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Introduction: Student Services in higher education involves a complex relationship between the student 
and the educational environment, which—at best—provides support for all students.   This survey 
expands upon institutional efforts to obtain clear data regarding students’ perception. The survey data 
will be used not only for our accreditation self-study but to actively address the ongoing needs of the 
student population.  Additionally, in planning retention strategies, the data will be useful, given the fact 
that students seem to define positive or negative experiences based on how they relate with staff, 
specific departments, and specific faculty. 

Theoretical Framework:  Human beings are complex and unpredictable; therefore no single theory can 
account for human behavior.  A student’s satisfaction with the college, specific services, or with specific 
departments is part of the complex ongoing investigation that has caused much anxiety among all 
educators in higher education institutions.  While academic and support services are intended to 
promote intellectual and personal (student development) growth among students, these services cannot 
fully account for how individuals will interact with their environment.   It was suggested by Neal and 
Noel (1980) that interactionist theory defining the relationship between college and student satisfaction 
may best explain why students remain or leave college.  Tinto’s (Leaving College, 1987, 1993) analysis of 
retention research led him to theorize that college attrition is primarily an interactive process between 
the individual and the institution.  Tinto’s three principles are the following: 

1. An enduring commitment to student welfare 
2. A broader commitment to the education—not mere—retention—



themes of change, it is therefore highly critical that we examine the results using the three guiding 
principles that serve as theoretical framework for addressing students’ needs and perceptions. 

 
STUDENT SERVICES POINT OF SERVICES SURVEY 







Transfer Center Workshops & Activities  
       Full -time  12.4% 

(79) 
25.9% 
(165) 

25.7% 
(164) 

19.8% 
(126) 

16.2% 
(103) 

637 

       Part -time  12.7% 
(23) 

22.7%  
(41) 

28.2%  
(51) 

21.0% 
(38) 

15.5% 
(28) 

181 

Career mentoring (connecting you with individuals in the field / industry)  
       Full -time  12.8% 

(76) 
28.9% 
(172) 

22.0% 
(131) 

19.0% 
(113) 

17.3% 
(103) 

595 

       Part -time  16.5% 
(38) 

29.0%  
(67) 

14.7%  
(34) 

22.1% 
(51) 

17.7% 
(41) 

231 

Campus Center & Student Life Events & Activities 
       Full -time  11.0% 

(52) 
16.5%  
(78) 

28.3% 
(134) 

20.0% 
(95) 

24.3% 
(115) 

474 

       Part -time  13.6% 
(25) 

23.9%  
(44) 

17.9% 
(33)  

18.5% 
(34) 

26.1% 
(48) 

184 

Book service or book grants 
       Full -time  4.2%  

(16) 
19.5%  
(74) 

              



Financial & Budget Planning Workshops & Counseling  
       Full -time  9.2%  

(20) 
17.9% 
(39) 

22.5%  
(49) 

28.4% 
(62) 

22.0% 
(48) 

218 

       Part -time  8.7%  
(9) 

18.4%  
(19) 

29.1%  
(30) 

23.3% 
(24) 

20.4% 
(21) 

103 

Disability Support Services & Accommodations (DESP) 
       Full -time  30.7% 

(59) 
21.4%  
(41) 

17.2%  
(33) 

16.7% 
(32) 

14.1% 
(27) 

192 

       Part -time  30.4% 
(35) 

24.3%  
(28) 

22.6%  
(26) 

9.6%  
(11) 

13.0% 
(15) 

115 





Better Customer Service Needed 

�x Slow/crowded/faster lines needed/not enough staff/availability of service 

�x Need more cheerful employees (to include faculty and staff as well as Bookstore employees); 
need smiles  

�x Info not always accurate (including inconsistent information) 

�x Need more of… (specific service; classes; caring staff) 

Acknowledgment (including appreciation for department, service, program, individuals) 

�x Thank you (including “keep up the good work; “great job”; thanks in general; so far so good) 

�x Helpful (including specific programs and individuals) 

�x Appreciation for West Valley College (I really like it at WVC; I love West Valley, I love everything 
about West Valley) 

Sample comments about change needed: 

“The biggest thing I’ve noticed is that some staff come to work because it is their job that pays the bills 
and they express that sort of attitude like they have to help because it’s part of the job and not so much 
they really care about the students’ future.” 

“I found personal (personnel) in _____ and ____ to be rude and unprofessional.” 

“_____absolutely useless!” 

Sample comments of appreciation 

“I think this school does a great job with services” 

I love West Valley and everything about it. 

I love West Valley College; it has made me a better person” 

____ (person or dept.) is awesome/ wonderful/great 
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