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Definition of Satisfaction

2

When expectations are met or 
exceeded by the student’s 

perception of the campus reality.

Schreiner & Juillerat, 1994
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Why measure student satisfaction? 

• Evidence-based research has documented strong 

links between students’ scores on satisfaction surveys with 
several areas, including…

To review the research:
www.RuffaloNL.com/Benchmark

http://www.ruffalonl.com/Benchmark


Using satisfaction data on campus
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1More information on Accreditation support here and the NWCCU & SSI items document here
2SSI MtM infographic

https://www.ruffalonl.com/complete-enrollment-management/student-success/student-satisfaction-assessment/student-satisfaction-inventory/accreditation-support/accreditation-support-northwest-commission-on-colleges-and-universities-nwccu
https://www.ruffalonl.com/upload/Student_Retention/SSI/Accreditation/NWCCU_SSI_2Year%20-%20Form%20A.pdf


Definitions

Strengths: Survey items of high importance and high satisfaction.  

These are the items that students care about that should be celebrated 

because the institution is performing relatively well. 

Challenges: Survey items that are also very important to 

students, but have lower satisfaction scores or large performance gaps. 

These are the priority areas for attention at the institution because 

students reflect high expectations but believe there is room for 

improvement. 

Performance gaps: The difference between the importance 

score and the satisfaction score.
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Matrix for prioritizing action
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Our survey administration

The Student Satisfaction Inventory was administered in the fall of 2018
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Type of survey Completed Response rate

Paper 778 65%

Online 29 6%



Our institutional strengths

These are the top areas our students care about, where we are meeting 
their expectations;

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

2. My academic advisor is knowledgeable about my program 
requirements.

3. I am able to experience intellectual growth here.

4. Nearly all of the faculty are knowledgeable in their fields.

5. My academic advisor is approachable.
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Our institutional challenges

These are the key areas to improve, based on the priorities of our students;

1. The quality of instruction I receive in most of my classes is 
excellent.

2. I am able to register for classes I need with few conflicts.

3. Classes are scheduled at times that are convenient for me.

4. Security staff respond quickly in emergencies.

5. Faculty provide timely feedback about student progress in a 
course.
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The importance of institutional choice
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Students attending their first choice 
institution are more likely to have higher 
satisfaction levels overall. TCC was my… 
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What factors influence our students decision  to 
enroll?

It is important to understand why students enroll at TCC.  

The percentage of student saying the following factors were important or 
very important:

11

63%

66%

77%

0% 20% 40% 60% 80% 100%

Academic reputation

Financial aid

Cost



Bottom line indicator: Satisfaction

How satisfied are our students compared with students 

nationally? 
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Bottom line indicator: Re-enrollment

How likely are our students to enroll again if they had to do 

it over, compared with students nationally? 
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Next steps on our campus

These are our planned next steps with using the data on campus:

Widespread results sharing with key stakeholders such as;  
faculty, staff, administration, board of trustees, and the student 
senate through a variety of communication vehicles such as;

 Committees- and councils-specific presentations.
 Measures that Matter newsletter focused on the satisfaction survey 

results. 
 Internally distributed summary infographic.
 Data-inspired discussion session following the release of Measures 

that Matter newsletter.

In addition, these results along with previous two administrations 
results are shared on the TCC portal and available to all faculty 
and staff.
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Continuous Improvement Cycle
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ADMINISTERING 
THE SURVEY

ANALYZING AND 
SHARING 
RESULTS

EXPLORING THE 
DATA

TAKING ACTION 
TO MAKE 

IMPROVEMENTS

COMMUNICATING 
TO CLOSE OUT 

THE LOOP



Surveys page on the portal
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College Info » Organizational Learning & Effectiveness » Institutional Research » Surveys » Student Satisfaction Inventory (SSI) 

Here, you will find the year to 
year results, peer comparison 
results, overview slides, and an 
additional infographic. Also want 
to know what the satisfaction 
trend has been? Check out the 
satisfaction trend report that 
provides the additional 
information. Be sure to check 
out the Measures that Matter 
newsletter as well and come 
participate in the data-inspired 
discussion this quarter. Tuesday, 
April 30 1:30pm-2:30pm. Save 
the date! More information to 
be communicated via the 
Organizational Learning & 
Effectiveness PD email.

http://cms.tacomacc.edu/UserFiles/Servers/Server_6/IntranetFile/Staff%20Portal/Faculty%20and%20Staff%20Resources/ResearchPlanning/IR/Tacoma%20Community%20College%20-%20SSI%20Year%20to%20Year%20-%2012-2018.html
http://cms.tacomacc.edu/UserFiles/Servers/Server_6/IntranetFile/Staff%20Portal/Faculty%20and%20Staff%20Resources/ResearchPlanning/IR/Tacoma%20Community%20College%20-%20SSI%20-%2012-2018.html
cms.tacomacc.edu/UserFiles/Servers/Server_6/IntranetFile/Staff Portal/Faculty and Staff Resources/ResearchPlanning/IR/SSI Presentation.pdf
cms.tacomacc.edu/UserFiles/Servers/Server_6/IntranetFile/Staff Portal/Faculty and Staff Resources/ResearchPlanning/IR/Infographic_TCC SSI.pdf
https://tableau.sbctc.edu/t/tacomacc/views/SatisfactionTrendReport/SatisfactionTrendReportScales?iframeSizedToWindow=true&:embed=y&:showAppBanner=false&:display_count=no&:showVizHome=no
https://drive.google.com/file/d/1ZL4QfDNjrzyb3khjpDfD7ILLhW-NlQPv/view?usp=sharing

