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Individual completing form:  Mary (Murray) McDonald

Introduction
The Writing Center staff serves over 600 students a semester and gives an average of 1,644 tutorials a semester.  Located on the first floor of the library since Fall 2007, the Writing Center has seen growth in the number of students.  Our staff is grateful to escort students to reference librarians, and, similarly, the reference librarians are glad to finally be able to defer to Writing Center tutors when library patrons plead with them to help with their writing needs.  The library is also an excellent location because we spill out into the area near the computers, creating an environment where students see others working.  The Director collaborates with librarians in offering Library Writing Workshops all during the last month of the semester; students can drop in for workshops that offer half an hour of instruction (on a variety of topics) and half an hour of individualized instruction.  The Writing Center also offers two 2-credit hour courses (English 105 and 106) designed to support students in the first-year writing sequence.  These courses aid in another duty of the Writing Center, which is the training of future teachers of first-year composition.  Master’s level students teach workshops for English 105 and 106 students.  The Director teaches a 1-credit hour course (English 507) that has graduate students preparing course materials and syllabi for first-year composition.

The Writing Across the Curriculum (WAC) Program provides undergraduates with three courses designated as WAC courses; professors have students write at least eight double-spaced pages and give feedback that students must use to revise.  The process of receiving expert feedback along with creating two versions of a paper helps students prepare for writing in their profession.  The Director gives workshops for students, gives consultations for faculty, and designs web-based materials (www.csuohio.edu/writingcenter/WAC).  These web-based materials are well used by students, faculty, and the Director in giving her workshops.  
The Director offers her consultations to agencies and individuals outside the CSU community, creating some community engagement.  

Goals
a.  The Writing Center staff wants CSU students, staff and faculty (and  Clevelander community members who ask for our help) to learn to be better writers so that they can be effective not only in classes but also in the future; we therefore want students, staff, faculty, and community members to see us as a future resource as well.  
In order to execute those goals, we have a set of smaller, more specific goals that are as follows:

· Provide a very hospitable environment where students are respected, greeted, and served well so that they can come back.  (Writing, and especially writing in the complex language of English, is learned slowly, so students’ coming back is essential to their learning.)

· Provide tutorials that students experience as very helpful.

· Provide service that extends far beyond one tutorial.

· Provide a first-year class that supports English 101/102 students.

· Provide writing workshops for students in WAC courses and throughout the university that address specific writing needs.

b. These goals were designed by the Director who has studied the CSU population over a number of years.  

c. The Director is approached by a variety of different community groups every semester to give either workshops or consultations, which she considers community engagement.  

d. These goals have been clarified from last year.  Reviewers asked that we include how students from WAC courses have been served by the Writing Center staff.  
Outcomes
a. Students, staff, faculty and community members should report that they were welcomed and respected by helpful, knowledgeable tutors; they should report that they had a very helpful experience that they use beyond that one tutorial.  

b. The Director developed these outcomes over a period of years.

c. The Director receives requests for consultation from a variety of Cleveland community members every semester; she does not go out of her way to obtain these contacts—they come from her giving workshops in the community (e.g. Foundation Center, OSU Young Scholars).  She also gets referrals from students and faculty.

Data Collection
a. This year about 500 students were sent a questionnaire about their experience in the Writing Center.  The response rate was 10.4%.
b. The questionnaire was modified from last year to include reviewers’ suggestions about obtaining information about WAC students’ experiences.

c. The Director also collected feedback from students in her workshops.

Data Analysis and Findings
a. In response to the smaller goals listed above, here are the findings from the questionnaire.

· Provide a hospitable environment where students are respected, greeted, and served well so that they come back.  Tutors were

· helpful  (90% of respondents)
· polite  (98% of respondents)
· welcoming  (94% of respondents)
· knowledgeable  (88% of respondents)
· Provide tutorials that students experience as

· outstanding  (36.5% of respondents)
· good  (50% of respondents)
· neutral  (8% of respondents)
· not good  (6% of respondents)
· poor  (no one marked this category)
· Provide service that extends far beyond one tutorial

· will use in the future  (90% of respondents)
· will not use in the future  (10% of respondents)
· Provide a class that supports first-year students in English 101/102

· helpful  (88% of respondents)
· not helpful  (12% of respondents)
· Provide help for WAC students
· helpful  (88% of respondents)
· not helpful  (12% of respondents)
· Provide writing workshops for students in WAC courses and throughout the university that address specific writing needs.

· helpful (90% of respondents)

· not helpful (10% of respondents)

· Provide writing consultations for various Cleveland community members

· The Director has assisted Sr. Kathleen of the St. Augustine Hunger Center this year for the design and writing of grants; the Center has lost its corporate funding and is seeking new donors.  The Director and graduate student Michael Crifasi are offering consultations and writing services.  Sr. Kathleen met the Director at a Foundation Center grant writing workshop.

· The Director has been approached by Gail Grizzell of WVIZ regarding grant writing; she also met the Director through the Foundation Center.

· The Director gives workshops for the OSU Young Scholars group based in Max Hayes High School.

In addition to the questionnaire, students were asked to comment on their experiences; Appendix A has both positive and negative feedback.

Review of Findings
The Director sent out the surveys, collected the data, analyzed the data, and stored it.  The Writing Center staff will receive the student comments.  The review took place this past week.  Reviewers’ comments were included such that students in WAC classes were asked to answer an item new this year.  
Follow-up Actions
One success found as a result of the questionnaire is that the Director’s tutor training in APA along with a web-based resource on APA really helped students.  The Director also gave additional Library Writing Workshops on APA.  The Director continues to offer students longer tutorials on a request-only basis (an hour is hard on the staff, and only a small number of students request this service).  The comments from several students that tutors could be more in-depth means the Director should use the staff meeting training time to show the difference between stylistic recommendations and the more complicated revision suggestions that deal with the focus, development, or organization of a paper.  The need to hire additional tutors comes up in a couple of students’ comments. The WAC criteria have been changed and faculty members have not been surveyed this year because the program is in transition.  Community members need to be given questionnaires about their experience working with the Director and her staff.

In short, the comments from students indicate that their experiences with the Writing Center staff in general are very positive; we enjoy offering our services and the Director will continue to adapt training to the needs of the CSU and greater Cleveland community.  
Appendix A:

Comments Received from Students
Positive
1. My experience with the writing center was outstanding. This past semester I visited the center twice for help. Both times the reviewer was very helpful. She gave me much needed construction criticism, but was not harsh when giving it. I believe the one things needed for improvement is additional help. It seems that the center was alittle short handed and did not have enough reviewers to carry the flow of students coming in for assistance. 

  

The writing center gave me alot of confidence in turnin in my english papers and confidence that I am a good writer.  Everyone was nice, polite and all my appointments were on time and handled thoroughly.  I just loved my experience this spring. 

  
Yes, I always like the support of a tutor reading my paper for grammatical errors and flow.  I think the more specific as to what we want the tutor to look at, the more valuable the session becomes.  I know this has helped me and it is always great to get different people looking at your paper for alternate viewpoints.  I think it is a very well run office and a beneficial service provided to CSU students.

My experience was great as Dr. Mary Murray took the trouble to take me over to the head librarian Carol who explained in detail to me about researching on the web. As a Master's student in Communications, this was very helpful. I was also able to go back to the writing center with queries. Dr. Murray, even though she was very busy, took the time to explain certain rules to me. 
I also attended a workshop on the AP style and Dr. Murray was very detailed and thoroughly explained all the resources available on the web and in the library. 
  
My experience at the writing center has been outstanding. Everyone is very polite and helpful. I have done very well by attending. 
  
Outstanding.  I got help right away.  I was in a panic and felt better after talking to someone who helped me understand what I was to do.  The help I received was with the overall understanding of how to write a research paper.  Once I received this support, I was able to work more confidently on my own.

As I stated above, it [English 105] followed closely and supported the writing assignments. PS: Mamta was awesome! She is very sincere with her desires to help students learn while being fair and interested as well. Kuddos to her. 

My writing center experience was outstanding. My tutor Michael Crifasi was very friendly, knowledgable, and polite, while he explained my shortcomings in writing. He gave me tips that would improve my overall writing skills. 
  
I believe this course [English 106] played a significant role with the grade letter that I earned in ENG 102. 

It improved my grade and grammar.[in WAC class]

 Outstanding.  I have not been a student for 20 years and needed some polishing on my writing skills.  Your center and staff are outstanding.

APA style information has been very helpful

  Yes.  I especially thought English 105 was helpful.  Michael C., who was my tutor then, was very  helpful (and patient) to me when I was writing an argument synthesis for my English 101 class.  He also helped me to establish writing patterns suitable for certain papers for the 101 class.

I was required to write a report for my sociology class and was able to apply what I learned in my writing class and tutoring sessions.  Also, there was one tutor (I cannot remember his name) who walked me through some details of the Spanish Inquisition and helped me to build an outline for a Spanish paper that was due--that kind of tutoring was above and beyond and was really great. 
Negative

I  went to the writing center for help  and  no one  answered  my questions  I had about the  papers I  was writing.  
  
It just seemed too repetative with my english 101 class which agitated me because I understood everything in class so hearing the same thing over again just made the class boring.

Although I liked my instructor, she was not prepared for the class I was in, so we always started late and we were rushed at the end.  In fact we were so rushed, I doubt I barely had half a page of writing for the whole semester since she asked us to write a paragraph with one minute left of the class and I could only come up with two sentences. The material we went over in the workshop was either something I learned in my class long ago or never went over or needed in my class.  I did not sign up for the class because I was in need of help. Since I enjoy English and chose it as my major, I decided I was going to do what I could to learn as much as I can with what CSU had to offer. That is why I signed up for this class, but since it turned out to be a hassle in my schedule when I did not even learn from it, I am not planning on signing up for another one.  I still find the writing center helpful with tutorials and I will do that in my remaining years as Cleveland State.

The assistant just browsed through and gave some pointers, but nothing to help take the paper to the next level. 
  
The students who work for the writing center are not always a great source.  The center also advertises for students to come at any of the steps during the writing process.  I was helped out with proofreading; however, I never received good help during the initial writing steps before a paper was developed.  I called once and spoke with a teacher who helped me out a great deal.  It was after-hours and she stayed on the phone with me for about 25 minutes.  It really helped out with the writing process and I felt as if my paper was much improved.
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