Student Satisfaction Feedback Survey
Registration Fall 2008

As part of the process improvement initiative, the Office of Institutional Research &
Assessment (OIRA) administered in October 2008 a survey that evaluates student
satisfaction with the fall 2008-9 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- 2007
, 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, mgjor, 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 genera,
and with specific elements like ambiance, courtesy, instructions given, etc.
Other related issues like Drop & Add, Financial 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 666 undergraduate students from all faculties
representing 11% the popul ation; however it was filled out by only 477 students.
Cluster sampling was used. The sample came from 26 undergraduate classrooms
representative of fall undergraduate population. Table 1 providesalist 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. As
evident from the tables, and because of uneven class attendance, sample who filled out
Survey dlightly over represented some faculties and class levels (FAFS, SNU, freshmen)
and underrepresented others (FEA, OSB, sophomores), and also had a dlight
overrepresentation of females (52% vs. 48%)

Tablel
Survey Registration Satisfaction Survey Cour se Sample, Fall 2008 - 2009
Course # Enrollment Course # Enrollment
NFSC 265 51 CVvsSP 203 25
AROL 225 25 FAAH 206 15
ECON 212 23 CVvSsSP 203 26
MATH 218 30 ENGL 203 25
MATH 218 29 ENGL 203 25
ENGL 236 15 MECH 220 20
ENGL 203 25 ECON 211 18
HIST  220A 19 NURS 406 22
BUSS 249 24 CHEM 101 35
CVvspP 204 25 BIOL 210 32
BIOL 201 31 CHEM 101 35
BIOL 201 31 BIOL 241 16
CVvsP 112 20 MATH 201 24
Table?2
Sample and Population Distribution by Faculty
Sample Population
N % N %
FAFS 68 14 562 9
FAS 211 44 2534 41
FEA 84 18 1676 27
OSsB 72 15 1125 18
FHS 10 2 200 3
SNU 16 35 102 2
Missing 16 35
Total a77 100 6199 100




Table3
Sample and Population Distribution by Gender

_ Sample Population
N % N %
Female 247 52 2998 48
Male 219 46 3201 52
Did not specify 11 2
Total 477 100 6199 100
Table4
Sample Distribution by Nationality
Nationality N %
Lebanese 339 71
Arab (Gulf States) 15 3
Arab (Non-Gulf) 32 7
European 8 2
North American 14 3
Other nationalities 8 2
Did not specify 61 12
Total 477 100
Table5
Sample Distribution by Class
Sample Population
Class N % N %
Freshman 74 155 484 8
Sophomore 147 31 2125 36
Junior 131 27.5 1667 28
Senior 104 22 1374 23
Year 4 10 2 332 5
Did not specify 11 2
Total 477 100 5982 100
Table6
Sample Distribution by Status
N %
New 174 36.5
Currently registered 262 55
Old returning 10 2
Specid 1 2
Cross registering 1 2
Prospective 10 2
Other 1 2
Did not specify 18 4
Total 477 100




Administration

OIRA staff members administered the Survey in the classrooms just after the Drop &
Add period. 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, dataentry 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 2007 results.

The means for the steps ranged from 2.4-4.2 (vs. 2.3-3.9 for 2007), while for the overall
ratings from 2.8-3.8 (vs. 2.9-3.7 for 2007). 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. In addition, Activating AUBnet Account, Payment Process
and Literature Provided for Registration were aso satisfying to students. The most
dissatisfying ones were Capacity of Scheduled Courses (53%, slightly lower than last
year), Resolving Capacity Problemsin Registered Courses (50%), and Fairness of Slot
Allocation by Faculty (38% vs.44%). With respect to the overall ratings, the highest
satisfactory evaluation went to AUB has high quality academic programs (81%)
followed by Campus Security Staff (x = 3.8, 63%), and AUB has high quality
classroom & lab facilities (63%). The least satisfying were Financial Aid decision (x =
2.8, 32%), Time of FA Decision (x=2.9, 34%) and Overall FA Process (x=29, 34%).

The tables also provide comparison with 2007 results in terms of difference (D) in mean
satisfaction on each process. Most of the itemsin Table 7 showed improvement, while
only 1, Placement Test-Arabic, (out of 35) went back (highlighted grey) and 3 remained
same. 20% of items improved 10-15% points in satisfaction (+0.3, highlighted green).
With respect to Table 8, most of items also improved, two stayed same, and only 3 (out
of 18) went down (highlighted grey). Highest improvement (highlighted green) was on
Maps and Handouts, New Student Orientation, Advising, and AUB HAS Quality
Classroom & lab Facilities. Overall Process aso went up from 3.1 to 3.2 (20%
dissatisfied), highest in a number of years.



Table 7, Registration Process Steps/ Descriptivesfor 2007 and 2008

2008 D 2007
Process N Mean | %Dis | %Sat N Mean | %Dis | % Sat
Placement Test —English 46 3.0 28 35 -| 125 3 35 37
Placement Test —Arabic 42 3.3 19 43 -0.1 | 127 3.2 26 39
EEE 51 3.0 31 45 - 121 3.0 36 38
Organization of the Pre- +0.2
Registration 248 3.4 22 49 350 3.2 23 43
Staff Professionalism 253 3.6 14 58 +0.2 | 354 3.4 21 46
Adequacy of information in +0.2
Admission package 254 3.8 13 64 355 3.6 17 59
Time Taken 245 3.3 24 48 +0.3 | 342 3.0 29 34
Registration for (TOP I1SOP +0.3
FROP) 176 3.8 11 69 233 3.5 16 53
Woas literature provided for +0.2
registration easy 206 3.9 7 71 278 3.7 11 62
Wasonlineinfo on New Student +0.3
Orientation helpful 207 3.5 17 55 275 3.2 25 41
Staff professionalism 208 3.7 10 64 | +0.3 | 281 3.4 17 53
Orientation activities 209 3.4 17 49 | +0.2 | 280 3.2 24 43
Orientation Facilitators 210 3.8 10 67 +0.3 | 278 3.5 18 57
Availability of Advisor 458 3.4 23 53 +0.1 | 636 3.3 27 48
Helpfulness of advisor 455 3.2 30 43 +0.2 | 632 3.0 41 36
Academic req. wereclearly New item
stated by my major 449 3.3 29 48
Clarity of deadlines 420 3.8 11 67 590 3.8 14 65
SIS access on-campus 284 4.1 8 73 +0.2 | 406 3.9 14 69
SIS access Off -campus 206 3.2 29 41 +0.1| 271 3.1 32 37
SIS access both on and off +0.2
campus 247 3.8 8 64 318 3.6 12 59
Fairness of registration slot +0.1
allocation by faculty/class 439 2.8 38 27 607 2.7 44 26
Capacity of scheduled courses | 457 2.4 53 15 +0.1 | 617 2.3 60 16
Resolving capacity problemsin New item
required courses 445 2.5 50 22
The variety of courses matched New item
my interets 439 31 27| 36 W
Staff professionalism 369 3.4 18 50 +0.1 | 527 3.3 22 45
Staff helpfulness 375 3.2 24 41 +0.1 | 530 3.1 30 38
Efficiency of on-line +0.1
registration 387 3.3 20 45 578 3.2 25 43
Final Registration 408 35 12 48 644 35 15 52
View statement of feeson the +0.1
web 461 4.0 10 75 662 3.9 9 75
Payment Process 461 3.8 13 68 +0.1 | 655 3.7 14 66
Staff helpfulnessand +0.1
friendlinessat student account
section 440 3.5 16 53 633 3.4 19 48
1D Validation process 464 4.2 7 81 +0.3 | 646 3.9 9 70
Activating AUBnNet Account +0.1
process 457 3.9 7 71 636 3.8 10 65
Adequacy of instruction 447 3.8 8 66 +0.1 | 629 3.7 10 60
Drop and Add process 416 3.3 18 45 - | 592 3.3 21 46




Table8

Overall Evaluation of Registration Process

2008 D 2007

N M ean % Dis.| % Sat. N Mean | % Dis.| % Sat.
Overall Process 450 3.2 20 41 +0.1 645 3.1 23 38
Ambiance 433 3.1 23 32 +0.1 628 3.0 27 33
Time Taken 450 3.0 35 37 644 3.0 35 32
Efficiency 452 3.2 25 42 +0.1 641 3.1 27 40
Bureaucracy 438 3.0 31 33 +0.1 628 2.9 35 30
Courtesy 441 3.2 20 39 +0.1 624 3.1 24 35
Instructions 451 3.5 13 54 +0.1 642 3.4 18 49
AUB Guide Service 438 35 14 52 +0.1 628 3.4 18 49
Maps & Handouts 439 35 17 52 +0.2 633 3.3 21 46
Campus Security 443 3.8 10 63| +0.1 635 3.7 12 63
Staff
New Student 347 3.6 15 59 +0.2 432 3.4 15 49
Orientation
Advising 444 3.1 28 41 +0.2 638 2.9 39 35
Time of FA Decision 184 2.9 35 34 -0.2 265 3.1 33 43
FA Decision 181 2.8 42 32 -0.2 262 3.0 34 40
Overall Process FA 185 2.9 36 34 -0.2 264 3.1 31 37
Dor mitories 131 3.3 28 47 167 3.3 18 45
AUB has high quality 446 4.1 5 81 +0.1 645 4 7 75
academic programs
AUB has high quality 444 3.7 11 63 +0.2 644 3.5 16 52
classroom & lab
facilities




Other Findings
Other results are reported below. Most of the findings are quite similar to 2007 results.
Areas which differed either positively or negatively are highlighted.

AUB and Student Choice

AUB 1% choice 88% AUB 2" choice 9%

AUB 3" choice 1% AUB 4" or lower 1%

New Student Orientation

Attended: Yes 43% No 9% Did Not Answer 48%
Orientation attended: FROP 10% SOP 18% | SOP 16% (vs. 8%)
Advising

Advisor assigned intime for registration Yes 92% No 8%

Met with advisor Yes 85% No 14%

On-line Registration
Source of information on on-line registration
Web 72% Campus Circulars 20% Mail-in Circulars 11%

Difficulty in on-line registration: Yes 66% (vs. 74%) No 33%
Reason for difficulty:

12 % No. of courses offered. 53 % Capacity (vs. 62%)
24% Course section  (vs. 12%)

Type of course difficulty found in:

28% University required courses 23% Upper level coursesin major
21% Lower level coursesin major 38% Electives (vs. 43%)

(vs. 15%)

Needed staff support Yes 56% No 43%

Drop & Add

Found needed coursesin Drop & Add: Yes61% No 38% (vs. 43%)

Financial Aid
44% of respondents applied for financia aid

Student Satisfaction by Faculty

Tables 9-10 report mean satisfaction ratings by faculty on the registration steps and on
the overal ratings. Faculties with highest ratings were highlighted green while those
with 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 only 5 of the 35 items (14%) mostly concerned with advising,
while with respect to processes; there were differences on 7 of the 15 processes (47%).
Details are provided in Tables 11 and 12.



Placement Tests
No significant differences between faculties.

Pre-registration

Significant differences were noted on only one item of the pre-registration, the
information package supplied, with FHS, SNU and FAFS showing significantly higher
satisfaction than FAS.

New Student Orientation

FAS OSB FHS FEA FAFS SNU

Attendance (% Y es) 84 25 70 45 31 38
ISOP 19 13 10 16 9 6
FROP 17 3 - 6 3 -
SOP 16 7 60 24 19 19

Non significant differences noted.

Advising

(% Yes): FAS OSB FHS FEA FAFS SNU
Advisor assigned on time 9 90 90 82 97 88
Did you meet with advisor 93 88 80 57 91 69

Significant differences noted on all

Difficulty in on-lineregistration FAS OSB FHS FEA FAFS SNU

(%Y es): 61 72 70 61 69 56
Reasons for difficulty: FAS OSB FHS FEA FAFS SNU
# of courses offered 11 14 - 11 13 13
Course sections 23 28 30 27 25 6
Capacity 50 74 50 48 56 44
Type of course, difficulty was
found: FAS OSB FHS FEA FAFS SNU
Lower Level 20 24 20 25 18 13
Upper level 23 35 - 19 22 6
University required 28 38 20 24 29 19
Electives 35 42 80 32 41 50
Needed staff support FAS OSB FHS FEA FAFS SNU

(%Yes): 48 53 40 54 54 56



Table 9: Registration Process Steps by Faculty

FAFS FAS 0SB FEA FHS SN
Process N | Mean | N Mean | N Mean | N Mean | N | Mean | N | Mean
EPT 3 33| 20| 29| 9| 84| 9| 31| 0 -13 |33
APT 5| 88| 15| 35| 8| 80| 8| 31| 1 5(3 |30
EEE 7| 80| 20| 31| 9| B4| 8| 30| 2| 25|3 |33
Organ. of Pre-Reg 26 33| 122 34| 28 3.4 | 48 33| 6 . 6 3.5
Staff Professionalism 27| 35|124| 36| 28| 35| 48| 37| 8| #W8| 6| 35
Info. in Adm. Pac. 27| B38| 127 36| 28| 38| 47| 38| 8| 48| 5| 44|
Time Taken 27 33|122| 82| 27| 33|45| 33| 7| @B#| 5| 40|
Registration for (Top

I sop Frop) 16 39| 95 3.8 | 13 35| 34 36| 5 42| 3 40 |
Literature provided for

reg.easytounderstand | 19| 42 |110| 39| 17| 40| 38| 37| 6| @B| 4| @8
Onlineinformation on

new student orientation

helpful 20| B% 111 35| 16| 34| 39| 34| 7| &0| 3| &0|
Staff Professionalism 19| 3836|111 | 88| 17| 36( 39| 36| 7| B4 4| 40|
Orientation activities | 19| 8@ |111| 35| 17| 35| 39| 31| 7| B9| 4| 35
Orientation Facilitators | 20 40 | 111 39| 17 39| 39 35| 7 44| 4 43 |
Availability of Advisor | 68 3.3 | 206 86 | 69 32| 75 31/10| @215 86 |
Helpfulnessof advisor | 67| 32 |206| 88)|69| 30| 73| 380|10| ®#8|15| 31
Academic requirements

were clearly stated by

my major 67 32|201| 88| 69| 31| 72| 29|10| &4 15| 85|
Clarity of deadlines 58| @44|193| 38|62 38| 71| 37| 6| #45|16| 38
SIS access On Campus | 45 42 | 124 39| 42 4.0 | 48 44| 4 48 | 11 4.0
SiSaccessOff Campus | 33| 84| 85| 31| 40| 29|33 33| 2| 30| 8| 33
SID access Both 39| 89109 37| 40| 36| 44| BS| 4| 38| 6| B3]
Fairnessof reg. dots 56 2.7 | 198 28| 71 28| 77 26| 8 25|16 2.8
Capacity of courses 66| 23|205| PB| 70| 22| 77| PB|10| 19 |16| P2W |
Resolving capacity in

required cour ses 64 25198 26| 72 21| 73 2610 27 | 16 2.6
Thevariety of courses

matched my interests | 64| 28 |195| @@ | 68| 13| 74| B2|10| 24|15| 31
Staff: Professionalisn |58 | 33 |164| 33| 56| 32|57 B86| 8| B8 |14| 31
Staff Helpfulness 59 | 8.0 167 32| 56| 30|58 B5| 8| BB|15| 30
Efficiency of on-line

reg. 60| 33[174| 33| 60| 32|61| B4| 7| B6|14| 84|
Final Registration 54| 384|185| BB | 65| B®| 72| 34| 8| 35|15 3.5
View Statement of fees

on the web 67| B0 |207| 89| 71| 40| 8| 39| 9| @O|16| 40|
Payment process 67 3.8 | 205 38| 72 38| 83 37| 9 3116 809 |
Staff helpfulness 62| 34|197| 86| 69| 34| 78| 35| 9| BE6|16| 33
Validating the AUB 1D

at theRegistrar'sOffice | 67 | 4.0 | 207 | 42| 72| #8| 83| 42|10| @6 |16| 38
Activating AUB net

Account 68| 3.85[203| 39| 70| 40|s81| 39|10 48|16| 35
Adequecy of

instructions 66 3.8 | 202 3.8 | 68 3.8 | 78 38| 9 43 | 15 35
Drop & Add process 64| 3.3]179 33|/ 69| 33| 72| BB| 9| 33|16| B9]




Found Needed courses: FAS OSB FHS FEA FAES SNU

(%Yes): 56 54 70 54 53 69
Applied for Financial Aid FAS OSB FHS FEA FAFS SNU
(%Yes): 35 39 10 43 48 63

Table 10: Overall Evaluation of Registration Process by Faculty

FAFS FAS 0SB FEA FHS SN
Process N | Mean | N Mean | N Mean | N Mean | N | Mean | N | Mean
Registration Overall

Process 64 29205 BB| 70 31| 78| 84| 9 31|16| BB
Ambiance 61| 28|194| 32| 68| 28| 78| 32| 9| BB|16| B8]
Time Taken 64| 28|203| 30| 70| 28| 79| BB| 9| 30[16| 31
Efficiency 64| 31/205| 32| 70| 29| 8 | BB| 9| BE|16| 31
Bureaucracy 61| 29]199| 30| 68| 26| 77| 32| 9| B®|[16| 29
Courtesy 63| 3.0|201| 33| 67| 29| 77| B4| o| PBW|16| 30
Instructions 64| BB |203| 35| 69| 35| 81| BE|10| 35|16| 34
AUB GuideService | 63| BB |197| 35| 67| 35| 79| 34| 8| [BB|16| 34
MapsandHandouts |63 | @B|198| BB | 67| 34| 80| 34| 8| 31|16| 86
Campus Security

Staff 63 36/201| B38| 69 37| 79| 88| B| @i 16| B38|
New Student

Orientation 40| BW|167| 36| 47| BW| 63| 34| 8| &0 14| 87|
Advising 65| 3.0|201| 32| 68| 29| 77| 30| 9| @i|16| B4
Timeof decison(FA) |28 | 25| 73| 30| 31| B2 38| 28| 2| 35|10 30
Decision 28| 23| 73| 28| 30| B@| 37| 27| 2| 25|10| B2]
Overall process 30| 27| 74| 29| 30| BdA| 38| 27| 2| 25|10 B2]
Dormsregistration | 18| 86| 64| 33| 17| 31| 24| 82| 2| 40| 2| 25

AUB has high quality
academicprograms |64 | #2|203| 41| 70| 42| 77| 41]10| 46 15| 3.9

AUB has high quality
classroom & lab
facilities 63 3.8 | 202 37| 70 34| 77| B8|10| 48|15 33
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Table 11: Faculty Differencesin Registration Satisfaction

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

(EPT, APT) NS

Il. Pre-registration (Office of Admissions)

Organization of the pre-registration process NS

Staff Professionalism NS

Information in Admission package supplied Sig. SNU, FAFS,FHS | FAS
Time Taken NS

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

Attendance NS

Registration NS

Orientation activities NS

Facilitators NS

V. Academic Advising (Faculties)

Advisor assigned on time NS

Met with advisor Sig. FEA EFAS
Availability of advisor Sig. FHS, SNU,FAS | FEA
Helpfulness of advisor Sig. FHS, FAS OSB, FEA
Academic requirements were clearly stated by may major Sig. FHS, FAS,SNU | FEA
V. On-line Registration (Registrar Office)

Clarity of deadlines NS

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

Fairness of registration slot allocation NS

Capacity of scheduled courses NS

Difficulty in on-line registration NS

Staff: Professionalism NS

Staff Helpfulness NS

Efficiency of on-line registration NS

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. 1D Card & Renewal of Stickers (Registrar)

Validating the AUB ID process at the Registrar NS

VIIl. AUBnet Account (Registrar’s Office)

Activating AUBRet 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? NS

Time of Decision NS

Decision NS

Overal process NS
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Table 12: Faculty Differencesin Satisfaction — Overall Items

Item Significance | Faculty/High | Faculty/low
Overall process Sig. SNU FAFS
Ambiance Sig. FHS FAFS
Time Taken NS

Efficiency Sig. FHS OSsB
Bureaucracy Sig. FHS OSB
Courtesy Sig. FHS OSB
Instruction NS

AUB Student Guide Service NS

Maps & Handouts NS

Campus Security Staff NS

Orientation (for new students) NS

Advising Sig. FHS OSB
Dormitory Registration NS

AUB has high-quality academic

programs NS

AUB has high-quality classroom & Sig. FHS SNU

laboratory facilities

Student Satisfaction by Class

Tables 13-14 report student satisfaction by Class. Kruskall Wallistest of significance
helped to identify areas of significant differences. There were significant differences by
class on nearly half of the steps and most of the overall items (identified with asterisks).
The results revealed higher mean ratings and satisfaction for freshmen and sometimes
sophomores on most of the steps and processes while lowest were exhibited by juniors
and sometimes senior students. The same trend prevailed with respect to differencesin
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 28| 12 3.1 9 27| 17 32| 2 35
APT 2 30| 10 32| 5 38| 20 33| 4 3.3
EEE 5 36| 18 2.8 8 34| 16 29| 3 3.3
Org. of Pre-Registration | 60 35| 116 34| 32 32| 29 35| 5 3.0
Staff Professionalism 60 3.6 | 118 37| 34 33| 30 34| 5 3.4
Infoin Adm. Pac. 61 39 | 119 39| 34 37| 29 36| 5 3.6
Time Taken 58 3.2 | 115 35| 33 29| 29 30| 4 35
Reg. for (Top Isop Frop) | 56 40| so 3.8| 18 33| 14 35| 2 35
Lit. provided for reg.
easy to understand * 61 41 | 101 40| 19 34| 17 36| 2 3.5
Onlineinformation on
NSO helpful 62 3.5 | 100 36| 20 32| 17 36| 2 3.5
Staff Professionalism 62 3.7 | 102 38| 20 37| 16 38| 2 3.0
Orientation activities* 61 3.4 | 103 33| 20 39| 17 39| 2 45
Orientation Facilitators | 60 3.9 | 104 39| 20 33| 18 39| 2 35
Availability of Advisor* | 73 40 | 136 3.5 | 128 3.3 | 101 3210 2.9
Helpfulness of advisor* | 74 3.7 | 133 3.4 | 128 3.0 | 100 2910 3.0
Acad. req. wereclearly
stated by my major* 73 3.8 | 130 3.6 | 127 3.1| 99 2.9 |10 2.9
On-line Registration
clarity of deadlines 64 3.8 | 130 3.8 | 114 38| 95 39| s 43
SISaccessOn Campus | 45 38| 79 42| 75 41| 73 40| 4 3.8
SIS access Off Campus | 21 3.3| 58 35| 58 30| 60 30| 5 2.6
SID access Both 26 41| 77 40| 70 36| 66 37| 5 3.4
Fairness of reg. dots 66 31| 129 2.9 | 122 23| 104 3.0/ 10 2.5
Capacity of courses* 70 2.9 | 139 2.5 | 127 2.2 | 103 23|10 2.5
Resolving capacity
problemsreq. cour ses* 65 3.0 | 131 2.8 | 127 2.4 | 104 2110 2.7
Variety of courses
matched my interests* 69 3.4 | 130 3.3 | 123 2.8 | 101 29| 9 3.2
Staff: Professionalism 61 35| 115 36| 97 32| 81 31| 8 3.3
Staff Helpfulness* 62 35 | 116 3.4 | 98 29| 84 30| 8 3.1
Efficiency on-linereg.* | 61 3.3 | 113 36 | 107 31| 90 3110 3.8
Final Registration* 66 3.7 | 124 3.7 | 113 32| 93 36| 9 3.2
View Stat. feeson web 72 41 | 142 4.0 | 129 3.8 | 104 4.0 10 4.3
Payment process 72 39| 143 3.8 | 130 3.6 | 102 39| 10 3.7
Staff helpfulness* 69 3.7 | 132 3.7 | 124 3.2 | 101 3.4 10 3.7
Validatingthe AUB ID at
the Registrar's Office* 72 4.2 | 145 4.4 ] 130 4.0 | 103 4.2 110 4.2
Activating AUB net
Account process* 72 4.1 | 141 4.0 | 130 3.7 | 100 3.910 3.9
Adequecy instructions® | 72 3.9 | 138 4.0 | 126 36| 98 38| 9 3.8
Drop & Add process 52 3.2 | 124 35 | 127 32| 99 3.3 10 3.5
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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® 70 34 | 135 35 | 128 2.9 | 104 3.1 10 3.2
Ambiance* 66 35 | 130 35 | 122 2.8 | 103 29|10 2.8
Time Taken* 70 3.2 | 134 3.2 | 128 2.6 | 104 3.0 |10 3.3
Efficiency” 70 3.4 | 137 36 | 128 2.9 | 104 3.0 | 10 3.2
Bureaucracy* 68 34| 127 34| 126 2.7 | 104 26 | 10 2.9
Courtesy* 67 3.7 | 134 3.6 | 125 29| 102 29|10 3.3
Instructions” 70 3.5 | 138 3.7 | 126 3.3 | 104 3.6 | 10 3.3
AUB Guide Service* 69 3.7 | 129 3.7 | 125 3.4 | 102 35|10 2.9
Maps and Handouts 68 3.7 | 132 35 | 125 3.3 101 3.4 | 10 3.0
Campus Security Staff* | 70 40 | 132 3.9 | 126 3.5 | 103 3.8 | 10 3.7
New Student
Orientation (NSO) 65 3.7 | 120 37| 77 35| 75 36| 8 2.8
Advising* 71 35 | 134 3.4 | 123 2.9 | 103 2.8 | 10 3.1
Timeof decision (FA)* | 8 33| 51 29| 68 26| 51 32| 4 4.3
Decison* 8 34| 51 24| 66 26| 51 31| 4 3.8
Overall process 8 34| 52 27| 68 27| 51 31| 5 3.8
Dormsregistration 36 32| 27 36| 40 34| 25 29| 1 4.0
AUB has high quality
academic programs 73 4.1 138 42 | 121 4.2 | 103 40| 9 36
AUB has high quality
classroom & lab
facilities* 74 3.9 | 136 39 | 120 3.7 | 102 33110 3.9
Conclusion

The Survey revealed interesting findings and an improvement in satisfaction from
previous years' findingsin overall process and in some steps like advising, student
orientation activities, and ID validation. Financial aid has really gone down this year in
all its steps and together with course/section capacity represents areas needing
improvement. Differences among faculties have decreased this year and larger faculties
like FAS have improved satisfaction levels, especialy on advising. Similarly,
satisfaction of lower level classes, especialy freshmen, was significantly higher on
nearly all steps and processes. Junior students showed highest dissatisfaction levels,
especially with regard to advising and capacity of courses. Socio-economic information

isprovided 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 2008 - 09

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
3000 specify

% 5 23 15 9 9 17 22
B. What type of residence does your family livein?
kind of Villa | House | Apart<10yrsold | Apart>10yrsold | Compound | Other | Missing
residence

% 11 22 23 32 2 - 10
C. Isyour family’sresidencerented or owned?

Rented Owned Did not specify

% 23 67 10
D. Doesyour family own any of following? % Did not specify
TV 88 11
Video 76 24
CD player 76 24
Personal Computer 87 13
Mobile phone 89 11
DVD 81 19
Own satellite dish 54 46
Satellite membership 70 29
Number of carsyour family owns % of frequencies
O car -
One car 24
Two cars 28
Three cars 19
Four cars 8
Five cars 2
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 1
Intermediate 4 3
Secondary 9 19
University 67 60
Other 3 1
Did not specify 14 15
F. Parent’s Occupation (% of those who responded to Item)

Occupation Father’s Mother’s
Accountant 1% 1%
Architect 2%

Businessman/woman 15% 2%
CEO 2%

Consultant 1%

Dentist 2%

Doctor 5% 2%
Employee 6% 5%
Engineer 12%

L awyer 1% 1%
Army 1%

M anager 7 1%
Pr of essor 2

Retired 2% 1%
School principal 1%
Teacher 2% 7%
Unemployed 18%
Nationality

A. Nationality %

L ebanese 71

Arab (Gulf-States) 3

Arab (Non-Gulf) 7
European 2

North American 3

Other nationalities 2

Did not specify 13

Total: 416 responded
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B. If you have dual nationality, indicate your second one

Lebanese

Arab (Gulf-States)

Arab (Non-Gulf)

European

North American

Other nationalities

~|en |2
MECSE R

Did not specify

Total: 130 responded

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

0 45
1-5 13
6-9 8
10-12 18
Did not specify 16
Total: 400 responded
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Summary of Students Comments

Was unnecessary to take it, but administration told me | should. It was pretty hard

Pre-registration Admission Office

The registration day is the worst since classes close in less than a minute, it needs more organization,
it is too complicated.

People in the business school are not helpful at all disrespect full and mean
You should extend the registration deadline

When asking for help from staff they always send you to the wrong person, they are vex unprofessional
and rude to new students

Restriction on some courses whereas they shouldn't have.

New Student Orientation

The leaders did not seem interested in showing the new students around, it needs to have more activity
The guides were very helpful

Academic Advising

Please we need advisors that are dedicated to their jobs and that actually help, students can often help
more than the advisors

Advisors are only helpful for giving the pin

Let students choose their advisors

Advisors have no clue about the major and are not always available.
Advisor was useless

Advisors are never available at office hours

The advisor rarely answers our questions pertaining to requirement and what courses to take
Advisors are busy all the time, they have no valuable information.

He didn't explain much about pre-requisite

Difficulty in on-lineregistration

Server shutdown

We can't take the class that we want and end up taking other classes
Prerequisites

Major restriction especially business courses

Course subjects, very narrow

Priority/capacity

Time conflict

Slow internet

Time conflict even with major courses

Difficulty in which type of cour se

English

Humanity and CVSP

Social Sciences

Minor courses

On-line Registration

Online registration was not clear for new students

Unfair time slots

Access to AUB sis was limited

Because of capacity problem very few students are able to obtain the courses and schedule they want
Registration day is the worst in the academic year

AUB doesn't provide good help and guidance for students and the staff keep on sending us from place to
place.
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It needs a lot of improvement

The registrar's office, as many others at AUB, is highly inadequate when it comes to student needs,
the process of student help needs to improve

How can our major courses have closed sections before we even register opening capacity was done
at phase 3 and during last 2 days of drop and add

The problem of capacity and time conflict should be regulated

Too many complications occur, especially last minute sudden changes of courses and schedule

Registration is a very stressful process. Every semester something has to go wrong and you have to
spend time running around campus to get the courses you want.

Some students get places before registration opens

Resolve the electricity problem

Some faculty members are not very helpful

Very unorganized, chaotic, registrar unhelpful, useless.

Staff is not helpul at all

Comptroller's Office

Payments from wire transfers emails should be sent to parents confirming received transfers

Staff are somehow tough in dealing with the students

There was always something wrong in my fees sometime amounts were added or removed

Emails should be sent reminding students of paying tuition especially for summer semester

Release web statement of fees earlier.

The statement of fees is confusing. Should be displayed in a better way.

Deadline is so tight

ID Card

Office too small it is full ID renewal

Fast and efficient

Better camera

The ID center staff are extremely polite and nice and most importantly calm

AUB Net Account

If we could activate the account online when blocked.

Quota! Increase quota! Open some more ports (gmail imp)

Drop & ADD

Too short

Capacity issues that cause very unorganized schedules.

Most of the required courses were conflicting time

Very helpful

Unfair time slots

Comments/ Suggestions

Student are being forced to have very tough and bad schedules that it is affecting their outcome and
enthusiasm for studying

The departmental electives in architecture should be more diversified and the number of electives
by semester should increase of electives

You should allow smoking outdoors and forbid it indoors

AUB needs organization especially during registration we have to beg the staff to get a class we pay a lot
for

Improve laboratory facilities and equipment

Advisors should stick to their responsibilities more and not only restrict students in the use of catalogue.

Some classes need renovation, just like Nicely classes

Please increase the capacity and sections. | do not think it is logical for a student not to take a required
course
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Just because there is a lack of sections/capacities.

Student need parking areas
High tuition fees

Reduce the cafeteria cost of food to a minimum amount
The professors and teachers should be re-evaluated.

Programs are limited. Pharmacy industrial engineering not available.
The studio arts (fine arts) department desperately needs better faculties and budgeting. We are suffering.
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