had been beforehand. 

14. Make automatic emails clear as to why students are receiving that particular email, especially with the Tuition Forfeiture Information email.  I still do not know why I received that, and I even e-mailed asking why I got it, but no one replied.  Also, next time on this survey, do not lump online services and email letters together.  They have nothing to do with eachother.  The automatic email system is awful, but the online layout is great.  For reference, I gave that question a 'disagree'.

15. i never knew there was loan exit counseling--what is this?  right now i am completely overwhelmed with the amount of student loan debt i have and unclear about the reduced finance charge on student loans i receive in the mail.  could there be a workshop on this.

16. tell us up front that we need to be attending more than five credits per quarter to receive student loans.

17. Finacial Aid and letting people know where they are, just more communication

18. provide a copy of the irs taxable income description or provide the whole book for the 1040 and a handout with a list of sections that would be of interest to students. 

19. Communicate clearly w/i the office and w/ other offices such as OSFA. I often find that one staff person will tell me one thing re: my account and things will seem like there is nothing to worry about, but then I'll talk to another staff member a short time later and they'd tell me that things are not ok at all. Then, panic and little options are available to me. Also, there is a lot of delay in communication b/t the staff and the student. At the beginning of almost every quarter, there has been a problem w/ my tuition for some reason that I don't know until the last possible minute. Just be more organized and provide accurate information from the beginning.

20. Perhaps providing a list of frequently asked questions that address some common questions so we don't all have to call to ask.

21. More clear communication about late fees. I had a check bounce by mistake and was told that it would be resubmitted so I wouldn't need to write another check, but when I came in to pay my late fee, was told that I needed to write another check (this is difficult because my parents write the tuition checks) which differed from what I heard on the phone. Additionally, I received a letter saying that I had a late fee due; the letter was dated 7 days prior to my receipt of it so the late fee was due the day I received the letter which I thought was a little ridiculous. 

22. Offer a payment plan for people who might get behind on a short-term loan instead of sending it to a collection agency first.

23. paper tuition bills to show to scholarship people

24. inform me of alternative options that are relevant to my interests.  quick turn-around time of when my documents are received in the office and when i receive a response.  

25. Inform BRAND NEW students on the differences (interest rates, repayment start dates etc) between the different types of loans and financial aid available. It will help students in making their choice on what loan to accept. At least they can refer them to a website with that information. The first time I was there at the SFS in person, the lady that helped me couldn't wait to get rid of me. She never answered my questions on the loans, at least she should have told me where to get information (web, print etc). This is very valuable information to first timers.

(paper)

26. more online information

27. tax info

28. More specifics on scholarships deposited to account.

29. Allowing a location to pay tuition in person on the campus.

30. Parent access to tuition balance

31. Send more mail instead of just e-mail

32. Accept debit or credit!

33. Offer counseling for loan consolidation rates and options.

34. More info sent out about loans/grants/workstudy/scholarships - what needs to be done

35. Give more professional tuition receipts.

36. Make it easier to make payments online without an additional charge.

37. Allow students to pay for tuition with credit cards

38. More warnings for deadlines, oppoturnities to help out with major issues.

39. Remove Upass fee from tuition amount please!

40. Cheaper payment online or direct withdrawal from bank account.

41. Do everything online including tuition payment but without the fees.

42. Web site instructions concerning fees.

43. making payments more clear

44. To accept credit/debit card payments.

45. Web payment by credit card - no charge-and a receipt

46. The on-line business really confuses my parents, easier parent access, more understandable.

47. online tuition with no fee

48. Not have a $40 convenience charge for paying tuition on line

49. lower charge card fees!-lets be real about how tuition is paid and by whom-while you pretend these kids need to be held responsible. this is our personal discussion for managing our finances while we pay for our children’s education!

50. another payment location, free direct deposit (online)

51. make thins clearly on the web

52. Remove the U-pass from the quarter ID sticker

53. stop credit/husky card tuition payment fees, mail out tax forms for tuition expenses

54. short term loan payment schedule more clear

55. online payment of fees

56. Direct deposit/pay tuition by checking account online

COMPETENCE

Overall Results: 
16/269: 6%
Online Survey: 
12/83: 14%
Paper Survey: 
4/186: 2%
SFS Customer Service Standards define acceptable “Competence” as:

· Find the right answer (don’t refer unless you have to and then only to the right person/office)

· Be efficient and accurate in responding to them to minimize their time spent with you.

· Verify that you answered their question/need.

(online)

1. E-mail response.  It is too slow and not always very helpful

2. Stop being functionally retarded.

3. I would really ask that the in-person services be improved, because the one time that I went in, the woman I spoke with was very rude and unhelpful, and I left feeling more confused than I had been beforehand. 

4. Train your employees to understand how tuition is charged by the computer system. I have been to SFS in Schmitz and explained my problems to mutiple employees and just got blank looks.

5. SFS staff should learn to solve problems which are out of their normal daily routine. Being foreign student, I needed tution payment statement which complies with my homecountry requirements for tax filing purposes. I made translation of the regulation into English, also provided SFS staff with short list of things must be on the statement. So, how I was helped? They (i) provided tution statement printout from internet which I can do myself, (ii) provided to fill out Canadian tax authorities form (I am not from Canada) (iii) stated that as they do not have information that I have asked to be present on the statement I need to bring them such information from my department and thereafter they will see whether to issue any document or not. 

6. Conclusion: I got the necessary statement from my department in 5 minutes and probably remain to think that SFS staff is uncompetent and unwilling to solve to problem when it is slightly out of daily routine.

7. I feel like the staff at SFS are on my side and there to help me make the best descision I can with my financial aid. SOme of the counselors there are very knowledgeable, while I avoid the newer ones because they have given me poor advice in the past. But overall, the spirit of the pffice seems to be one of, "how can we help this person obtain his/her goals," and I deeply appreciate that attitude from those who are in charge of money.

8. The questions about the onlne aspect of the office, the workstudy link is burried in the financlia aid website, and some of the other services mentioned are really hard to find. 

9. Communicate clearly w/i the office and w/ other offices such as OSFA. I often find that one staff person will tell me one thing re: my account and things will seem like there is nothing to worry about, but then I'll talk to another staff member a short time later and they'd tell me that things are not ok at all. Then, panic and little options are available to me. Also, there is a lot of delay in communication b/t the staff and the student. At the beginning of almost every quarter, there has been a problem w/ my tuition for some reason that I don't know until the last possible minute. Just be more organized and provide accurate information from the beginning.

10. More clear communication about late fees. I had a check bounce by mistake and was told that it would be resubmitted so I wouldn't need to write another check, but when I came in to pay my late fee, was told that I needed to write another check (this is difficult because my parents write the tuition checks) which differed from what I heard on the phone. Additionally, I received a letter saying that I had a late fee due; the letter was dated 7 days prior to my receipt of it so the late fee was due the day I received the letter which I thought was a little ridiculous. 

11. Its staff. Half the time I go in and get told one thing, and then the other half, another thing. There is no consistency on accuracy or who knows what. There should be knowledgable people staffing the offices, not Work Study students who don't know anything and just mess up accounts even more (personal experience)

12. Inform BRAND NEW students on the differences (interest rates, repayment start dates etc) between the different types of loans and financial aid available. It will help students in making their choice on what loan to accept. At least they can refer them to a website with that information. The first time I was there at the SFS in person, the lady that helped me couldn't wait to get rid of me. She never answered my questions on the loans, at least she should have told me where to get information (web, print etc). This is very valuable information to first timers.

(paper)

13. Not losing records. Every year there had been some trouble with them losing my records!

14. be consistent

15. Be more knowledgable about services - staff in person at Schmitz
16. proper knowledge of tuition

Human Side
Overall Results: 
8/269: 3%
Online Survey: 
7/83: 8%
Paper Survey: 
1/186: 1%
SFS Customer Service Standards define “Human Side” as:

· Greet, smile, be friendly, enthusiastic and confident

· Demonstrate respect and patience and treat each person like s/he is special.

· Thank them (in person, phone or email).

· Ask “is there anything else I can do for you?”

(online)

1. Be nicer to us.

2. Staff friendliness on the phone.

3. It would be nice if they didn’t treat students like idiots and were somewhat courteous.

4. I would really ask that the in-person services be improved because the one time I went in, the woman I spoke with was very rude and unhelpful.

5. I called once to dispute a charge and the person I spoke with was curt and a bit sarcastic.

6. The spirit of the office seems to be one of “how can we help this person obtain his/her goals”.

7. Personality.

(paper)

8. The first time I was there at the SFS office in person, the lady that helped me      couldn’t wait to get rid of me.  She never answered my questions on the loans.  At least she should have told me where to get information (web, print, etc.).  This is very valuable information to first timers.

RESPONSE TIME

Overall Results: 
15/269: 5%
Online Survey: 
8/83: 9%
Paper Survey: 
7/186: 3%
SFS Customer Service Standards define acceptable “Response Time” (for normal times, not the most busy) as:

· In-person: wait time of 2 – 5 minutes max.  Open another counter when 3 – 6 people are in line.

· E-mail: respond within 1 – 2 hours if possible, 24 hours maximum.  If you don’t have the answer, then send a note saying you’ll be back to the writer, and then be sure to follow up.

· Phone: Wait time of no more than 2 – 5 minutes on queue.  Return call same day, or within 24 hours maximum.

(Online)
1.  Answer your phones.
2.  E-mail response.  It is too slow and not always helpful.
3.  I think during busy times of the year, SFS offices should compensate by having more people at hand, instead of having people wait forever and the line just piling up.
4.   I feel as though when time is an essence, I’m informed of problems that are too late to          
take care of.

5.    Less wait time for students wanting to speak with someone at Schmitz Hall.

6.     Deal with the issue of removing charges for UPasses that don’t come.  It has taken me  


     6 visits to the office.  I don’t have time to be wasting trying to not pay for something 

        I
never wanted in the first place.  

7.     Make transactions faster.  Speed up the website.

8.      Quick turnaround time of when my documents are received in the office and when I 

         receive a response.
(Paper)

1. Time in waiting line.

2. Faster service.

3. Prompt e-mail reply.

4. Maybe easier access through phone.

5. No more lines!

6. Slightly faster responses to emailed questions.

7. More employees for shorter wait.

8. Make process quicker when paying in person.

9. Less time waiting in line.  It’s not a big problem however.

10. More open booths at “peak” times in the office.  (3 as opposed to 2)

11. More employees so shorter line.

12. Faster lines.

13. Shorter lines.

14. Smaller lines.

15. Faster

Environment

Overall Results: 
7/269: 3%
Online Survey: 
2/83: 2%
Paper Survey: 
5/186: 3%
(Online)

1. Stop showing bad movies in the office. News or classical music would be better. We students aren't stupid and have better tastes than the movies you play. 

2. Making Schmitz a more comfortable/ convenient place to visit.  The atmosphere is sterile and oppressive; one loathes dropping by for advice. 

(Paper)

3. Larger office maybe :)

4. Provide little cups of coffee!

5. More room for lines and more people to process transactions

6. More candy :)

7. better movies

Service Effectiveness

Overall Results: 
108/269: 40%
Online Survey: 
34/83: 41%
Paper Survey: 
74/186: 40%
Recurring topic:

Credit Card/ Debit Card Options: 46    
(Online)    

1. I don't think the Tuition E-bill is a very good idea.  My parents pay, and they usually like to have a hard copy of what they are writing a check out for.

2. reducing the online fee of paying by credit card

3. It is extremely difficult for parents to access information for their children's account 

4. Remembering who needs their checks mailed out!  Every quarter I have to worry whether or not my check will arrive in time to pay my rent.  (it seems like despite requests, I still have to go in and reaffirm my check being mailed out)

5. I think during busy times of the year, SFS offices should compensate by having more people at hand, instead of having people wait forever, and the line just piling up. 

6. The overall improvement of communication and an early detection warning system.  I feel as though when time is an essence, I'm informed of problems that are too late to take care of.

7. Provide international credit card payment.

8. You should absolutely not charge people to make tuition payments online. It is ridiculous.

9. Stop fleecing students with excessive, unnecessary fees: charging late fees for registration changes after the first week - that is preposterously unfair and too short a time; charging for an online tuition payment - I've heard the "fee is used to cover the cost charged to us" excuse, and as a giant institution, that does not impress me.  Would you prefer students brought in more paperwork with their paper checks and money instead of online?  These are poor students - sure they need discipline and firm guidance, but have a heart or you appear too much like a corporate behemoth: bloated, greedy and insensitive.

10. More helpful and resourceful staff to help students!

11. revoking late fees that are unwarranted

12. Deal with the issue of removing charges for UPASSes that don't come- it has taken me 6 visits to the office, I don't have time to be wasting trying to not pay for something I never wanted in the first place- there has got to be a better way!  

13. easier website

14. service at Schmitz hall

15. The ability to pay tuition with a debit card would improve the process from this student's perspective.

16. Making online check payment as easy as possible or conversely reducing fees associated with tuition payment by credit card.

17. process information more promptly

18. SFS staff should learn to solve problems which are out of their normal daily routine. Being foreign student, I needed tuition payment statement which complies with my home country requirements for tax filing purposes. I made translation of the regulation into English, also provided SFS staff with short list of things must be on the statement. So, how I was helped? They (I) provided tuition statement printout from internet which I can do myself, (ii) provided to fill out Canadian tax authorities form (I am not from Canada) (iii) stated that as they do not have information that I have asked to be present on the statement I need to bring them such information from my department and thereafter they will see whether to issue any document or not.  Conclusion: I got the necessary statement from my department in 5 minutes and probably remain to think that SFS staff is incompetent and unwilling to solve to problem when it is slightly out of daily routine.

19. You used to be able to pay online from a savings account, but now you can only pay from a checking.  You should change it back

20. I feel like the staff at SFS are on my side and there to help me make the best decision I can with my financial aid. Some of the counselors there are very knowledgeable, while I avoid the newer ones because they have given me poor advice in the past. But overall, the spirit of the office seems to be one of, "how can we help this person obtain his/her goals," and I deeply appreciate that attitude from those who are in charge of money.

21. The questions about the online aspect of the office, the work study link is buried in the financial aid website, and some of the other services mentioned are really hard to find. 

22. Get rid of fee for using credit cards to pay tuition.

23. Communicate clearly w/ the office and w/ other offices such as OSFA. I often find that one staff person will tell me one thing re: my account and things will seem like there is nothing to worry about, but then I'll talk to another staff member a short time later and they'd tell me that things are not ok at all. Then, panic and little options are available to me. Also, there is a lot of delay in communication b/t the staff and the student. At the beginning of almost every quarter, there has been a problem w/ my tuition for some reason that I don't know until the last possible minute. Just be more organized and provide accurate information from the beginning.

24. personality and confidentiality

25. Make transactions faster, speed up the website.

26. Get Direct Deposit money in faster.  I get worried that my money is not being paid as quickly as it could be and I do not want to have to deal with late fees that are not my fault.

27. More clear communication about late fees. I had a check bounce by mistake and was told that it would be resubmitted so I wouldn't need to write another check, but when I came in to pay my late fee, was told that I needed to write another check (this is difficult because my parents write the tuition checks) which differed from what I heard on the phone. Additionally, I received a letter saying that I had a late fee due; the letter was dated 7 days prior to my receipt of it so the late fee was due the day I received the letter which I thought was a little ridiculous. 

28. Its staff. Half the time I go in and get told one thing, and then the other half, another thing. There is no consistency on accuracy or who knows what. There should be knowledgeable people staffing the offices, not Work Study students who don't know anything and just mess up accounts even more (personal experience)

29. I had a lot of problems signing the promissory note on line.

30. Inform me of alternative options that are relevant to my interests.  Quick turn-around time of when my documents are received in the office and when I receive a response.  

31. Checks available for pickup in Schmitz again.

32. Speed of direct deposit.

33. Make it easier to pay by credit card- Taking Discover, and not charging for online payment by credit card.

34. Get rid of all fees for the use of Debit or Credit cards to pay tuition or put money on husky cards or for paying anything.

(paper)   

35. In-person check pickup

36. Allowing a location to pay tuition in person on the campus.

37. Mail tuition bills

38. Bring back paper bill mailers.

39. You NEED to mail statements (at least optionally.)

40. Aid check pick up

41. Send more mail instead of just e-mail

42. Automatic mailing of financial aid disbursement

43. no charge for online cc payment

44. faster service

45. Better website

46. No fee for credit card payment online

47. Remove the fee for online payment

48. Be able to pick up Aid checks at office again

49. Combine the tuition and housing accounts

50. Website improvement

51. Accept debit or credit!

52. Receipts for portions of fees - I need documentation of insur pmts separate from tuition

53. scholarships disbursement records

54. Offer counseling for loan consolidation rates and options.

55. Be able to pay with GET money online.

56. Can't think of one > $40 for credit card fee too high.

57. accept debit cards

58. more employee's for shorter wait

59. Make process quicker when paying in person.

60. Make it easier to make payments online without an additional charge.

61. Better communication with your extension offices.

62. Get tuition charges accurate the 1st time.

63. More open booths during "peak" times in the office. (3 as opposed to 2...)

64. Make tuition payment, housing and food payment, and financial aid into one plan for on-campus students.

65. Allow students to pay for tuition with credit cards

66. more people to make less of a line

67. Less fees for credit card transactions.

68. Allow us to pay tuition over the phone.

69. easier financial aid access/disbursement

70. More options to pay for tuition

71. Reduce late charges.  Offer affordable on-line credit card Paypay payment options.

72. Cheaper payment online or direct withdrawal from bank account.

73. Credit card "convenience fee" is completely bogus/ highway robbery!

74. Do everything online including tuition payment but without the fees.

75. More employees so shorter line

76. Faster lines

77. They could send hard copies of the tuition bills b/c my mom can't use email.

78. less credit card fee online

79. Accepting credit cards w/o charging extra fee & allowing in-person cc payment!!!

80. The fee for paying tuition online w/credit cards is absurd

81. Can pay tuition fees in more places, not just here and HUB.

82. To accept credit/debit card payments.

83. Take credit card payments in office!! Do not like to put my credit card on line!!!

84. Pay by credit/debit card without huge, ridiculous fee in person and online.

85. Remove the stupid fees that accompany paying via a card online.  Why are tow transactions necessary?

86. allow tuition to be paid by credit card in-person

87. Make it where we can use Husky cards, and use credit cards without a fee.

88. Web payment by credit card - no charge-and a receipt

89. Not have a $40 convenience charge for paying tuition on line

90. lower charge card fees!-lets be real about how tuition is paid and by whom-while you pretend these kids need to be held responsible. This is our personal discussion for managing our finances while we pay for our children’s education!

91. another payment location, free direct deposit (online)

92. free credit card payments

93. stop credit/husky card tuition payment fees, mail out tax forms for tuition expenses

94. can't think of any except for grant money questions on line

95. no fee credit card online payment

96. no convenience fees

97. no convenience fee,

98. Accept debit cards!

99. pay by credit card at the office and not charge a fee

100. more net options

101. reduce fee for online payment of tuition (credit card)-

102. Credit card payment of tuition should be free!

103. shorter lines

104. Credit card payments should made easier!

105. Don't charge for credit card payment online

106. online payment of fees

107. smaller lines

108. faster

POSITIVE COMMENTS

Overall Results: 
35/269: 13%
Online Survey: 
7/83: 8%
Paper Survey: 
28/186: 15%
(online)    
1. Not much, for the most part the on line services are good.

2. SFS has been exceptionally good at handling my tuition grant over four years! I have always received prompt, professional, and friendly service whenever I have had a question.  Thanks to all!

3. It was interesting to me that the Tacoma person I spoke to was unable to do or find out anything unless and until I produced the front and back of the cancelled check.  I decided to reply to your office by e-mail because of the note your office sent out, which I had overlooked.  You figured it out without the copy of the check and I appreciate it very much.

4. Everything always works smoothly!  Thank you.

5. I’m a first time user from an academic department and I was asking questions from the slant.  The help I got from Lisa was very prompt and helped accomplish the task.

6. SFS is great!

7. I love the fact that everything is done through e-mail and online.  I work at Bates and we still use paper checks: ( I wish all schools worked like UWT).

(paper)   

8. great job

9. everything’s fine

10. all okay

11. doing very well

12. good service

13. it’s great (x1)

14. Steven Wang has been the most helpful staff member during my 4 years of interactions with this office.

15. I am pretty satisfied

16. Nothing, they’re great!

17. thanks

18. Nothing, I like it.

19. This was my first time here and I enjoyed it!

20. Nothing, very satisfied

21. Beverly is especially approachable and friendly.

22. It seems like you’re doing a good job.

23. They are fine

24. Info posted in line is helpful, same with person directing self-service.

25. nope- all good

26. Michelle was awesome!!!

27. Nothing, people are nice and transactions transact smoothly.  Thanks.

28. good job overall

29. I think that you are doing a good job right now- very accurate info on line.  So, no suggestions I can think of.

30. perfect

31. good service already (x1)

32. none, it’s fine

33. nothing – doing good

34. I’m very happy

35. It’s fine
TYPE III
Overall Results: 
5/269: 1%
Online Survey: 
0/83: 0%
Paper Survey: 
5/186: 15%
· This is a situation over which we have neither the control nor ability to solve.
(paper)    
1.  Lower tuition.  $6009.00 is ridiculous.

2.  Let me put a housing charge on my tuition statement or transfer the funds electronically.

3.  Lower tuition is always a plus.

4. Provide student ID # to parent’s E-Bill.

5.    Cheaper tuition.

PAGE  
1

