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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 Outreach and Academic Services Excel tables.

1) Introduction/Context

a) Important information about our program.  
The Counseling Center provides psychological 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 and a group space for outreach programming.  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 client-centered language (Assessment Report Review, cover page and item 2).  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 and assessment (items 17 & 18).  
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 participants’ experience of our services:
1. Members of the CSU community (and to a limited extent the larger community) will consider our outreach programs in which they participate to be of high quality.
2.   CSU community members will increase their knowledge and awareness of the Counseling Center’s outreach services.  

3.   Members of the CSU community (and the larger community when applicable) will rate the consultation services received through the Counseling Center as being 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.  Much of the engagement has to do with organizations that focus on diversity and/or education:  the Cleveland chapter of the Association of Black Psychologists, BRIDGES (Building Racial Interaction through Dialogue, Growth and Education Solutions), Cleveland Scholarship Program, and the Plain Dealer Scholarship Committee and board memberships with all of the following: 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. One example is a staff member hosting and facilitating the Association of Black Psychologists’ Student Circle meetings for African American students studying psychology throughout Northeast Ohio.  Another example, is a staff member chairing the program committee for the 2007 convention of the National Association of Black and White Men Together held in Cleveland and conducting an educational convention workshop titled, “Transgender 101:  What We All Need to Know About Transgender Folks” which Cleveland State University Students were invited to attend.  A third and final example, is our director co-facilitating workshops on building community unity in Euclid for BRIDGES.  Our Outreach and Academic Services Goals do relate to community engagement, as our department is indeed engaged with the wider community outside the university when we develop and staff occasional programs or provide consultations.  Goals 1 and 3 have a community engagement component:

1. Members of the CSU community (and to a limited extent the larger community) will consider our outreach programs in which they participate to be of high quality.  

3.   Members of the CSU community (and the larger community when applicable) will rate the consultation services received through the Counseling Center as being of high quality.
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. Members of the CSU community (and to a limited extent the larger community) will consider our outreach programs in which they participate to be of high quality.     

a) At least 90% of the outreach requests submitted on Outreach Service Request Record Forms (OSRRF) will be staffed.
b) 90% of survey respondents will rate the outreach programs as being of high quality using the Counseling Center Workshop/Session Evaluation Forms (CCWSEF).
c) 90% of survey respondents will indicate satisfaction with the outreach services provided using the Counseling Center Workshop/Session Evaluation Forms (CCWSEF).
2.   CSU community members will increase their knowledge and awareness of the Counseling Center’s outreach services.    

a)
The CSU community will receive informational sessions and program marketing to alert them of Counseling Center outreach services.   

b)
The CSU community will be periodically surveyed to assess their awareness and use of outreach services.
c)   Compile data on sources of referrals, request for outreach services, invitations to talk about services, and other indicants that reflect awareness and use of outreach services by members of the CSU community. 
3.   Members of the CSU community (and the larger community when applicable) will rate the consultation services received through the Counseling Center as being of high quality.    

a)
90% of those who use the Counseling Center’s consultation services and complete the Consultation Satisfaction Survey Form (CSSF) will rate the services they received as being of high quality.   

b)
80% of those who use the Counseling Center’s consultation services and complete the Consultation Satisfaction Survey Form (CSSF) will indicate that they would recommend the consultation services to others when appropriate. 
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) Community engagement outcomes for Outreach and Academic Services, (listed under their goals):
1.   Members of the CSU community (and to a limited extent the larger community) will consider our outreach programs in which they participate to be of high quality.      

a)   At least 90% of the outreach requests submitted on Outreach Service Request Record Forms (OSRRF) will be staffed.
b) 90% of survey respondents will rate the outreach programs as being of high quality using the Counseling Center Workshop/Session Evaluation Forms (CCWSEF).
c)   90% of survey respondents will indicate satisfaction with the outreach services provided using the Counseling Center Workshop/Session Evaluation Forms (CCWSEF). 
3.   Members of the CSU community (and the larger community when applicable) will rate the consultation services received through the Counseling Center as being of high quality.    

a)
90% of those who use the Counseling Center’s consultation services and complete the Consultation Satisfaction Survey Form (CSSF) will rate the services they received as being of high quality.   

b)
80% of those who use the Counseling Center’s consultation services and complete the Consultation Satisfaction Survey Form (CSSF) will indicate that they would recommend the consultation services to others when appropriate 
d) Outcome modifications.  The outcomes have not been changed due to assessment findings.  They have been modified with the use of client-centered language per the suggestion of last year’s reviewers’ report.  We now solicit user feedback on some of the outcome assessment instruments themselves (e.g., see the last questions of the CCAB and the CSSF (see 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:  Despite a move this year, our overall numbers for Outreach have improved.  However, we will need to increase the evaluation sampling size of persons receiving consultations.  This coming year we would also like to resume our publicity mailings to university staff in a way that dovetails with conducting a needs assessment.  Though not formally documented, our staff routinely modify services based on student feedback.  For example, a counselor altered the content of  an academic workshop after asking what specific concerns students had about preparing for tests and test anxiety.  We hope to continue to convert to as many online student assessments as possible.  Online assessments will allow us to more easily document verbal written feedback and their corresponding changes in programs and assessments.  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 and Academic Services Assessment
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:


Consultation Satisfaction Survey Form (CSSF). 

Students asked to select: SA, A, MF, D, SD, NA
	1. The staff with whom I worked attentively and actively listened to my concern(s). 

	2. The staff with whom I worked demonstrated accurate understanding of my concern(s).

	3. The measures used to assess concerns were appropriate and relevant.

	4. Verbal information and recommendations that I received were useful to me.

	5. Written information and recommendations that I received were useful to me.

	6.  The manner and style in which information was conveyed was clear and easy to understand.

	7.  The training that I/my staff received was of high quality. 

	8.  The training that I/my staff received was effective.

	9.  I would use the consultation services of the Counseling Center in the future.

	10. I would recommend others to use the consultation services provided through the Counseling Center.

	They were also asked to answer the following:

	 11. Three strengths of this session were:

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

	 13. Please share any additional feedback regarding the services you received:

	 14. Please share any feedback, including suggestions, that you have about this evaluation:
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