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The good news
Student satisfaction with services
surveyed annually for eight years

Service Excellence programme
established in core administrative units
since 2006

The bad news
Market share of new students has
declined over this period

Reported levels of satisfaction, retention
and peer recommendation have not
improved significantly

Time to reflect

Is the logic of our Service Excellence
programme correct?

Service performance  satisfaction
retention and learner achievement

If the logic is correct, how do we optimise
improvement ? Can we work smarter? Should
we be doing something different?

If the logic is not correct, what does influence
student achievement other than quality

teaching? ‘Engagement’? ‘Service culture’?
Something else?
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Massey University Student Profile
Student Headcount July 2008

Auckland
Palmerston North
Wellington
Extramural

15,055

Ethnicity

Asian

= Maori

™ Pasifika
European
Other

= Unpsecified

NZ government policy

Focus on Educational Success

Quality, Relevance and
“Th t ¢ Excellence in Achievement /

e governmen expects .

tertiary education organisations T —
to have in place the necessary - \
systems and structures to : Efeove | g
ensure that ... individuals are \ Students x }
motlvateq, engaged.and ha_lve = = -
the skills and information )
needed to be effective - QwLeamns Envionmens 7

students” \\_,/’

Developing the Second Tertiary Education Strategy 2007-2012
Discussion document 29 August 2006
Office of the Minister for Tertiary Education

e

Massey University strategy

“We need to focus our | outcomes: Outcomes:
activity and drive so as | Learner achievement Research capability
to attain pre-eminence Completion rates Completion rates
both nationally and
internationally

in our areas of
specialisation , while
maintaining
excellence in
everything we do.”

Hon. Steve Maharey, VC Designate

Outcomes:

Student satisfaction
Services perceived to
enhance retention &
achievement
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Using surveys to evaluate performance:
Coverage of the student lifecycle

Alumnij

Cnu'rse Research Graduate

Survey of Student Satisfaction with Services

Enrollin 2

Geﬁi“g Slarteq

Studying
Research studes
Taught students

Withdrawn students

Satisfaction

Overall performance of services for each region

Survey of student satisfaction with services 2001 - 2008

——All Massey —#— Auckland North - ling! W

Y%students who rate performance as good or very good

2004 2005 2006 2007 2008
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Outcomes:
Services perceived to

enhance retention & Survey of student satisfaction with services 2008
achievement

Overall outcomes for all services and facilities

O Satisfactory 0 Poor O Very Poor 0 Good O Very Good

Services support my ability to study
(n=2 753) 8% 29% 40% 22%

| feel valued, fairly treated and safe
(n=2,665) 9% 27% 4% 27%

Experience of using services
influenced me to keep studying
(n=2,560)

University (n=2,560)

10% | 10% 25% 29% 26%

60% 0% 20% 0% 20% 0% 60% 80%
%of sudents

Does evaluation of services add value for Massey Un iversity?

Outcomes: l . Outcomes:
Learner achievement [EReseareh capability

ervices perceivet to
enhance retention &
~achievement

NZ Tertiary Education Strategy
2007-2012

Quality, Relevance and
Excellence in Achievement

Is the logic correct?

Engaged.  Qualty Does our service
Effectve Teaching excellence programme
. and survey add value

Quality Learning

\\Em/ironmems

If the logic is correct, how do we optimise
improvement ? Can we work smarter? Should
we be doing something different?

for our stakeholders?
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NZ Tertiary Education Strategy
2007-2012

Quality, Relevance and
Excellence in Achievement

If the logic is not

= correct, whatloes
Engaged,

Erecive ) Teachng influence learner

—_—— achievement, other
Quality Learning than quallty
Environments teaching°

Is it ‘Student engagement’? The ‘University's
service culture’? Or something else?

On reflection...

Our working assumption to date is that the
logic is correct

Our management of the Service Excellence
programme and Student Satisfaction Survey
with Services is focused on working smarter
and improving value for each of the stakeholder
groups

Service Excellence — an improvement journey

' Massey University \

' Practices

V)eadership ] ’Engagement | T Results )

 Improvement maturity |

AES International Conference, 10-12
September 2008




Listening to our students @ Massey
University, NZ

Student Survey & Improvement Maturity

SSS —aligned & |
integrated with |
organisational strategy

SSS - integrated
| with service planning |

Level of engagement

Level of improvement maturity

SSS — measure of service performance
Executive / i
L Steering Group I

Student

—_— : 2
Dol i .
Urvey of representatives
& students

Plan

/7 N

|
B © = =
C R

SSS — measure of service performance
SSS KPI Report on

$$ SSSKPIs
College / key e _ _
student group Steering Grou Quality online
report (SSRB) l [ questionnaire
-— . Student
i Survey of representatives
- Student ha & students
Satisfaction
Identify key l I Complete
services questionnaire

Regional / key student Identify key
group report (SSRB) services
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SSS- integrated with service planning
Lomrntns |

] I

S .

l ] Plan
| senice | AN /7 N\
=Smanagers= == s -
= I
\ J
Repot  <— Analyse

Trust&  Trend report

Report &

SSS - integrated with service planning

interestin results  on SSS KPIs
' Executive / '
==| Steering Group i Improved
Report l [ services
- . ‘ Student I
. — representatives ;
7ﬁ a &students |
Satisfaction S —
Trust in results l I Contribute to
sl service planning

Engagement in survey
& act on results

“so what”

/7 N

\

SSS - aligned & integrated with strategy
_" i =
a5 171 reuts

Report Ie | Analyse I
\/
_ Improvement maturity
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SSS - aligned & integrated with strategy

Focus on strategically
important services & service
results & service culture
I’ a

Aligned & ===
integrated with N Surv_ey core
Service 2 . services/ new
- Sowhat?:

Excellence Action | E'mplemeni initiatives
Importance Repon‘i Ana,yse“ Importance
Comparative u pa u Performance vs
performance targets / benchmarks
Trends Significant change

Conclusion

Providing a channel to listen to our students

Monitoring & reporting on service performance
as perceived by students

Improving some key outcomes

Informing service development & improvement
Empowering staff to own and use the survey
data and maturing the University’s service

culture

Striving for sustainable service excellence and
organisational transformation
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