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Introduction

This report is a comprehensive evaluation of all College Services that was reviewed and approved by Mercyhurst Student Government based on a preliminary report written by the Executive Board of Student Government in June 2003.  

It is not supported by factual statistics but rather qualified opinions based on experience working with these areas through Student Government.  

The services were evaluated based on the following questions/criteria:  

1) An Overall Letter Grade:
A combination of the perceived efficiency, the level of customer service, and if the office is accessible or has student friendly hours.

A = Excellent
    B= Good
C= Average
D= Below Average       F= Unacceptable
2) Perceived Efficiency: 
Does the office operate well; appear organized, and is responsive to student needs and concerns?

3) Customer Service: 
Is the office friendly, helpful, and does the staff have a positive attitude?

4) Suggested immediate changes/ improvements, if any, needed to make the office better.

5) Suggested long-term changes/ improvements, if any, needed to make the office better.

6) Any other overall positive/negative comments.
Department and Area Evaluations 

Academic Support Services



Overall Letter Grade:
A
Perceived Efficiency:
Excellent, tutoring services provide more than capable tutors for students with needs. 

Customer Service Orientation: 
Excellent, the administrators are professional and very understanding.  This is essential to making students comfortable with getting a tutor.
Suggested Immediate 

Improvements: 
Communication between faculty and the Academic Support Services could be better. Teachers could take the initiative to target/advise students who could use extra help early in the term.
Suggested Long-term 

Improvements:
Better, more visible location.  

Negatives:
Their location is not visible and reduces the amount of walk-in traffic.  

Positives:  
Committed, well-informed staff.  

Admissions



Overall Letter Grade:
B
Perceived Efficiency:
Good, Admissions does a great job of recruiting students through the ambassador tour and visits.   However, there are not many contacts made after the student comes to school, to make sure the students are getting what they expected.  The strong enrollment and high board scores indicates the success of the department.  

Customer Service Orientation:
Average, friendliness varies from worker to worker.  There are some members of the department that can be a bit negative at times. 

 Suggested Immediate 

Improvements:
The Ambassador program seems to be losing some credibility.  The club is often disorganized and students have noted that the initiation process seems unfair and biased.  It is a perception worth mentioning in an effort to maintain the status as the most prided club on campus. 
Suggested Long-term 

Improvements (Admissions):


· Follow-up checks/ survey students after they enroll in the school.  
· Better discipline/ criminal background checks need to be done on transfers and new students.  
Negatives: 
The gradual disorganization of the Ambassador Club.  

Positives:  
Much of the staff is friendly and personable.  They seem quite efficient in recruiting students for our school. Students are happy to see a former MSG president succeed as a department head.

Athletic Department



Overall Letter Grade:
C+

Perceived Efficiency:
Fair, the athletic programs do not seem to be completely efficient due to the number of sports not competing at the desired level.  
Customer Service Orientation:
Good, the coaches and directors are usually friendly, and willing to address student concerns.  

Suggested Immediate 

Improvements:
The athletic department could make a positive impact if they provided more for the students not just athletes, like continuous transportation to important games, more pep rallies, and more student friendly atmospheres (like good music) at games.  Athletics cannot always rely on the Sports Marketing Program and MSG to provide this.  
Suggested Long-term 

Improvements:
Mercyhurst should look at getting a track team and swimming team. Also, it would be nice to find places for our baseball/softball teams to play that are closer to school. (Baseball field on-campus in progress)    

Negatives:
All sports need to be recognized equally for their achievements as well as disciplined equally for their misbehavior.

Positives:  
The athletic programs are growing and bring more men to campus. The athletic staff is very responsive to student requests.  Student athletes are generally satisfied their athletic schedules and time commitments.   

Bookstore



Overall Letter Grade:
B

Perceived Efficiency:
Average.

Customer Service Orientation:
Excellent, the staff is always welcoming and willing to help their customers which provides a friendly atmosphere.  
Suggested Immediate 

Improvements:


· A better greeting card section would be helpful, more cards and better organization.  
· All other immediate suggestions should be met with the building of the new bookstore (In progress)  
Suggested Long-term 

Improvements:
A book exchange where the students get a greater return on their investment.  Every year it is a growing complaint of students on campus.  
Negatives:
Items are expensive, and there is no real value to selling books back to the Bookstore.  

Positives:  
Staff provides a friendly and helpful atmosphere. 

Campus Ministry



Overall Letter Grade:
B+

Perceived Efficiency:
Excellent, their hours of operation are student friendly.
Customer Service Orientation:
Very inviting and friendly, staff is supportive and provides many activities for students.
Suggested Immediate 

Improvements:


· Students would like to see more retreats  (Silent Retreats, during the summer even).   

· Students commented that the Habitat for Humanity Trip in the spring of 2003 was disorganized and lacked leadership, which should be addressed in order to maintain the positive experience it has provided in the past.  

Suggested Long-term 

Improvements:
Office expansion (possible relocation) and an on-campus retreat/ multi-purpose facility.  
Career Services



 Overall Letter Grade:
B

Perceived Efficiency:
Average, it varies greatly between administrators.  

Customer Service Orientation:
Good, the staff and work-studies are always willing to assist students and provide answers to student questions.  

Suggested Immediate 

Improvements:
Each major should have a designated career counselor that is knowledgeable to the career opportunities of a particular major.     

Suggested Long-term 

Improvements: 
Expansion of offices, interview rooms, and waiting area.

Negatives:
Internships/Co-ops (for credit) need to be revamped to adequately serve each major.   It seems antiquated and the papers/reports required are irrelevant and do not aid in the learning process, it is just paperwork and hoops student must jump through.  
Positives:  
They open a lot of doors for placement opportunities, and have a friendly staff.  

Cohen Health Center



Overall Letter Grade:
B


Perceived Efficiency:
Good, considering the resources and staff they have.

Customer Service Orientation:
Excellent, they are customer friendly and very helpful and provide professional service.  
Suggested Immediate 

Improvements:


· The voucher system for student transportation to the hospital after hours is ineffective and needs to be addressed.  It is impersonal and the procedure for obtaining medical help (for non-life threatening problems) after hours needs to be better communicated and addressed.

· Centralizing the location with the Counseling center is also a much-needed improvement. (Achieved September 2003)     

Suggested Long-term 

Improvements (Health Center):
Additional weekend and night hours would be a well-utilized improvement for students.  
Negatives:
The only negatives should be addressed the Health Center adjusted hours to accommodate some night and weekend hours.  

Positives:  
The medicine given to the students is helpful because is reduces the hassle students would have to go through if they needed to pick-up a prescription.  

Computer Center/ Network



Overall Letter Grade:
Computer Center: B
Network: D

Perceived Efficiency:
Average, the computer help desk seems to be running at maximum capacity.  The number of computers and computer-based operations has increased at a much faster rate than the computer center staff.   

Customer Service Orientation:
Good, the computer center/ help desk staff is generally friendly and willing to help.  

Suggested Immediate 

Improvements:
There is a need for student friendly hours at the computer center, the office should be staffed from at least 10AM-6PM, and could certainly use someone on-call from 6PM-Midnight, during the school week.  

Suggested Long-term 

Improvements:
Mercyhurst needs to continue committing money from the Capital Budget toward network capacity/speed and infrastructure upgrades.  Mercyhurst needs to increase the ability to have online registration and web based applications for students.      

Negatives:
Lack of student friendly hours.

Positives:  
Positive attitude and willingness to help from staff.  

Network/ Technology Note:

The low grade given to the network infrastructure is a reflection of the maximum capacity the network was running at.  However the upgrade to the Internet should improve this area drastically, and will be reviewed again at the beginning of November 2003.  A stronger commitment to technology is needed to be a competitive college, and more importantly provide one of the most valuable educational and administrative resources to student, faculty and staff.  

Copy Center/ DocuCenter



Overall Letter Grade:
A


Perceived Efficiency:
Excellent, they take care to make sure all work looks clean, clear, and outstanding.  They get the job done quickly and with very little hassles. This service has reached its full potential. 
Customer Service Orientation:
Excellent, they are always very friendly and helpful, whether it is with the use of the logbook or in helping customers with their orders.
Suggested Immediate 

Improvements:
Nothing seems to need an immediate change in this office other than perhaps opening a half hour earlier during the week
Suggested Long-term 

Improvements:
It may be helpful to change the pricing.  Students often choose Kinkos over our copy center because Kinkos has better pricing, on some items.  


Negatives:
Some services cost more than commercial outlets.
Positives:  
Friendly service, efficient, and they always produce a professional product.
Food Services



Egan Hall Cafeteria

Overall Letter Grade:
C

Perceived Efficiency:
Average, the food quality is often inconsistent – an overall consistency must be strived for and achieved. 

Customer Service Orientation:
Good, with the exception of a couple employees, the people who work in the cafeteria are very pleasant. For the most part, they are very congenial and greet you with a smile. 
Suggested Immediate 

Improvements: 
Emphasis must be put on better food quality and variety, possibly looking into different food distributors to improve quality.  

Suggested Long-term 

Improvements (Egan Hall):
The trend among students is less of the institutional approach to food service (i.e. structured eating hours) and menus the cafeteria offers should be expanded to provide more of a food court atmosphere that can handle the growing capacity.  

Negatives:
Menu variety, occasional lack of customer service, the desserts could be upgraded.  

Positives:  
Salad bar and specialty items like omelets; fresh carved roast beef, etc are popular.  It serves a large capacity of students in a short amount of time. 

Laker Inn

Overall Letter Grade:
B+

Perceived Efficiency:
Good, many students enjoy the Laker Inn, and the Lunch on the Run is very popular among students – their convenience as well as efficiency is appreciated. The overall quality of the food is slightly above average.   
Customer Service Orientation: 
Excellent, the staffs that work Lunch on the Run and the Laker Inn are hospitable and professional. 

Suggested Immediate 

Improvements: 
The Laker Inn expansion cannot come soon enough; in order to increase much needed variety and efficiency.    Students would like to see more healthy food added besides the salads, and additionally more desserts, cookies, pies, and soft serve ice cream, at the Laker Inn.    
Suggested Long-term 

Improvements:
The much needed expansion will address the seating needs, but in the long term a well organized operation that provides multiple eating choices, and meal plan covered eating times is needed.  Any financial investment into food services is well spent and highly visible.  

Negatives:
Lack of capacity and variety, which should start to be addressed with an expansion.  

Positives:  
Very popular because it is not the institutional setting like a Cafeteria, and the food options are generally preferred over those at the Cafeteria. The staff is extremely personable and friendly.   

Handicap Accessibility 



Overall Letter Grade:
C


Accessibility:
Average, although we meet the legal compliance standards, when students with physical disabilities actually utilize handicap accommodations they find many of the entrances hard to manage and they often require help.   

Suggested Immediate 

Improvements:
The east entrance of Zurn has posed problems with students with physical disabilities.  

Suggested Long-term 

Improvements:
Hiring a consultant to evaluate the handicap accessibility would be a non-biased way of showing where the campus actually stands in this category.  

Housekeeping



Overall Letter Grade:
A

Perceived Efficiency:
Excellent, seldom are areas of the College left dirty and whenever an issue is brought to their attention it is resolved immediately.  It tends to be a thankless job of the College that should receive greater recognition.  

Customer Service Orientation:
Good, there is not much opportunity for student interaction, but when there is the staff is always friendly.  

Suggested Immediate 

Improvements:
Increase staff to meet the growing cleaning needs in the new apartments and buildings.  

Housing Maintenance/ Grounds



Overall Letter Grade:
A


Perceived Efficiency:
Excellent, seldom are areas of the College left unattended and whenever an issue is brought to their attention it is resolved immediately.  It tends to be a thankless job of the College that should receive greater recognition, much like Housekeeping.    
Customer Service Orientation:


(Housing Maintenance/ Grounds)
Good, there is not much opportunity for student interaction, but when there is the staff is always friendly and has always gone out of there way to assist with the success of Student Activities and MSG sponsored events.  
Suggested Immediate 

Improvements:
Increase staff to meet the growing needs in the new apartments and buildings.  
Note:
The snow removal efficiency has increased drastically since prior years.  The extra money put toward this operation is well spent, highly noticeable, and greatly appreciated.  

Ice Center



Overall Letter Grade:
A


Perceived Efficiency:
Good, everything in the Ice Center usually seems to be running smoothly.
Customer Service Orientation:
Excellent, the workers in the ice center are very welcoming and helpful no matter what the problem is.
Suggested Immediate 

Improvements:


· The ice center could use new skates for rental during open skate times.
· Also, an increase in number of skates and sizes would accommodate the growth of the student body that enjoy open skates.   
· Varsity hockey games could be more student-friendly if the music was more up to date.
Suggested Long-term 

Improvements:
More comfortable seating would add to a greater fan enjoyment.   

Negatives:
Better music at games.
Positives:  
Heating in the stands, friendly workers, good use of space (offices, concessions, locker rooms)

Intramurals



Overall Letter Grade:
B

Perceived Efficiency:
Excellent, for the limited number of sports that are offered but there is definite need for expansion.   Publicity of events needs to be more widespread and but given resources the best possible events have been provided for students.    

Customer Service Orientation:
Good, the staff is friendly and willing to address student concerns.  

Suggested Immediate 

Improvements:
Increase use of the website to post intramural information would be helpful.  

Suggested Long-term 

Improvements:
Intramural Ice hockey would be appreciated.  

Negatives:
n/a

Positives:  
Increases student spirit and involvement on campus. 

Library



Overall Letter Grade:
C+


Perceived Efficiency:
Good, systems are generally running smoothly.

Customer Service Orientation:
Average, staff is sometimes unfriendly but willing to help when asked.  

Suggested Immediate 

Improvements:


· Microsoft Word should be installed at Main Entrance computers for students who just need to print and go to class.  

· Students have been consistently asking for the door to be opened on the east entrance of the Library, the majority of students in the Library are not checking out books, therefore a book alarm would be sufficient to make that entrance operational. 

Suggested Long-term 

Improvements:
24-hour library access should be looked into, and increased group study space is an ongoing need.  

Negatives (Library):
Athletic study halls have been noisy and distracting in the past and they take up space of other students.  Non-Mercyhurst Students (LECOM) have also used up needed space, especially during finals.  

Positives:  
Café Diem is a well-utilized and appreciated service, good location.  
Mailroom



Preston Mailroom

 Overall Letter Grade:
B

Perceived Efficiency:
Good, they do a great job considering the limited space and increase in students.  Speed of delivery is always a concern, but not a major issue.  

Customer Service Orientation:
Average, usually helpful and friendly.  

Suggested Immediate 

Improvements:


· E-mail package notification to students would save time, energy and paper. 

· Mail procedures for summer students living on campus needs to be made more clear.      

Suggested Long-term 

Improvements: 


· The Preston mailroom could use an appearance upgrade in order to be more inviting, like the DocuCenter. 

· Some weekend hours should be considered.   

Negatives:
The mail service could use a technology boost to improve efficiency (i.e. e-mail package notification).  

Positives:    
All the convenience of a post office at home
Union Mailroom

Overall Letter Grade:
B


Perceived Efficiency:
Good, the mail delivery times seem to be inconsistent, but overall serves the students well and is in a convenient location.    

Customer Service Orientation:
Good, the staff is helpful.  

Suggested Immediate 

Improvements (Union Mail):
Students who don’t regularly check their mail leave it cluttered for other students who share the mailbox.  A system should be set to call or take the mail out, when it is full so the mailbox stays clean.    

Suggested Long-term 

Improvements:
Additional hours in the Union Mailroom will be needed as the campus grows.  

Negatives:
n/a


Positives:  
Convenient location and the work-studies and staff are always helpful.

PAC/ Hirt Recital Hall/ Taylor Little Theater



Overall Letter Grade:
B-

Perceived Efficiency:
Public performances are first class and well run.  However, internally (MSG/SAC) facility request forms are often misplaced.
Customer Service Orientation:
The ticket window and ushers are always pleasant. There have been scheduling problems in the past, when an event sponsored by MSG/SAC was changed to meet dance or other performance schedules.  Also, some of the employee’s want to clean up the stage areas too quickly after the performance making the performers feel hurried and unwelcome.  
Suggested Immediate 

Improvements:
Re-check the procedure for taking event requests to avoid misplaced information.
Suggested Long-term 

Improvements:
n/a

Negatives:
Student sponsored events are not often the priority.  

Positives:  
Very well kept and maintained venue, the film series has also has been growing in popularity.  In regard to the performances provided to the overall public, the service is great.  

Police and Safety



 Overall Letter Grade:
C+



Perceived Efficiency:
Fair, many student have not had positive experiences with this department.  
Customer Service Orientation: 
Average, there are some outstanding individuals who serve the Mercyhurst community well. However, there are others who are rude and impolite. When dealing with students some officers come off like they do not care about the student concerns.  
Suggested Immediate 

Improvements:
n/a

Suggested Long-term 

Improvements:
Re-location to a more central location on-campus.

Negatives:
Balance between how the RA’s/RD’s and how Police and Safety handle situations is often inconsistent.  Officers need to take more care and compassion when dealing with student situations.    

Positives:   
The movement of the identification cards into Police and Safety has been a positive one.  This has helped to streamline the ID process for students.  
Registrar’s Office



Overall Letter Grade:
B+


Perceived Efficiency:
Very Good, the only areas of improvement are in continuing to use technology like online registration and WebAdvisor.   The office would be more efficient in meeting student needs with an increase in student friendly hours, from 10AM to 6PM,.  

Customer Service Orientation:
Excellent, the staff is consistently friendly and professional.  

Suggested Immediate 

Improvements:
Increase in student friendly hours.

Positives:  
WebAdvisor and web-based systems are effective and greatly appreciated.  

Residence Life



Overall Letter Grade:
B +


Perceived Efficiency:
Good, the office is growing and heading in the right direction, but still needs to make some progress.  

Customer Service Orientation:
The professional staff and directors are very good, and are always willing to listen to student concerns.  While the RA’s are generally friendly there have been noticed inconsistencies in the application of discipline by RA’s.    

Suggested Immediate 

Improvements:
Programming by RA’s is often inconsistent and the money budgeted for programming activities seems inefficiently spent among the upperclassmen areas.   

Suggested Long-term 

Improvements:
Mercyhurst is at the point when an Assoc. Director of Residence Life could be considered to meet the administrative needs of the growing student population.

(Completed Fall 2003)  

Negatives:
The “all in the family” approach of Residence Life and Student Conduct can give a perception that the same person can be the judge, jury and executioner.  Likewise a greater balance needs to be found between Residence Life’s role in addressing problems with Police and Safety.   

Positives:  
The systems and procedures Residence Life has in place, utilizing technology especially have increased the efficiency of the office tremendously.  It also has improved communication in the office and serves a way of communicating important information to students in an emergency.  The online resources residence life has provided to students, including room/building layouts and contact information is a great tool for students and parents.       
Student Conduct/ Handbook



Overall Letter Grade:
B+
Perceived Efficiency:
Incidents are handled promptly and seldom are things lost or mishandled.  

Customer Service Orientation:
The Student Conduct Office, since its merge with Residence Life, has handled issues in a fair and consistent manor.  

Suggested Immediate 

Improvements:
A better method of sharing information with offices and departments that work directly with students needs to be developed. (i.e. a formal listing of students on social probation, defiant trespass, etc.)  

Suggested Long-term 

Improvements:
Develop an all-college committee to evaluate student conduct polices maintained in the Student Handbook.  

Negatives:
The process for evaluating handbook policies occurs during the summer and does not have a formal committee.    
Positives: 
Much more formal, structured, and professional since it merged with Residence Life.  The attempt to change policies, even on a trial basis, shows that the Student Conduct Office is open to new ideas and change (greatly appreciated by students.)       

Recreation/Fitness Center



Overall Letter Grade:
A


Perceived Efficiency:
Excellent, the recreation/ fitness center is a highly utilized facility and the new hours are helpful.  

Customer Service Orientation:
Good, the staff is generally friendly and willing to address student concerns.  

Suggested Immediate 

Improvements:
Trainers for all students is needed.  

Suggested Long-term 

Improvements:
Space for aerobic classes with a full-time instructor and more martial arts classes.  Tanning beds would be greatly utilized and appreciated.  

Negatives (Rec. Center):
During peak times machines are not regulated effectively.

Positives: 
The service is a much-needed addition to campus; morning hours are greatly appreciated and utilized.  

Shuttle/ Van Use



Overall Letter Grade:
B+


Perceived Efficiency:
Good, the College vans are always being utilized as well as the MSG Shuttle.  

Customer Service Orientation:
Excellent, the maintenance staff is always willing to assist in booking a College Van and ensuring it is in good condition.  

Suggested Immediate 

Improvements:
Purchase an additional van(s).  Online van requests might help reduce paperwork.  

Suggested Long-term 

Improvements:
The added full time shuttle driver for MSG should meet the growing needs at this point. (Completed Fall 2003)  

Negatives:
n/a

Positives:  
The MSG shuttle provides a designated driver for students of age on the weekends and provides a great service for those who do not have cars, by taking them to the mall and grocery store.  It also reduces the need for freshman to have cars.  

Smart Classrooms/ Blackboard Use



Overall Letter Grade:
C+

Perceived Efficiency:
Fair, it is a new technology and better training should be required of all faculty and adjuncts.  

Suggested Immediate 

Improvements:
Blackboard, Webadvisor, and the Smart Classrooms are great tools that need to be better utilized by faculty and adjuncts and any efforts made to increase or support these programs is significant and a benefit to students.   

Suggested Long-term 

Improvements (Smart Classrooms): All classrooms need to be modeled after the Smart classrooms in the Hirt Building.  

Negatives
A minority of faculty utilizes technology (Blackboard, etc) to its full potential and does it effectively.  

Positives:  
These tools are a tremendous resource and learning tool.

Student Financial Services 



Financial Aid

Overall Letter Grade:
B

Perceived Efficiency:
Good, no noticeable problems.     

Customer Service Orientation:
Good, it is continuing to improve.  

Suggested Immediate 

Improvements:
Early forewarnings of financial holds before registration and online availability of financial status would be greatly appreciated (if it is not already being done).
Student Accounts

Overall Letter Grade:
B


Perceived Efficiency:
Good, but if the office had student friendly hours from 10AM to 6PM, the office would be more efficient in meeting student needs.  

Customer Service Orientation:
Good, there have been past negative experiences that are starting to see improvement.  

Suggested Immediate 

Improvements:
Student should be allowed to use credit cards to add money to their all-campus card, without paying an additional fee, as well as minor fees up to a specified amount (so that people do not use their credit card as an additional way of financing their tuition).    

Negatives:
Customer service problems in the past are gradually improving, but should always be a conscience effort.  
Positives:  
Knowledgeable staff.  
Student Union



Overall Letter Grade:
A


Perceived Efficiency: 
Good, the office is efficient because the employee’s interact well and effectively with the students on campus.  Many questions can be answered here and it is a place the students can feel welcome to come when they are confused about anything on campus.

Customer Service Orientation:
Excellent, the employee’s at the Union are very customer friendly and want to help the students and other faculty on campus.

Suggested Immediate 

Improvements:


· The Student Union over all could be utilized better if there were more places for the students to “hang out” and eat or study.  This should be the main purpose of this facility and it has moved away from that because of its distant location from the center of the campus.  However, these ideas can be rebuilt into the Laker Inn renovation.  
· Better lighting is needed, because it is often dark at night.
· Computers with printing and Internet capability should be made available.  
Suggested Long-term 

Improvements:
Developing a separate facility for campus ministry that would allow it to grow and also allowing more rooms for the student activities committee to conduct their events.
Negatives:
The ongoing concern is that as the student population grows it makes it hard for the organizations in the Union to grow in the proper way without space.    
Positives:  
Positive and friendly atmosphere.  Many services provided here.  Many questions can be answered there.
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