Student Satisfaction Feedback Survey
Registration Fall 2007

As part of the process improvement initiative, the Office of Institutional Research &
Assessment (OIRA) administered in October 2007 a survey that evaluates student
satisfaction with the fall 2007 registration procedure. This report presents a summary of
results, in addition to a comparison with previous registration survey results.

Objectives
To measure students’ level of satisfaction with the registration process as a whole,
and with its different processes.
To evaluate the effect of changes initiated this year on student satisfaction with the
process.
To identify existing problems, if any, and recommend changes.
To identify changes in student satisfaction with various registration processes, as
compared with previous surveys.
To provide some specific information on nationality background and socio-economic
status of AUB students.

Method
I nstrument
The Student Satisfaction Feedback Survey was prepared using, in general, the same
guidelines adopted for previous similar surveys (1999- 2006, Appendix A). In
consultation with the Registrar’ s and Admissions Offices and Student Affairs,
modifications were introduced to previous survey to reflect changesin the processes. A
five-point rating scale was used to assess students’ satisfaction / dissatisfaction with
various phases of the registration process. The Survey included the following
components:
Biographical data. A number of questions requesting information on student
background, gender, status, major, €etc.. .
The nine registration steps. Placement Tests, Pre-registration, New Student
Orientation, Academic Advising, On-line Registration, Statement of Fees, ID Card &
Renewal of Stickers, and AUB net Account and Drop & Add. Items measuring level
of student satisfaction with specific aspects of each phase of the process.
Global items measuring students’ overall satisfaction with the process, in general,
and with specific elements like ambiance, courtesy, instructions given, etc.
Other related issues like Drop & Add, Financia Aid, etc.
Comments section at the end of every step and at the end of the Survey to solicit
feedback and suggestions.
Items soliciting student opinion and perception of the quality of AUB programs,
classrooms and laboratories were introduced to provide information required by the
Balanced Score Card, especialy as Entering Student Survey was not conducted this
year.
Items soliciting information on nationality and socio-economic status to meet
strategic planning committees’ needs.



Sample

The sample initially consisted of 837 undergraduate students from all faculties
representing 14% of the population; however it wasfilled out by only 678 students.
Cluster sampling was used. The sample came from 34 undergraduate classrooms
representative of fall undergraduate population. Table 1 provides alist of course
sections covered by the Survey. A breakdown of the sample by faculty, gender,
nationality, class, and statusis presented in Tables 2 — 6. In addition, these tables
provide the population figures for the University on each of these dimensions.

Table 1, Registration Satisfaction Survey Course Sample, Fall 2007-8

Course # Enrollment Course # Enrollment

ACCT 210 37 EECE 625 18
ARAB 201B 27 ENGL 203 25
ARAB 249 25 ENGL 102 25
ARAB 230 25 ENGL 227 25
BIOL 200 16 FINA 228 30
BIOL 241 19 HMPD 204 26
BUSS 249 27 MATH 201 25
CIVE 310 40 MECH 530 17
CIVE 622 25 MECH 421 18
CMPS 212 18 MNGT 332 17
CVvsP 112 19 NURS 406 25
CVsSP 204 21 PHIL 102 25
CVSsP 204 23 PHIL 205 26
CVsSP 204 25 PSPA 275 25
DCSN 200 31 PSYC 202 34
ECON 212 23 SOAN 201 26
EDUC 227 25 STAT 201 24

Table 2, Sample and Population Distribution by Faculty

Sample Population

N % N %
FAFS 70 10 571 10
FAS 234 34 2397 40
FEA 151 23 1565 26
OSB 154 23 1171 19
FHS 34 5 197 3
SNU 23 3 124 2
Missing 12 2
Total 678 100 6025 100




Table 3, Sample and Population Distribution by Gender

_ Sample _ Population
N % N %
Female 321 47 2933 49
Male 345 51 3092 51
Did not specify 12 2
Total 678 100 6025 100
Table4
Sample Distribution by Nationality
Nationality
N %
Lebanese 510 75
Arab (Gulf States) 13 2
Arab (Non-Gulf) 46 7
European 7 1
North American 9 1
Other nationalities 15 2
Did not specify 78 12
Total 678 100
Table 5, Sample Distribution by Class
Sample Population
Class N % N %
Freshman 34 5 476 7
Sophomore 205 30 2326 33
Junior 115 17 1494 21
Senior 219 32 1312 19
Year 4 64 9 380 6
Specia 4 1 75 1
Graduate 18 3 918 13
Prospective 4 1 8
Did not specify 15 2
Total 678 100 6989 100
Table 6, Sample Distribution by Status
N %
New 167 24.6
Currently registered 432 63.7
Old returning 32 4.7
Specid 3 4
Cross registering 2 3
Prospective 25 3.7
Other 1 A
Did not specify 16 24
Total 678 100




Administration

OIRA staff members administered the Survey just after the Drop & Add. Faculty
members concerned were contacted by e-mail aweek before the Survey, and
arrangements were made so that OIRA staff can administer the Survey. Coding, data
entry and analysis followed.

Data Analysis

Frequencies and descriptives were used to report the results for the whole sample and by
faculty and class. The Kruskall Wallis Test was used to test for significant differencesin
responses to different items between faculties and between classes.

Results
Student Satisfaction
Tables 7 and 8 report student mean rating for each registration process, and the
percentage of satisfied (those circling satisfied / highly satisfied, i.e. 4 & 5) and
dissatisfied (those somewhat dissatisfied / dissatisfied, i.e. 1 & 2) for the whole sample.
Tables also report comparison with 2006 results.

The means for the steps ranged from 2.3-3.9, while for the overall ratings from 2.9-3.0
(vs. 2.7-3.9 for 2006). The three most satisfying steps to students were mostly same as
last year and were: Viewed Statement on Web, Validation Process, SIS Access on-
campus. Inaddition, Activating AUBnet Account, Payment Process and Clarity of
deadlines were also satisfying to students. The most dissatisfying ones were Capacity of
Scheduled Cour ses (60%, same as last year), |d Slot Registration Procedure (44% vs.
46%), and Helpfulness of Advisor (41% vs. 35% dissatisfied for last year. With respect
to the overall ratings, the highest satisfactory evaluation went to AUB has high quality
academic programs (75% ) followed by Campus Security Staff (x = 3.7, 63%), and
AUB has high quality classroom & lab facilities. The least satisfying were Advising
(x=2.9, 39%), Bureaucracy (x = 2.9, 35%), Time Taken ((x=3.0, 35%), and Financial
Aid decision (x = 3.0, 34).

The tables also provide comparison with 2006 results in terms of difference (D) in mean
satisfaction on each process. Around half of theitemsin Table 7 showed improvement,
while only 5 (out of 30) went back and only 0.1. Highest improvement was in efficiency
of on-line registration and sis access. With respect to Table 8, half items aso improved
and only 3 (out of 20) went down. Highest improvement was time taken to do
registration, efficiency, and financial aid process. Overall process also went u from 3.0 to
3.1



Table 7, Registration Process Steps/ Descriptives for 2006 and 2007

2006 2007
Process N Mean %Dis %Sat N Mean D %Dis % Sat
Placement Test — English 218 3.0 35 34 125 3 - 35 37
Placement Test —Arabic 289 3.1 27 40 127 3.2 +0.1 26 39
EEE 243 3.0 31 35 121 3.0 - 36 38
Organization of the Pre-
Registration 578 3.1 33 38 350 3.2 +0.1 23 43
Staff Professionalism 582 3.3 20 45 354 3.4 +0.1 21 46
Adequacy of information in
Admission package 580 35 17 58 355 3.6 +0.1 17 59
Time Taken 569 3.0 32 36 342 3.0 - 29 34
Registration for (TOP
|SOP FROP) 387 3.5 16 49 233 3.5 - 16 53
Was literature provided for
registration easy 466 3.8 12 66 278 3.7 -0.1 11 62
Wasonlineinfo on New
Studnt Orientation helpful 448 3.3 23 45 275 3.2 -0.1 25 41
Staff professionalism 469 3.4 18 51 281 3.4 - 17 53
Orientation activities 466 3.3 21 42 280 3.2 -0.1 24 43
Orientation Facilitators 462 3.6 18 56 278 3.5 -0.1 18 57
Availability of Advisor 1030 3.3 23 48 636 3.3 - 27 48
Helpfulness of advisor 1031 3.1 35 40 632 3.0 -0.1 41 36
Clarity of deadlines 988 3.7 15 62 590 3.8 +0.1 14 65
SIS access on-campus 998 3.8 16 64 406 B 01 14 69
SIS access Off -campus 903 2.8 40 31 271 3.1 +0.3 32 37
SIS access both on/ off
campus 783 3.3 18 41 318 3.6 +0.3 12 59
Fairness of registration slot
allocation by 1D 994 2.6 46 23 607 2.7 +0.1 44 26
Capacity of scheduled
cour ses 1008 2.3 59 18 617 2.3 - 60 16
Staff professionalism 824 3.2 22 38 527 3.3 +0.1 22 45
Staff helpfulness 839 3.1 28 37 530 3.1 - 30 38
Efficiency of on-line
registration 947 2.9 35 33 578 3.2 +0.3 25 43
Final Registration 644 35 15 52
R/C, View statement of fees
on the web 1027 3.7 17 60 662 3.9 +0.2 9 75
Payment Process 1025 3.6 16 61 655 3.7 +0.1 14 66
Staff helpfulness
friendliness at student
account section 633 3.4 19 48
ID Validation process 1025 3.8 14 67 646 e +01 9 70
Activating AUBnNet
Account process 1020 3.8 11 67 636 3.8 - 10 65
Adequacy of instruction 998 3.7 14 62 629 3.7 - 10 60
Drop and Add process 930 3.2 27 39 592 3.3 +0.1 21 46




Table 8. Overall Evaluation of Registration Process for 2006 and 2007

2006 2007
Process N Mean % Dis. % Sat. N Mean D % Dis. % Sat.
Overall Process 1006 3.0 27 32.8 645 31 +0.1 23 38
Ambiance 959 3.0 28.4 29.5 628 3.0 - 27 33
Time Taken 1003 2.7 43.3 25.9 644 3.0 +0.3 35 32
Efficiency 992 2.9 35.2 30.8 641 3.1 +0.2 27 40
Bur eaucracy 947 2.7 39 25 628 29 +0.2 35 30
Courtesy 932 2.9 30.3 28.5 624 3.1 +0.2 24 35
Instructions 971 3.3 21.9 43.7 642 34 +0.1 18 49
AUB Guide Service 956 3.4 19.7 47.4 628 3.4 - 18 49
Maps & Handouts 959 3.4 20.5 51.3 633 3.3 -0.1 21 46
Campus Security Staff 957 3.7 13.2 62.7 635 3.7 - 12 63
New Student Orientation 748 3.4 17.4 49.3 432 3.4 - 15 49
Advising 973 3.0 35.3 37.8 638 29 -01 39 35
Financial Aid Decision 906 2.9 39.1 31.4 262 3.0 +0.1 34 40
Time of FA Decision 441 3.0 32 34.9 265 3.1 +0.1 33 43
Financial Aid Process 438 2.9 329 33.1 264 31 +0.2 31 37
Dormitories 225 3.4 21.8 48 167 33 -01 18 45
Deferred Payments 855 35 18.7 52
AUB has high quality 950 3.9 8.5 74.7 645 B 01 7 75
academic programs
AUB has high quality 945 35 17.6 53.3 644 35 - 16 52
classroom & lab facilities
Other Findings
AUB and Student Choice
AUB 1% choice 86% AUB 2" choice 11%
AUB 3" choice AUB 4" or lower 1%
New Student Orientation
Attended: Yes 40% No 11% Did Not Answer 49%
Orientation attended: FROP 7% SOP 21% | SOP 8%
Advising
Advisor assigned intime for registration Yes 92% No 8%
Met with advisor Yes 83% No 17%

On-line Registration

-Source of information on on-line registration

Web 72%

-Needed staff support

Campus Circulars 20%
-Difficulty in on-line registration:

Yes
Yes

Mail-in Circulars 12%
No 26%
No 42%

74%

58%



-Reason for difficulty:
10% No. of courses offered. 62 % Capacity
12% Course section

-Type of course difficulty found in:

28% University required courses 24% Upper level courses in mgjor
15% Lower level coursesin maor 43% Electives
Drop & Add

Found needed coursesin Drop & Add: Yes57% No43%

Financial Aid
42% of respondents applied for financial aid

Student Satisfaction by Faculty

Tables 9-10 report mean satisfaction ratings by faculty on the registration steps and on
the overall ratings. Faculties with highest ratings were highlighted green while those
were lowest were highlighted grey. The Kruskall Wallis Test was used to identify areas
where significant differences existed between faculties. With respect to steps, there were
significant differences on 11 of the 34 steps (32%), while with respect to processes; there
were differences on 10 of the 15 processes (67%). Details are provided in Tables 11 and
12.

Placement Tests
No significant differences among faculties.

Pre-registration

Significant differences were noted only on one item of pre-registration, organization of
the process; with FHS and OSB students having higher mean satisfaction and FAS
lowest. There were non significant differences between faculties on all other items (staff
professionalism, Information in admission package, except time taken).

New Student Orientation

FAS OSB FHS FEA FAFS SNU

Attendance (% Y es) 49 33 32 44 36 4
ISOP 8 7 6 11 3
FROP 11 10 3 5 3
SOP 26 14 21 23 23 4

Non significant differences were noted on new student orientation among faculties,
except for orientation activities where significant differences existed.

Advising

(%Yes): FAS OSB FHS FEA FAFS SNU
Advisor assigned on time 89 93 94 83 91 91
Did you meet with advisor 86 84 91 60 96 91



Significant differencesin satisfaction with advising were noted on all items, except
availability of advisor.

On-lineregistration

There were significant differences on half of the items including fairness of
registration slot, capacity of scheduled courses, difficulty and efficiency of
registration.

Difficulty in on-line registration FAS 0SB FHS FEA FAFS SNU
(%Yes): 76 60 65 70 71
Needed staff support FAS OSB FHS FEA FAFS SNU
(%Yes): 57 53 50 51 50 74
Reasons for difficulty: FAS OSB FHS FEA FAFS SNU
No of courses offered 13 13 1

Course sections 12 10 12 9 6 4
Capacity 66 60 68 17 73 30
Type of course, difficulty was found: FAS OSB FHS FEA FAFS SNU
Lower Level 18 16 9 13 16 4
Upper level 32 31 9 19 27 26
University required 26 31 12 25 23 26
Electives 36 36 74 56 47 35

Considerable difficulty in finding electives.

Drop & Add

Non-significant differences.

Found needed courses at D& A FAS OSB FHS FEA FAFS SNU
(%Yes): 51 53 59 44 51 57
Financial Aid

Applied for financia aid FAS OSB FHS FEA FAFS SNU
(%Yes): 34 27 50 42 44 65

Non-significant differences on decision or overall process

Statement of Fees
There were non- significant differences between faculties on itemsrelating to
receiving/viewing statement and payment of fees.

ID Card & Renewal of Stickers
Non-significant differences between faculties.
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Table9: Registration Process Steps by Faculty

FAFS FAS OSB FEA FHS SN
Process N Mean N Mean N Mean N Mean N Mean N Mean
EPT 14 24 39 28 31 3 31 33 6 35
APT 12 87 38 30 29 3.1 40 31 6 3.7
EEE 13 28 46 3 22 3 29 3 8 3.9
Organization of Pre-
Registration 29 32 135 30 74 385 91 32 14 85 2 4
Staff Professionalism 28 3.4 139 32 74 34 91 35 14 39 3 2.7
Information in Adm.
Pac. 28 3.3 139 35 75 37 91 36 14 89 3 4
Time Taken 28 26 137 3 72 31 83 81 14 29 3 3.3
Registration for
Student Affairs
Orientation programs
(Top I'sop Frop) 20 33 98 34 41 88 61 37 9 39 1 3
Literature provided for
reg.easytounderstand 24 36 118 36 49 B8 70 37 11 B 1 3
Onlineinformation on
new student orientation
helpful 24 3.3 112 31 49 34 70 3.3 13 33 2 4.5
Staff Professionalism 24 3.6 117 33 49 87 71 36 13 36 2 2.5
Orientation activities 25 3.2 116 3.0 49 835 71 34 12 32 2 45
Orientation Facilitators 25 3.8 114 34 49 3.7 71 3.6 12 36 2 45
Availability of Advisor 68 32 225 3.3 150 3.2 129 32 34 87 23 3.7
Helpfulnessof advisor 68 3.3 224 2.8 148 26 127 29 34 85 23 35
On-line Registration
clarity of deadlines 62 36 199 3.6 142 A 134 3.8 30 3.7 17 4.0
SISaccessOn Campus 36 3.8 133 3.7 107 40 89 39 21 40 16 4.3
SIS access Off Campus 21 83 88 31 79 32 57 29 9 29 14 2.9
SID access Both 39 3.7 102 35 75 37 71 3.6 16 89 11 3.8
Fairness of reg. slots 62 2.7 210 24 141 29 134 27 31 27 22 3.2
Capacity of courses 63 21 214 2.1 142 2.3 135 24 33 25 23 3.3
Staff: Professionalism 54 3.4 190 3.2 117 33 114 33 25 86 20 3.6
Staff Helpfulness 54 3.1 189 3.0 118 3.0 117 3.2 26 3.2 19 34
Efficiency of on-line
reg. 60 3.2 203 3.0 128 3.2 133 3.3 28 3.4 19 3.8
Final Registration 68 33 222 3.4 148 35 144 36 33 88 23 3.8
View Statement of fees
on theweb 70 3.9 230 3.9 153 41 147 39 33 39 23 4.2
Payment process 69 88 228 36 151 3.7 145 37 33 389 23 3.8
Staff helpfulness 67 3.3 220 3.3 145 35 142 34 31 34 22 3.7
Validating the AUB ID
at the Registrar's Office g9 40 223 3.9 149 39 145 39 33 40 22 4.0
Activating AUB net
Account 70 3.8 222 3.8 143 3.7 141 3.8 33 4 22 4.1
Adequecy of
instructions 70 3.6 220 3.7 141 3.6 139 3.8 33 38 21 4.0
Drop & Add process 66 3.1 205 3.2 139 3.4 131 35 31 34 15 3.7




Table 10: Overall Evaluation of Registration Process by Faculty

FAFS FAS OSB FEA FHS SN
Process N Mean N Mean N Mean N Mean N Mean N Mean
Registration Overall

Process 65 29 222 3 153 3.3 145 3.1 33 34 23 3.8
Ambiance 61 3 221 29 152 3.1 137 3.1 32 32 22 3.8
Time Taken 66 28 223 28 152 3 142 3 34 33 23 3.3
Efficiency 65 3.1 223 29 152 3.1 140 31 34 36 23 3.9
Bureaucracy 66 29 215 27 151 29 137 3 32 31 23 3.6
Courtesy 65 3 212 29 153 3.2 135 3.1 32 33 23 3.7
Instructions 66 34 222 33 152 35 141 33 34 37 23 3.8

AUB Guide Service 65 35 215 33 151 3.5 140 33 31 36 22 3.6

Mapsand Handouts 65 3.3 217 3.2 151 3.4 140 3.3 33 3.7 23 3.7
Campus Security

Staff 66 3.7 217 3.6 149 3.9 142 35 34 B9 23 @0
New Student

Orientation 54 33 174 33 111 36 111 3.4 23 386 16 40
Advising 67 32 221 29 151 26 139 29 34 33 22 3.7
Timeof decision (FA) 35 31 84 3.1 42 28 69 3 17 34 16 35
Decision 33 29 85 3.1 4 29 68 29 17 34 16 3.6
Overall process 33 31 85 31 42 3 69 29 17 38 16 3.4

Dormsregistration 23 32 48 32 47 34 39 34 7 36 2 4.0
AUB has high quality

academic programs 67 4.2 224 3.9 147 4 148 3.9 33 43 23 4.3
AUB has high quality

classroom & lab

facilities 67 3.4 224 3.4 146 3.5 148 3.7 33 40 23 3.6

AUB Net Account
Non-significant differences.

Overall Items

There were significant differences between faculties on most of the overall items, except
satisfaction with Campus Security Staff, AUB Student Guide Service, and Dormitory
Registration
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Table 11: Faculty Differencesin Registration Satisfaction

Item Significance Faculty/High Faculty/Low
I. Placement Tests

(EPT, APT) NS

Il. Pre-registration (Office of Admissions)

Organization of the pre-registration process Sig. SN EAS
Staff Professionalism NS

Information in Admission package supplied NS

Time Taken NS

I11. New Student Orientation (Office of S.Affairs)

Attendance NS

Registration NS

Orientation activities Sig. SN FAS
Facilitators NS

V. Academic Advising (Faculties)

Advisor assigned on time Sig. FEA EHS
Met with advisor Sig. FEA EAFS
Availability of advisor NS

Helpfulness of advisor Sig. EHS 0SB
V. On-line Registration (Registrar Office)

Clarity of deadlines NS

SIS access -On-campus, Off-campus, Both NS

Fairness of registration slot allocation Sig. SN FAS
Capacity of scheduled courses Sig. SN FAFS
Difficulty in on-line registration Sig. SN FAS
Staff: Professionalism NS

Staff Helpfulness NS

Efficiency of on-line registration Sig. SN FAS
V1. Statement of Fees (Comptroller’s Office)

Final Registration NS

View statement of fees on the web NS

Payment process NS

Staff helpfulness at Student Account Section NS

VII.ID Card & Renewal of Stickers (Registrar)

Validating the AUB ID process at the Registrar NS

VIII. AUBnet Account (Registrar’s Office)

Activating AUBnet Account process NS

Adequacy of instructions NS

Drop & Add (Registrar’s Office)

Found needed courses NS

Drop & Add process NS

Financial Aid (Financial Aid Office)

Did you apply for financial aid? Sig. 0SB SN
Time of Decision Sig. SN 0SB
Decision NS

Overal process NS

11



Table 12:Faculty Differencesin Satisfaction — Overall |tems

[tem Significance Faculty/High Faculty/low
Overall process Sig. SN FAFS
Ambiance Sig. SN FAS
Time Taken Sig. SN FAS
Efficiency Sig. SN FAS
Bureaucracy Sig. SN FAS
Courtesy Sig. SN FAS
Instruction Sig. SN FAS
AUB Student Guide Service NS

Maps & Handouts NS

Campus Security Staff NS

Orientation (for new students) Sig. SN FAS
Advising Sig. SN OSsB
Dormitory Registration NS

AUB has high-quality academic NS

programs

AUB has high-quality classroom & Sig. FHS FAS

laboratory facilities

Student Satisfaction by Class

Tables 13-14 report student satisfaction by Class. Kruskall Wallis Test of significance
helped to identify areas of significant differences. There were significant differences by
class on nearly half of the steps and some of the overall items (identified with asterisks).
The results reveal ed higher mean ratings and satisfaction for freshmen and sometimes
sophomores on most of the steps and processes while lowest were exhibited by Y ear 4
and senior students. Juniors were more dissatisfied this year too. The same trend
prevailed with respect to differences in the overall processes. Tables 13 and 14 highlight
mean ratings by class; highest ratings by color blue and lowest are colored grey.
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Table 13: Registration Process Steps by Class

Freshman Sophomore Junior Senior Year 4
Process N Mean N Mean N Mean N Mean N Mean
EPT 5 36 27 29 19 25 47 31 16 3.4
APT 5 26 21 34 23 30 45 33 26 3.2
EEE 7 33 37 3 20 29 33 31 15 2.9
Organization of Pre-
Registration 29 35 162 33 45 3.1 66 3.1 30 2.9
Staff Professionalism 30 35 166 35 46 32 64 32 29 3.1
Infoin Adm. Pac.* 30 40 166 36 48 32 63 34 29 35
Time Taken* 29 34 162 3.2 47 27 62 2.8 24 3.1
Registration for SA
Orientation programs
(Top I'sop Frop) 23 39 129 36 24 33 29 3.7 19 3.3
Literature provided for
registration easy to
understand * 25 40 152 39 31 32 38 3.7 21 3.4
Onlineinformation on
NSO helpful 26 34 149 33 30 31 37 29 22 3
Staff Professionalism 26 37 152 35 31 34 38 34 23 3.3
Orientation activities 26 3.2 153 32 30 32 37 35 23 3.1
Orientation Facilitators* 26 39 152 36 29 34 37 3.7 23 3.0
Availability of Advisor* 34 39 189 31 107 3.3 215 33 61 3.4
Helpfulness of advisor 33 3.0 185 29 107 29 215 28 61 3.1
On-line Registration
clarity of deadlines 29 3.8 180 3.7 102 36 192 39 53 3.8
SISaccessOn Campus® 17 45 98 41 73 3.7 154 3.8 43 3.6
SIS access Off Campus® 9 34 56 36 50 3 112 3 30 2.5
SID access Both* 13 39 100 39 58 35 102 35 27 3.3
Fairness of reg. sots 31 32 177 2.7 108 24 199 2.7 58 2.5
Capacity of courses* 33 2.7 183 2.3 109 21 200 21 57 21
Staff: Professionalism 28 34 161 35 92 3.2 167 31 51 3.2
Staff Helpfulness 28 32 161 34 93 28 166 29 53 3.1
Efficiency on-linereg.* 30 34 171 34 101 3.2 189 30 58 3.0
Final Registration* 32 35 199 36 112 3.3 204 35 62 3.3
View Statement of fees
on theweb 34 39 202 39 112 3.8 216 4 63 4
Payment process 32 3.6 201 39 112 35 213 3.7 62 3.7
Staff helpfulness 32 35 193 35 107 3.3 206 33 62 3.3
Validatingthe AUB ID at
the Registrar's Office* 33 42 195 41 113 3.9 209 38 62 3.9
Activating AUB net
Account process 33 3.7 199 3.9 109 3.8 203 3.7 60 3.7
Adequecy of instructions 33 3.7 195 3.7 108 3.7 202 36 59 3.7
Drop & Add process 27 35 170 3.4 109 3.4 200 32 57 3.3
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Table 14: Overall Evaluation of Registration Process by Class

Freshman Sophomore Junior Senior Year 4
Process N Mean N Mean N Mean N Mean N Mean
Registration Overall
Process® 32 35 199 3.2 110 3 209 3.1 62 2.8
Ambiance* 31 35 192 3.2 106 3.1 207 28 59 2.8
Time Taken 32 32 199 2.9 108 29 211 29 61 2.9
Efficiency* 32 37 19 33 111 3 209 2.9 61 2.8
Bureaucracy* 32 33 191 3 109 2.7 204 27 59 2.9
Courtesy* 31 3.7 189 3.2 108 3 205 29 59 2.9
Instructions 30 36 198 3.4 110 3.2 209 3.4 62 3.3
AUB Guide Service 30 34 194 36 106 3.3 204 34 61 3.2
Maps and Handouts 30 3.3 195 34 108 3.3 206 34 62 3.3
Campus Security Staff 31 3.7 195 3.7 109 3.8 204 3.8 63 3.3
New Student
Orientation (NSO) 28 35 178 35 76 3.4 141 34 48 3.2
Advising 31 30 195 29 111 2.9 207 2.9 63 2.9
Time of decision (FA) 8 40 80 32 43 3 o1 3 33 3
Decision 8 35 80 32 42 31 89 29 33 2.8
Overall process 8 36 81 33 42 32 89 29 34 2.7
Dormsregistration 11 35 44 36 38 33 45 32 22 35
AUB has high quality
academic programs* 33 4 200 42 110 4 208 3.9 63 3.7
AUB has high quality
classroom & lab
facilities* 32 3.5 200 38 111 3.5 207 33 63 3.4
Conclusion

The Survey revealed interesting findings and an improvement in satisfaction from last

year’s findings, in overall process and in some steps like efficiency of on-line

registration, receiving/viewing statement of fees and financia aid process. Advising is
still a problem especially with regard to helpfulness of advisor. There were differences
among faculties with larger faculties exhibiting lower satisfaction. Similarly, satisfaction
of lower classes was significantly higher on nearly all steps and processes. Socio-

economic information is provided at end of report, in addition to a summary of
comments made by students.
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Student Satisfaction Feedback Survey
Additional Items
Registration Fall 2007

Socio-Economic Background

A. What is approximate monthly income of your family (% of Frequencies)

$Income | <1000 | 1000- 3001-5000 | 5001-7000 | 7001-9000 | >9000 | Did not Ave.
3000 specify

% 7 26 18 9 8 11 21
B. What type of residence does your family livein?
kind of Villa | House | Apart<10yrsold | Apart>10yrsold | Compound | Other Missing
residence

% 9 28 16 35 4 - 8
C. Isyour family’sresidence rented or owned?

Rented Owned Did not specify

% 19 72 9
D. Does your family own any of following? % Did not specify
TV 90 10
Video 74 26
CD player 76.5 23.5
Personal Computer 87 13
Mobile phone 89 11
DVD 78 22
Own satellite dish 44 56
Satellite membership 72 28
Number of carsyour family owns % of frequencies
O car -
One car 26
Two cars 27
Three cars 17
Four cars 10
Five cars 1
Six cars 1
Did not specify 18
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E. Check statement that best representsfather’s and mother’s education

Father’s education Mother’s education
Has not attended school 1 -
Elementary 3 2
Intermediate 4 3
Secondary 12 23
University 64 58
Other 1 1
Did not specify 15 13
Nationality
A. Nationality %
L ebanese 75
Arab (Gulf-States) 2
Arab (Non-Gulf) 7
European 1
North American 1
Other nationalities 2
Did not specify 12

Total = 600 who responded

B. If you have dual nationality, indicate your second one (24%)

L ebanese 4
Arab (Gulf-States) -

Arab (Non-Gulf) 1
European 5
North American 10
Other nationalities 5
Did not specify 75

Total = 172 who responded

C. Of thelast 12 years, how many years have you lived outside L ebanon

0 51
1-5 15
6-9 9
10-12 11
Did not specify 14

Total = 581 who responded
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Summary of Students Comments

Placement Tests

Arabic placement test is a poor indicator of the students' level in Arabic

I was wrongly placed in the English placement exam but then | was placed correctly with the diagnostic test
Be nicer

Pre-registration: Office of Admission

Leave us lost

| did not feel that Admissions staff helped me.

The staff keeps on sending us to other persons, and they don't even send you to the right person.
Not enough information, there should be more information, (club's information)
Lack of responsibility

Very bad

Questions were not answered properly

Very bureaucratic

No specific example on registration AUBsis

Time was too long and too many time gaps

New Student Orientation: Office of Student Affairs
Some guides were not that helpful

Orientation should include more about classes and studying
Needs more personal care and help

Guides were very helpful, my guides were nice people

Not all the content is important

Very bad organization

Academic Advising Comments

They changed my advisor but didn't my SIS account

Advisors should treat students on a case by case method, not give general advices.

My advisor is not a teacher in the track | am taking

My advisor has very short office hours and is not helpful at all

Too old; outdated

Advisors should be more aware of curriculum and prerequsites

They only answer our requests out of their mouths otherwise they are useless except for the pin code
Advisors must be more informed

You should assign a person we could refer to when we have problems with our advisors (Advisor: Rabi Sultan)
When an appointment is taken before, the advisor should be available and not in a hurry

In the school of nursing the work of the advisor should be better emphasized

It seems that the advisors do not really care a lot

Advisors keep on saying: | do not deal with administrative issues; then what is he helpful with???

| always had to contact my advisor

Be more clear of the student's situation

No Guidance, could be better

Advisors are not effective at all

| had to change my advisor since he wasn't available

They do not have the knowledge as they are supposed to and they wait for the student to inform them
There should be control for the advising process

They changed my advisor without even warning me
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Advisers need to know more about policies of AUB like equivalances and exemtions
Because of the advisors wrong advices | have to stay an extra semester

My advisor is a management teacher and | am studying finance so she couldn't help
Advisors should warn us for upcoming testing deadlines

| use the cataloge and check with my colleagues so that we take same classes
Most of the advisor were in a rush they did not take the time to explain

My advisor did not know much about the freshman

Most of the advisor at AUB are not professional and cause a lot of misunderstanding for new students
| did not visit the advisor

We meet throught email

Not all advisors are helpful

She came one hour late

| got the wrong advisor the first day

Advisor should follow his advisee on regular basis

My advisor did not advice me well

We did not know all available options

Most advisors have no idea what they are talking about

Advisers should be more qualified, they knew nothing | knew better

On-line Registration Comments

Open capacity if there are enough students!

They could be helpful with a smile

Closed sections and having to wait in line at Hayat's office is terrible

Not very nice people

System is too slow

Mohammad Nassif needs to be more respectful to students, and more helpful

More places should be provided for registration.

Capacity should be no longer a student issue since in a liberal univ. such as AUB, it is a shame to face such a dilem
The times of courses are very inappropriate at times

Staff should know how to be nice with students

The registrar office staff are really professional and helpful

We should be able to register off campus in a more efficient way (Speed)

Staff at the Registrar are unhelpful and unprofessional. They prefer to talk on the phone with friends than help stude
When you have trouble w/reg staff isn’t professional!

We do not have to beg Registrars personnel in order to get a place in a course we payed for

On-line registration is a nighmare to me

Errors accured during registration where we had to go to the registrar's office to fix them

There is no coordination of any kind between the registrar and advisers especially for all students

An accident that happened with me, my advisor gave me a course that has been equated with my A-levels
We can barely ever get a clear answer on inquires

The online registration system should be furtherly improved, get a better server

No efficiency at all

Weak connection at registation time

Update the website

Make sure there is extra capacity for all available students.

Increase the number of computer on campus

Make sure advisors are giving the right advice to take certain courses because a lot of students take unwanted cour:
Capacity problem in Humanities and English

The registrar staff are bad honestly especially Mr.Nassif who likes to humiliate students

Rude, unhelful, bureaucratic
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During the registration no seats in computer lab are available
Very poor system ridiculously ineffective

more sections must be opened for university required courses
Registration should be fair to all

Internet provider Frequency
AUB 24
Cable 10
Cyberia 10
ICW 1
IDM 20
Meganet 1
Mobi-Lynx 2
Ogero DSL 11
Personal ISP 1
TCW 1
Terranet 10
Wireless 4
Wise net 5

Comptroller's Office comment

Staff should be more friendly, staff in student account sec were very rude and unprofessional
All staff are unfriendly | see myself as lucky if | ever get an occassional smile

Why not pay at AUB

Few employee

Payment by credit card in website should be introduced

Need more tellers at cashier who work more efficiently
You did not send emails indicating the deadlines for payments, deadline are not clear

Validating the ID card comments

Should not be obligatory

Easy Process

Waste of time, not very efficient

| did not receive any e-mail last spring to validate my 1D

When we defer payments ID card office ask for the statement of fees paid and we may not have it paid all
Very good personnel and very quick process

Very crowded, too many people into small a space, limited days
Renewel isn't always demanded stickers

Bad pictures

Excellent work

staff is not friendly

Ms.Rima slibi was very nice and helpful

AUB net account comments

I had to ask friends to help me no one was available
Clear instructions

Guides help a lot

Improve AUB site

Error from server + gave me wrong password

All computer at registrar is excellent
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Instruction not clear
The lecture given by Mr.Nassif was unhelpful

Drop & Add comments

They should open more capacity cause we pay to study

Time slots are not fair and sometimes are not even correct.

Class restrictions which should not be there appear

You rarely are able to find capacities during drop & add

Running form one office to another

You just cannot change anything about the schedule

Should be longer and more courses and capacity should be opened at various times
Too much pressure, lack of capacity

I only found one of the required courses that | had not found capacity for previously
Not satisfied, too short time and early

Sometime we should beg to get our courses registered

They should at least try to open a new section during add and drop

Unclear deadline

Impossible to find desired courses with capacity

Overall Registration comments

You are overdoing it with the difficulty of the courses

Laboratories are short on some things and the same for the equipment which is very rusty

More course variety. Get rid of old teachers! Keep the university updated

Nicely classrooms should all be renewed

Wooden chairs that kill the back

The university is too overloaded this year

There are not enough computer labs especially as an FAS

The academic programs are excellent, the administrative staff are extremely incompetent they can be rude
FAFS dept.needs better facilities wether in the labs classrooms,building itself and cafeteria

They focus more on grades not what the student learns from the course

Very hot in classes large number of students in each classroom >70

Not enough upper level electives

You should give scholarship for the outstanding students

Computer science dept needs improvement

We need research facilities

Please remove the loan program imposed on Engg. students

Classes should not exceed 30 to 35 students AC should be provided also

The elective course are very hard

AUB has to offer more variety of programs it is not being updated

There are a lot of new majors that AUB does not have

The late fee should be imposed at the end of drop

Train AUB employee to br friendly to student because they are very rude mean and condescending.
Should have more capacities and course timings for popular courses

Do not waste our time by forcing us to go to the advisors who do not know anything about advicing
Financial aid should take into consideration the academic achievement for the student

The dorm facilities male dorms especially are very low standarts which has forced many students to move out
Building are too far from each others we have courses where we are late because of distance
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RS 2007 Parents’ Occupation

Father's occupation Frequency Mother's occupation Frequency
Accountant 13 Accountant 4
Accounting manager 2 Accounting Manager 1
Administrator 2 Administrative assisstant 3
Advisor 1 Advertisement 1
Agent 1 Advisor 1
Agricultural Engineer 1 American Embassy 1
Aircraft mechanic 1 Architect 4
Airline Manager 1 Artist 1
Ambassador 1 Assistant manager 1
Architect 9 Bank emoloyee 9
Assisstant general manager 1 AUB Staff 1
AUB Employee 4 Bussinesswoman 4
Bank employee 16 Civil engineering 2
Barber 1 Commerciant 1
Builder 1 Computer Programmer 1
Business Man 52 Consultant 1
Car electricien 1 Cook 1
Carpenter 1 Coordinator 1
CEO 1 Deceased 4
Chef cook 1 Dentist 3
Chemical engineer 3 Doctor 6
Chief accountant 1 Dr. of computer science 1
Chief of HR dept 1 Economic researcher 2
Civil Engineer 19 Education reseach 2
Co director Al mawakeb

school 1 Employee 4
Co owner of factory 1 Engineer 1
Commerce 2 Entrepreneur 1
Commission agent 1 Executive in a hospital 1
Computer Engineer 2 Family Business 1
Consultant 5 Financial manager 2
Contractor 4 General Manager 1
Counselor and Protocal Chief 1 Hair dresser 1
Craftsman 1 Hautecouture 1
Credit controler 1 Head of Sterilization Dept. 1
Dealer 1 Human resources 1
Deceased 13 Instructor 4
Decorator 1 Insurance Broker 1
Dentist 5 Interior design 2
Diplomat 1 Interpretor 1
Doctor 27 Journalist 1
Dr. of arabic literature 1 Lab technician 1
Dupty general manager 1 Lawyer 1

Makes cookies for

EDL 1 restaurants 1
Educational advisor 2 Manager 4
Electrical engineer 3 Minister of telecom worker 1
Electricien 2 NGO 1
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Father's occupation Frequency Mother's occupation Frequency
Employee 21 Nurse 5
Engineer 34 Owner of a shop 1
Entrepeneur 1 Packaging Principle 1
Exportation 1 Painter 2
Farmer 1 Pharmacist 2
Financial Comptroler 1 Professor 2
Financial Consultant 1 Pshychologist 1
Financial manager 2 Public Administration 1
Finishing 1 Public Health 1
Founder of furniture manifact 1 Restaurant owner 1
Freelancer 1 Retired 5
general director interior

ministry 1 School administration staff 1
General Foreman 1 School director 1
General in the Army 4 School supervisor 1
General Manager 13 Secretary 5
Gold tradesman 1 Senior Accountant 1
Goverment employee 4 Senior Director ESCWA 1
Hairdresser 1 Small Private Business 1
Head of dept 1 Supervisor 5
House selling and renting 1 Teacher 63
HR Manager 1 Trader 1
In printing 1 Translation 1
Industrial manager 2 Travel Agency 1
Inspector NSSF 1 Unicef 1
Insurance 6

Jewellery 5

Journalist 2

Judge 3

Land scaper 1

Lands owner 1

Lawyer 8

Lebanese Army 8

Manager 15

Manufactory cloth 1

Marine captain 1

Mechanic of cars 1

Mechanical Engineer 4

Merchant 1

Not working 1

Nursing 2

Owner of a Company 8

Owns a shop 2

Partnership Imatel 1

Petrolen engineer 1

Pharmacist 5

Photographer 1

Physiotherapist 1

Pilot 1

Politician 1
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Father's occupation

Frequency

Principal
Professor
Property manager
Public relations
Real Estate

Recruitment assistant in UN

Regional manager
Representative
Restaurant Chef
Restaurant owner
Retired

Sales manager
Salesman

Secretary

Security business gatar
Self employed

Senior consultant
Senior IT

Senior portofolio manager
Senior technician
Station manager at MEA
Teacher

Technical Manager
Technician

Textile Agent

Trader

Translator

Unemployed

Vice president
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