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Note: This Word document utilizes the 2008 Report Guidelines provided by the Office of Student Learning Assessment to provide a context of our services and to answer key questions. It provides reviewers with critical information to complement the information of the Counseling Services Excel tables.

1) Introduction/Context

a) Important information about our program.    

The Counseling Center provides supportive services to students with psychological/ mental concerns, academic concerns, and career concerns.  The services that are provided through the Center help students to increase their awareness of their strengths and weaknesses, to learn new skills and strategies to maximize performance, and to develop techniques aimed at enhancing their coping skills.  The Counseling Center accomplishes its mission by employing a variety of approaches including: individual psychotherapy, couples psychotherapy, group psychotherapy, workshops and seminars, academic and educational programming, outreach programming, consultation, crisis intervention, and referral.  In order to provide the highest quality of service to the university community, the Counseling Center employs approaches that reflect the dynamic needs and diverse cultural backgrounds of its members.


While our primary mission is to work with CSU students, the Counseling Center also provides some services to faculty, staff, and their departments.  Most of these services fall into the areas of consultation, process facilitation, and training.  Occasionally, the Counseling Center provides limited services, primarily psychoeducational and topical presentations, to groups outside of the University.  The Counseling Center serves as a training site for graduate students from CSU and other universities in the region.  We regularly provide field-training experiences for graduate students in psychology, counseling, and social work.  We also provide training opportunities for undergraduate and graduate students, who participate in the work-study and assistantship programs. 
b) Changes in the context of our program.
We now have our offices in Rhodes Tower 1235.  We worked closely with the architect’s office to design a space to best serve students’ counseling needs.  Students’ positive response to the new setting is discussed in Data Analysis and Findings for Goal 1, Outcome f.  This is also the first year of Assessment Reports being written under our new organizational realignment, where Richard Yates, Director of Counseling and Testing, reports to Henry Eisenberg, Director of Health and Wellness Services, who reports to Rosemary Sutton, Vice Provost of University Studies. 

c) Inclusion of recommendations from review team of last year’s report.
Goals and outcomes have been restated in student-centered language (Assessment Report Review, items 2 & 5).  Assessment instruments have been included in this year’s report and Data Collection explanations have been expanded (items 8, 9, 10).  Data Analysis and Findings have been expanded to provide a more meaningful analysis and interpretation of Assessment results (items 13, 14).  Sections on Follow-Up Actions indicate ways in which we have modified (or will modify) our services (item 17).  For example, by changing our physical space based on student concerns regarding privacy, ratings have gone up in Goal 1, Outcome f.  We plan on taking a closer look at how to improve turn-around time from intake to counselor assignment (see Goal 1, Outcome f, Follow-Up Actions).  No Benchmark data is currently available for university counseling centers, although nationally there is an effort to establish a national benchmark data base using the CCAPS (Counseling Center Assessment of Psychological Symptoms) and demographics from the SDS (Standard Data Set).  As these instruments become available and as we get the technological equipment, we will be switching to using them on an online basis for students’ entering of information at intake.   
2. Goals:
a) Program Goals: After meeting with the Director of Student Learning Assessment, we agreed that due to the nature of our department, our goals would be primarily oriented toward assessing students’ experience of our services:
1. CSU students will rate counseling services received through the Counseling Center as being effective and of high quality.
2.   CSU students will rate psychoeducational programs provided by the Counseling Center as being effective and of high quality. 
b) History of goal development.  These goals (before modification) were originally developed by Richard Yates (Director of Counseling and Testing), Paul Snowball (original assessment officer for Counseling and Testing) and Peter Trumpower (former assessment coordinator for Student Affairs/Minority Affairs, which was Counseling and Testing’s former division).  They have been modified by the current author with input from Counseling Center Staff, reviewers, and the Office of Student Learning Assessment.  Students this past year were invited to be part of our assessment strategy team but did not participate beyond an initial sign-up.
c) Community engagement.  We look at community engagement broadly as exemplified by many of the examples provided on the CSU Engaged Learning webpage.  Our Counseling Services Goals, per se, do not relate to community engagement.  However, our department is indeed engaged with the wider community outside the university.  Much of the engagement has to do with professional associations that bear directly on our counseling work (International Association of Counseling Services Board of Directors Vice President, memberships in the Cleveland, Ohio and American Psychological Associations, Northeast Ohio Eating Disorders Providers Network), with organizations that have strong foci on issues of cultural diversity (board memberships with the Committee of 500 Years of Dignity and Resistance, the National Association of Black and White Men Together, and People of all Colors Together-Cleveland), or organizations that deal with both (the Cleveland chapter of the Association of Black Psychologists).  Our department’s Assessment Report for Outreach & Academic Services and our Assessment Report for Testing Services (separate program names with separate reports) both list some of our community engagement in relation to specific Goals and Outcomes in those programs.
d) Goal review.  Goals have been modified based on feedback from reviewers and the Office of Student Learning Assessment with help from the Counseling Center staff.

3) Outcomes:
a) Our intended outcomes (listed under their respective goals) pertain to the service we provide students:

1. CSU students will rate counseling services received through the Counseling Center as being effective and of high quality.      

a) Students will provide a measure of effectiveness and quality of personal counseling services using the CSU Counseling Center Assessment Blank (CSU CCAB) and Outcome Questionnaire (OQ).  

b) Students will provide a measure of effectiveness and quality of academic counseling sessions for fall and spring semesters using the CSU CCAB.

c) Students will provide a measure of effectiveness and quality of vocational counseling sessions for fall and spring semesters using the CSU CCAB.

d) Students and their partners will provide a measure of the quality and effectiveness of couples counseling sessions using the CSU Counseling Center Evaluation of Couple/Family Sessions Form (CCECFSF).

e) Students will provide a measure of the quality and effectiveness of group counseling sessions using the CSU Counseling Center Group Sessions Evaluation Form (CCGSEF).

f) Students will provide a measure of quality and professionalism of Counseling Center environment (clean and pleasant, private, comfortable, professional appearance, and quiet) for fall, and spring semesters using the CSU CCAB.

2.   CSU students will rate psychoeducational programs provided by the Counseling Center as being effective and of high quality.      

a)
Students will provide a measure of effectiveness of psychoeducational groups conducted using the Counseling Center Group Sessions Evaluation Form (CCGSEF).  

b)
Students will provide a measure of effectiveness of psychoeducational outreach programs conducted using the Counseling Center Workshop/Session Evaluation Form (CCWSEF).  

b) History of development of the outcomes.  These outcomes (before modification) were originally developed by Richard Yates (Director of Counseling and Testing), Paul Snowball (original assessment officer for Counseling and Testing) and Peter Trumpower (former assessment coordinator for Student Affairs/Minority Affairs, which was Counseling and Testing’s former division).  They have been modified by this author with input from Counseling Center staff, reviewers and the Office of Student Learning Assessment.
c) No community engagement outcomes for Counseling Services.
d) Outcome modifications.  The outcomes have not been changed due to assessment findings.  They have been modified with the use of student-centered language.  We now solicit student feedback on the CCAB itself (see CCAB, question 47, in the Appendix).
4) Data collection:
a) Methods:  Multiple indirect methods are used.  See Excel spreadsheet and Appendix.
b) Methods modification:  Methods have not been modified, but instruments have been included in the Appendix for greater clarity of how our evaluations are carried out.

5) Data analysis & findings:
a) Analysis/findings/results:  See Excel spreadsheet.

b) Reviewers’ recommendations: Per reviewers’ recommendations, the analysis strategies for individual outcome measurements were explained (some of the explanation is in Data Collection).  More figures for sample size (n) and population size (N) were included.
6) Review of findings:

a) Sharing of findings:  On our website and during staff meeting times at end of Spring Semester.  More review meetings will occur after reviewers’ report is received.  See Excel spreadsheet.
b) Recommendations addressed: There were no recommendations in this area.

7) Follow-up actions: 
a) Changes in services/goals/outcomes:  Our services have been improved through facilities designed with student feedback on privacy and comfort.  We are planning ways to shorten the time from intake appointment to counselor assignment based on student qualitative feedback.  In another example of qualitative student feedback, one student at a Discussion Hour wrote on his Counseling Center Group Sessions Evaluation Form (see Appendix for instrument) that he would have liked a ground rule of confidentiality (which had not been expressed to him when he started participating in the Discussion Hour in mid-semester).  With this feedback, the facilitator will now reiterate ground rules when new participants join in the Discussion Hour.  Though not formally documented, our staff members modify services frequently based on oral student feedback.  For example, a counselor made pictures in the advertisements for her ongoing group more ethnically diverse after oral student feedback.  We hope to continue to convert our assessment instruments to as many online assessments as possible.  Online assessments will allow us to more easily document verbal written feedback and their corresponding changes in programs and assessments.  We continue to ask students for their feedback about the assessment process on the CCAB survey process and hope to increasingly incorporate this into other assessments as well.  We also maintain a suggestion box in our wait area.  Finally, we hope to involve students in a more regular process of assessment focus groups via faculty offering extra credit in some of their classes.
Appendix of Instruments for Outreach & Academic Services Assessment
Counseling Center Assessment Blank (CSU CCAB), intake session questions.  

Students asked to select: SA, A, MF (Mixed Feelings), D, SD
	1. The intake counselor clearly explained the intake process to me.

	2.  The intake counselor showed accurate understanding of my concerns.

	3.  The intake counselor was appropriately attentive to me.

	4.  The intake counselor responded to me appropriately.

	5.  I felt confident with the intake counselor's ability to help me with my concern(s).

	6.  I would feel comfortable returning to talk to the intake counselor again.

	7.  I would refer a friend to talk to this intake counselor.

	8.  I would feel comfortable being assigned this staff as my ongoing counselor.

	9.  The counselor started the session within ten minutes of my completing the intake forms.


Counseling Center Assessment Blank (CSU CCAB), ongoing session questions.  

Students asked to select: SA, A, MF, D, SD, NA
	1.  My counselor treats me with respect.

	2.  My counselor interacts with me in a professional manner.

	3.  My counselor listens to my concerns and show interest in them.

	4.  My counselor helps me to work on goals on which we both agree.

	5.  I am confident that my counselor(s) can help me with my concerns.

	6.  I am satisfied with my current counselor.

	7.  If I wanted to change counselors, I would feel comfortable requesting a change.

	8.  My counselor tries to understand my point of view.

	9.  My counselor and I work together to solve my problems.

	10.  I feel that my counselor is helping me make progress. 

	11.  Having a psychiatrist available for students who need medication is important.

	12.  My initial appointment with the psychiatrist was very useful.

	13.  My follow up appointment(s) with the psychiatrist was/were very helpful.

	14.  The availability of psychiatric services/meds makes it possible for me to stay in school.  

	15.  I would be willing to pay for psychiatric services.  

	16.  The psychiatric care that I have received has helped to improve my overall functioning.

	17.  I am satisfied with the psychiatric care which I have received.  

	18.  Having a psychiatrist available for students who need medication is important.

	19.  I would be willing to pay a fee to have psychiatric services available at the Counseling Center.  

	20.  Even if I did not need psychiatric services for myself, I would still be willing to pay a fee to have psychiatric services at the Counseling Center.

	21.  The reception staff is pleasant and courteous on the phone.  

	22.  The reception staff attends to my service needs in a professional manner.

	23.  I am comfortable asking the support staff questions.

	24.  The reception staff is pleasant and courteous on the phone.

	25.  I am satisfied with the quality of the services the reception staff provides me.

	26.  I am satisfied with the range of the services the Counseling Center provides.

	27.  I am satisfied with the quality of the services the Counseling Center offers.

	28.  The service(s) I receive is/are helping me to become a better student.

	29.  Counseling is helping me achieve academic goals.

	30.  Counseling is helping me to clarify my career direction.

	31.  Counseling is helping me to learn new skills to deal with my relationship concerns. 

	32.  Counseling has helped me to remain in school.

	33.   Counseling has helped me to overcome some of my problems that have been interfering with my ability to carry out academic tasks.

	34. The reception area is clean and pleasant in appearance.

	35. The waiting area is clean and pleasant in appearance.

	36.  I am satisfied with the privacy the waiting area permits.

	37   The waiting area furniture is comfortable.

	38.  My counselor’s office is clean.

	39.   The furniture in my counselor’s office is comfortable.

	40.  My counselor’s office conveys a professional appearance.

	41. My counselor's office is quiet and allows for my privacy

	42.  Lighting in my counselor’s office is of good quality.

	43. The temperature in my counselor's office is comfortable.

	They were also asked to answer the following:

	44. Please share any additional feedback that you may have about the Counseling Center Staff:

	45. Please share any additional feedback that you may have about the Counseling Center Services:

	46. Please share any additional feedback that you may have about the Counseling Center’s Facilities and Environment:

	47. Please share any comments or feedback that you may have about this survey:


`

Outcome Questionnaire (OQ).  

Students asked to select: Never, Rarely, Sometimes, Frequently, Almost Always

	1. I get along well with others.

	2. I get tired quickly.

	3. I feel no interest in things.

	4. I feel stressed at work/school.

	5. I blame myself for things.

	6. I feel irritated.

	7. I feel unhappy in my marriage/significant relationship.

	8. I have thoughts of ending my life.

	9. I feel weak.

	10. I feel fearful.

	11. After a heavy drinking, I need a drink the next morning to get going. (If you do not drink, mark “never”)

	12. I find my work/school satisfying.

	13. I am a happy person.

	14. I work/study too much.

	15. I feel worthless.

	16. I am concerned about family troubles.

	17. I have an unfulfilling sex life.

	18. I feel lonely.

	19. I have frequent arguments.

	20. I feel loved and wanted.

	21. I enjoy my spare time.

	22. I have difficulty concentrating.

	23. I feel hopeless about the future.

	24. I like myself.

	25. Disturbing thoughts come into my mind that I cannot get rid of.

	26. I feel annoyed by people who criticize my drinking (or drug use). (If not applicable, mark “never”)

	27.  I have an upset stomach.

	28.  I am not working/studying as well as I used to.

	29.  My heart pounds too much.

	30.  I have trouble getting along with friends and close acquaintances.

	31.  I am satisfied with my life.

	32.  I have trouble at work/school because of drinking or drug use. (If  not applicable, mark “never”)

	33. I feel that something bad is going to happen.

	34. I have sore muscles.

	35.  I feel afraid of open spaces, of driving, or being on buses, subways, and so forth.

	36.  I feel nervous. 

	37.  I feel my love relationships are full and complete.

	38.  I feel that I am not doing well at work/school.

	39. I have too many disagreements at work/school.

	40.  I feel something is wrong with my mind.

	41.  I have trouble falling asleep or staying asleep. 

	42.  I feel blue.

	43. I am satisfied with my relationships with others. 

	44.  I feel angry enough at work/school to do something I might regret.

	45. I have headaches.


Couples Evaluation (CCECFSF).

Students asked to select: SA, A, N, D, SD, NA

	1.  Our therapist worked with us to develop an accurate understanding of our concerns.

	2.  Our therapist helped us to express our thoughts and feelings in an appropriate manner.

	3.  Our therapist worked with us to develop clear goals to work on in counseling.

	4.  Our therapist used techniques that helped me to accept and work through difficult concerns.

	5.  The services provided by our therapist helped me to resolve my relationship concerns.

	6.  I gained knowledge that will help me better understand relationships.

	7.  I learned new skills that I can use in my relationships.

	8.  The counseling I received was of high quality.

	9.  The counseling I received was effective.

	10.  Overall (or to date) counseling has met my expectations.


Counseling Center Group Sessions Evaluation Form (CCGSEF).

Students asked to select: SA, A, N, D, SD, NA
	1.  The purpose of the group was clearly stated.

	2.  The information presented in the group sessions addressed the stated purpose of the group.

	3.  I learned new skills from attending the group that will help me achieve my personal goals.

	4.  The information that I gained from group sessions will help me improve my personal functioning.

	5.  I will use information from the group sessions in the future, when it is appropriate.

	6.  The group leader(s) was/were effective in keeping members actively engaged in the group process.

	7.  The group leader(s) presented information in a clear and organized manner.

	8.  The group leader(s) was/were affective in managing the group process.

	9.  The group sessions were held in a comfortable and pleasant location.

	10. The group sessions were scheduled at a convenient time.

	11. The number of people in the group was just right.  

	12. The materials provided in the group sessions were helpful and of high quality.

	13. The group was effective in meeting my expectations.  

	14. Overall the group was of high quality.

	15. I would attend this group again.

	16. I would recommend this group to others.

	They were also asked to answer the following:

	17. Three strengths of this session were:

	18. Three improvements that could be made with this session are:


Counseling Center Workshop Evaluation Form (CCWSEF).

Students asked to select: SA, A, MF, D, SD, NA
	1. The purpose of this session was clearly communicated.

	2. The information presented in this session was useful to me.

	3. I learned new information that will help me achieve my academic goals.

	4. I learned new information that will help me improve my personal functioning.

	5. I will use information from this session in the future, when it is appropriate.

	6. The presenter(s) was/were interesting and held my attention.

	7. The overall program was of high quality.

	8. The program was affective in meeting my expectations.

	They were also asked to answer the following:

	9. Three strengths of this session were:

	10. Three improvements that could be made with this session are:


Department of Counseling and Testing Survey (Needs Assessment).

Students asked:

	1. I am currently a CSU:

	 Student who has previously used the Counseling Center Services.

	 Student who has not previously used the Counseling Center Services.

	 Faculty who has previously used the Counseling Center Services. 

	 Faculty who has not previously used the Counseling Center Services.

	 Staff who has previously used the Counseling Center Services.

	 Staff who has not previously used the Counseling Center Services.

	2. Gender:

	 Male

	 Female

	 Transgender (M-F)

	 Transgender (F-M)

	3. Class Rank/ CSU Status:

	 Sophomore

	 Graduate Ph.D.

	 Other

	  Junior

	 Non-degree

	 Senior

	 Staff

	 Freshman

	 Graduate Masters

	 Faculty

	4. Age:

	 17-21

	 22-26

	 27-32

	 33-37

	 38-42

	 43-47

	 48-52

	 53-57

	 58-62

	 63+

	Students who have NOT previously used the services of Counseling Center:

	5. I am aware that there is a Counseling Center on CSU’s main campus: T, F

	6. I am aware of the range in services offered through the Counseling Center: T, F

	7. Which of the following programs would be of most benefit to you: 

	 Selecting a major

	 Developing Positive relationships

	 How to manage stress

	 Managing Depression

	 Eating and Body Image

	 Overcoming Procrastination 

	 Time Management

	 Adjusting to College Life

	 Identifying my career Path

	 How to Manage Anxiety

	 Developing Assertiveness Skills

	 Alcohol/ Drug use concerns

	 Developing Academic Motivation

	 Managing Strong Emotions

	 Other

	8. List programs or types of programs that you would like the Counseling Center to offer, that to your knowledge it does not currently offer:

	9. I would use the services of the Counseling Center in the future if I needed them: SA, A, U, D, SD

	10. I would be willing to attend programs and/ or groups offered through the Counseling Center: SA, A, U, D, SD

	11. Please share any additional feedback that you may have about the Counseling Center staff:

	12. Please share any additional feedback that you may have about the Counseling Center services:

	13. Please share any comments or feedback that you may have this survey:
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