Division of Continuing Education

2007-2008 Professional Development Evaluation Summary

Every Continuing Education course ends with a course evaluation.  These evaluations include all learning objectives and ask participants to indicate whether or not each objective was met.  Participants also rate instructors on six items:  knowledge of subject, presentation skills, ability to relate to students, use of instructional materials, effectiveness of teaching method, and overall evaluation.  We ask participants if they would recommend the course to others, and why or why not.  We also ask them to rate our facilities and services.  

All course evaluations are summarized.  Once completed, the summaries are shared with program directors and the appropriate course instructor(s).  Directors review them and address any concerns immediately.  Evaluations are also kept electronically in a “common” folder accessible to all staff members.

In addition, a notebook of evaluation summarized is compiled for overall review by the Dean.   The notebook is made available to all staff, and this summary was distributed and discussed at our May staff meeting.  This summary covers Summer 2007 through Spring 2008 (to date).  [Note: Our Spring semester runs through June 30th.]

The academic quality ratings continue to be consistently high, with very few classes having ratings below good.   Over 90% of participants indicated that all learning objectives had been met.  Given the fact that each course typically has at least five learning objectives, this is an impressive figure.  If directors spot problems, they discuss them with the instructor.  For example, in one Fall 2007 course, several participants indicated that one specific objective had not been met.  A consultation with the instructor revealed a misunderstanding about what the course covered, and this objective was dropped in the spring. This is an unusual situation but exemplifies the action we take to follow up on any concerns.

Our instructors are highly regarded.  Over 90% of participants rate instructors at a 4 or higher (1-5 scale, with 5 high).  We get terrific comments about our instructors!  Almost all participants say that they would recommend the course to others (only 40 said they would not out of over 2,500 evaluations).

Here is a sampling of just a few of the comments participants make about our courses:

· This organization and quality of instructors are excellent.

· The instructor was very knowledgeable in the subject.  This course will have a positive impact on my professional development.

· It was clear, teacher was patient, registration process was organized, parking was close, food was good.

· Nice facility, great starter course.

· Fabulous—thank you!

· Great refresher course and I also learned new things!  Great!

· Instructor is very knowledgeable and engaging!  

· It was a fun, interactive course that anyone in business can use.

We now ask participants to provide their name and employer along with permission to use their comments in our marketing materials.  Many share this information.

Participants were asked to rate on a 1-5 scale (5 high) our registration process, payment and billing, confirmation and directions, facilities, and food and beverages. Ratings for these were generally positive (fewer than 5% of our participants rated these items as 1 or 2), although the ratings continue to be somewhat lower than they are for instructional quality.  The common themes that emerged in any negative comments concerned:

· Registration process.  The best service ratings came for this item—only 30 ratings of 1 or 2.  We had a few comments that reflected our lack of a true online registration system that has a shopping cart and online payment option.  We occasionally have customers whose employers register them, but not on time and/or not directly with us.  It is difficult to correct this situation unless it happens consistently with a particular employer.

· Confirmations and directions.  A few participants commented on not getting a confirmation at all or on time.  It’s difficult when we have last-minute registrations, so we are now indicating to customers that they will not receive a confirmation automatically for a late registration.  We will email or fax them one upon request.  We have an informative auto-reply to online registration.  On rare occasions, we sent the confirmation to an old address or included the wrong course location.

· Payment and billing.   Our complaints about billing have decreased markedly as our work with Treasury Services has increased and as we dropped a student billing option.  We now require payment up front, just as most other continuing education units do.  A couple of students complained about difficult in getting receipts.  An online fee payment option would decrease complaints further, as would the ability to take American Express card payments.

· Food and beverages.  Despite working with yet another new CSU catering vendor, we continue to have complaints about our boxed lunches, although the vast majority of participants are satisfied.  

· Facilities.  While there were a few complaints (the most frequent being about cold rooms), our facilities do not seem to be a major problem.  We hear some complaints about parking (the cost or, on occasion, a crowded lot).

We will consider adding an open-ended item in the future to solicit more specific feedback on ways to improve our facilities and services.  Often, it’s not clear why a participant gave a low rating.

Overall, evaluation results provide positive indicators of the quality of instruction and services offered by the Division of Continuing Education.

B. Hanniford; 5/27/08
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