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In the spring of 2007, the international students of Texas A&M were asked to participate in a survey
where they voiced their opinions and satisfaction level with the international services offered at A&M.
The questionnaire consists of three sections for the three departments considered in the survey: Inter-
national Student Services (ISS), Study Abroad Programs Office (SAPO), and Sponsored Student Pro-
grams Office (SSP). For these services, this report summarizes the views and outlooks of 816 respon-
dents. This represents responses from 23% of the 3561 international students enrolled in Spring 2007.

1. Please let us know which type best describes your international student status. Note: if you are not
sure what a "reciprocal exchange" or "sponsored student” is, you are probably not one of those students.

Therefore please select "other international student".

3%

m Reciprocal Educational
Exchange (REEP) Student, who
works with the Study Abroad
Programs Office

m Sponsored International Student,
whose program is overseen by
the Sponsored Student
Programs office

1 Other International Student




. How long have you been enrolled at Texas A&M University?

Categories of Respondents
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10% -
0% \ \ \

Morethan 5 4-5years 3-4years 2-3years 1-2years Lessthana
years year

Note that about 60% of the respondents have been at A&M for less then 2 years. The remaining 40%
is spread evenly across respondents who have stayed more than 2, 3, 4, and 5 years, respectively.
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3. Questions 3-8 refer to the services that are provided by the International Student Services (I1SS) office.
Please describe your level of satisfaction with the following services that you have used. If you did not
use any of the services, please mark "never used".

In the following graphs, the number of respondents are displayed at the very top. For example, under
the category of “Website”, about 19% of 805 respondents are “Very Satisfied” and about 51% are
“Satisfied.”
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Categories: e E-mailing the office
o Emergency on-call advisor

e Online Information (1SS Website) e New student check-in

e Immigration document drop-off service Host homes (Temporary housing with

e Applied for grants/scholarships U.S. families)

e The ISS news listserv e International hostel (Temporary housing in
e Walk-in Fridays campus residence halls)

° Making an appointment . Income tax resources

e Calling the office by phone

Notice that over 70% of the respondents have not used the “emergency on-call advisors”, “host homes,”
and “international hostel.” Indeed, it is good news that the “emergency on-call advisors” are used so
infrequently. The fact that “host homes” is the least used implies that either shyness / reluctance-to-
impose continues to play a large role among the international students. “International hostel,” although
advertised, also sees a low utilization. This could imply that the international community themselves at
A&M are welcoming the newcomers.

But of those who did use the services at ISS, how many were satisfied?



The following graph depicts the satisfaction level of those who did use the services at ISS. For example,
out of the 213 who did use the “international hostel,” over 75% were rated themselves “very satisfied” or
“satisfied.”
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The students rate their level of satisfaction above 65% for all services. Particularly noteworthy are
' Online Information (ISS Website) (~80%)

f The ISS news listserv (~77%)

T Host homes (Temporary housing with U.S. families) (~76%)

M International hostel (Temporary housing in campus residence halls) (~79%)

The services ranked the lowest are
Applied for grants/scholarships (~41%)
Walk-in Fridays (~29%)

Making an appointment (~26%)
Calling the office by phone (~37%)
E-mailing the office (~36%)
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4. Please describe your level of satisfaction with the reception you have received in the ISS office.

ISS Communication Impressions
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Categories: e By E-mail- Friendliness
e By E-mail- Answer within a reasonable amount
e On the phone- Can answer my questions of time
e On the phone- Friendliness e In-person- Can answer my question
e On the phone- Answer the phone within few e In-person- Friendliness
rings

e In-person- Provide service within a reasonable
¢ On the phone- Return my call within a reason- amount of time
able amount of time

The communication between the students and ISS is generally favorable, with over 60% satisfaction.
We also note that communications with the ISS occurs most frequently in-person, followed by email, and
finally, by phone. Categories under in-person ranked the highest.

' In-person- Can answer my question
T In-person- Friendliness
M In-person- Provide service within a reasonable amount of time

Categories under friendliness and knowledge ranked relatively high.
= On the phone- Can answer my questions

= On the phone- Friendliness

= By E-mail- Friendliness

Categories under promptness ranked the lowest.

U On the phone- Answer the phone within few rings

U On the phone- Return my call within a reasonable amount of time
U By E-mail- Answer within a reasonable amount of time



5. Have you ever had to come back to the ISS office for the same service again because there was
some mistake caused by an ISS staff member, paper work was not complete when you expected it to be
or the solution to your problem was not satisfactory? If yes, please let us know the type of situation when
this occurred and select all that apply. If no, skip to the next question.

Since we have 816 respondents and 34 of them said they have not used any of the services at ISS, we
are assuming a total of 782. For example, “Travel Related” problems has had a ~14% (111/782) chance
of transpiring.
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Categories: e Extension of program e Scholarship application
o e Change of status e Other, please explain what
e Travel situation e Invite a dependent happened
o  Work authorization o Letters e Never used

“Travel related” has the highest rate of problems. Because most students travel at around the same
time, the problems maybe due to high volume and strict time constraints. However, “letters” and “work
authorization” are also rated high.

Some students had problems not asked on the survey. They are summarized below. For the complete
list, please refer to Appendix A.
o Multiple visits due to verification of insurance e Taxrelated (4)

and their consequent blocks (12) e Problems with Social Security (2)

e Problems and changes related with 1-20 (12)



6. In their interactions with you, which of the following are true about the reception staff at the front
counter in the ISS office: (Select all that apply).

7. In their interactions with you, do ISS advisors: (Select all that apply)

ISS Perceived Social Interaction (Respondents ~ 525)
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Categories:

e Listen to your queries before answering
e Show sympathy about your situation

e Ask helpful questions

¢ Provide information without judging you

e Try helping you without breaking rules and

regulations outside their ability to control
Most of the respondents felt both listened to and re-

spected.
1 Listen to your queries before answering
T Respectful to you

e Sensitive to your culture

e Sensitive to your English language ability
e Eager to help you

e Respectful to you

Unfortunately, in many cases, the respondents did not
their interactions were as positive. Ranked the lowest
are:

U Show sympathy about your situation
U Sensitive to your culture
U Sensitive to your English language ability



8. Please rate ISS office overall on the following attributes:

ISS General Satisfaction (Respondents ~ 781)
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Categories: e Helpful

e Responsive
e Professional
e Friendly/Courteous

e Fast/Timely

e Knowledgeable (They are able to answer all

your questions)

The overall satisfaction rate is well above 70% in most cases. The only exception is in the category of
time. We note that only a small percentage of the respondents from the total survey has not interacted

with ISS (about 2%).

ISS is considered by most of the respondents to be both helpful and knowledgeable.

T Helpful (80%)
T Knowledgeable (77%)

From the graph, one can tell that the following needs a little more work. Their disapproval rate is in pa-

renthesis.
U Fast/Timely (37%)

U Friendly/Courteous (24%)




Study Abroad Programs Office

International Programs Office at Texas A&M University




9. If you are a Reciprocal Educational Exchange Program (REEP) student who works with the Study
Abroad Programs Office, please answer questions 9-14. If you are not a REEP student, please skip to
question 15. Please describe your level of satisfaction with the service that you have used.

Recall that in the following graphs, the number of respondents are displayed at the very top. For exam-
ple, under the category of “Website”, about 23% of 22 respondents are “Very Satisfied” and about 49%
are “Satisfied.”

Although only 26 students classified themselves as REEP (See Question 1), other students might have
used the services of SAPO. In the next series of graphs, the REEP responses are shown followed by
the total responses.
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Categories: e Made an appointment

e Telephoning the office
E-mailing the office
e Emergency on-call advisors

¢ Online Information (SAPO
website)

We note that in all categories, the REEP respondents were either “satisfied” or “very satisfied.” We also
note that a majority of them use in-person visits and email as their primary means of communication.



Of all the students, including REEP, who visited SAPO, the following distribution exists:

SAPO Services Satisfaction
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The students rate their level of satisfaction above 75% for all services. The unsatisfactory ratings hover
around 20%.

It is unclear whether all of these students actually used SAPO services or whether some erroneously
filled it out, despite the request to skip this section if they were not REEP students.



10. Please describe your level of satisfaction with the reception you received in the Study Abroad Pro-
grams Office.

SAPO Communication Impressions
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Categories: e By E-mail- Friendliness
e By E-mail- Answer within a reasonable amount
e On the phone- Can answer my questions of time
e On the phone- Friendliness e In-person- Can answer my question
¢ On the phone- Answer the phone within few e In-person- Friendliness
rings

e In-person- Provide service within a reasonable
¢ On the phone- Return my call within a reason- amount of time
able amount of time

We again note the overwhelming satisfaction of the REEP students with SAPO. It is shown again that
the REEP students communication most in-person, followed by email, and finally, by phone.



Of all the students, including REEP, who visited SAPO, we have the following distribution:

SAPO Communication Impressions
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The students rate their level of satisfaction above 75% for all services. Ranked the lowest are phone

related:

U On the phone- Can answer my questions

U On the phone- Friendliness

U On the phone- Answer the phone within few rings

U On the phone- Return my call within a reasonable amount of time




11. Have you ever had to come back to the Study Abroad Programs Office (SAPO) for the same service
again because there was some mistake caused by the SAPO staff, paperwork was not complete when
you expected them to be or the solution to your problem was not satisfactory? If yes, please let us know
the situation from below: (Select all that apply)
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Categories: e Orientation programming

e  Drop-off forms
e Travel situation

e Extension of program
o Letters

e Pre-arrival advice
e Other, please explain the situation

In both cases, “letters,” “orientation,” and “travel related” issues were the most problematic ones.



12. In their interactions with you, which of the following are true about the reception staff at the front

counter: (Select all that apply)

13. In their interactions with you, do the Study Abroad advisors: (Select all that apply)

Only REEP Students

SAPO Perceived Social Interaction (Respondents ~ 26)
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The students consis-

tently rate the advisors a little higher than the staff.

Ranked highest is

f Listen to your queries before answering

The services that ranked the lowest are

U Show sympathy about your situation

U Sensitive to your culture

U Sensitive to your English language ability

Categories:

e Listen to your queries before answering
e Show sympathy about your situation

e Ask helpful questions

e Provide information without judging you

e Try helping you without breaking rules and
regulations outside their ability to control

e Sensitive to your culture

e Sensitive to your English language ability
o Eagerto help you

e Respectful to you




14. Please rate the Study Abroad Programs Office (SAPO) overall on the following attributes:

SAPO General Satisfaction
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e Responsive

e Professional

e Friendly/Courteous
o Helpful

o Fast/Timely

o Knowledgeable (They are able to answer
all your questions)

Overall, SAPO is rated pretty high, with 80% of the respondents satisfied with all the services. The low-
est ranked is promptness, with ~20% for all students and ~5% for REEP students.
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15. If you are a sponsored student whose program is overseen by the Sponsored Student Programs Of-
fice (SSP), please answer questions 15-20. If you are not a sponsored student, skip to question 21.
Please describe your level of satisfaction with the following SSP services you have used.

Recall that in the following graphs, the number of respondents are displayed at the very top. For exam-
ple, under the category of “Website”, about 29% of 84 respondents are “Very Satisfied” and about 46%

are “Satisfied.” Also note that the respondents in this section are limited to the original 137 who classi-

fied themselves as “sponsored student” (See Question 1).

SSP Services Satisfaction
SSP Students

70%
60% *x124
50% — //>l\1 07

Nl

/]

40% ({
30%
20%
il 2
0% ‘ ] ]

Website Visit Phone Email Emer. Adv.

O Very Satisfied O Satisfied m Dissatisfied @m Very Dissatisfied

Categories:

e Online Information (SSP website)
e Visiting the office

e Calling the office

e E-mailing the office

¢ Emergency on-call staff member

The students rate their level of satisfaction above 75%

for all services. In 4 out of 5 categories, over 50% feel very satisfied. It seems the website is the least
liked. From the graph, one can tell that the following needs a little more work. Their disapproval rate is
in parenthesis.

= Calling the office (20%)
U Online Information (SSP website) (25%)



16. Please describe your level of satisfaction with the services you have received in the Sponsored Stu-
dent Programs Office.

SSP Communication Impressions
SSP Students
702/0
— — : HI 812
50% - i [P S A 1 01 AL )
3830 1 58 83 ﬁg&t\w/q ] u
20% || T [
% o
0% iiE sEERSsl e [ | [ [ | [ | ]
K & & & K o & & & 2
@Qp b‘\\(\@ (\%$ Qg;\\ &\ij 6\\(\6 Q\(\e &\@6 b'\\(\e 6\(\6
S RS ¥ & & oS & ~ N S
% & K \X & Q€ N2 <& &
@ o Q€ N N N & o
& & & & & & F e
< ) @
Q Q‘Q\OQ Q,(\O Q/ Q/ \(\Q (\,Q (\,Q
O Very Satisfied O Satisfied m Dissatisfied m Very Dissatisfied
Categories: e By email- Can answer my questions

¢ By email- Friendliness

¢ Onthe phone- Can answer my questions ¢ By email- Answer within a reasonable amount
e On the phone- Friendliness of time

e On the phone- Answer the phone withinafew e In person- Can answer my questions
rings e In person- Friendliness
In person- Provide service within reasonable
amount of time

¢ On the phone- Return my call within a reason-
able amount of time

A high percentage of respondents in each category rated themselves very satisfied with SSP’s services.
All categories are rated above 80%. The highest ranked categories in overall satisfaction are

M In person- Can answer my questions (89%)

I By email- Can answer my questions (93%)

i By email- Friendliness (89%)

T By email- Answer within a reasonable amount of time (90%)

The services ranked the lowest are phone related. Note also that of the three communication methods,
the telephone is used the least :

U On the phone- Can answer my questions (20%)
U On the phone- Friendliness (16%)
U On the phone- Return my call within a reasonable amount of time(17%)



17. In their interactions with you, which of the following are true about the staff in the Sponsored Student
Programs Office: (Select all that apply)

18. In their interactions with you, do the Sponsored Students Programs advisors and Director: (Select all
that apply)

SSP Perceived Social Interaction
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Categories:

e Listen to your queries before answering
e Show sympathy about your situation

e Ask helpful questions

e Provide information without judging you

e Try helping you without breaking rules and

regulations outside their ability to control
The respondents rated the following the highest:

it Listen to your queries before answering
7 Respectful to you

e Sensitive to your culture

e Sensitive to your English language ability
o Eagerto help you

e Respectful to you

In some cases, even though the respondents were generally satisfied, they feel their interactions could
still be improved. Ranked the lowest are:

U Provide information without judging you
U Sensitive to your culture
U Sensitive to your English language ability




19. Have you ever had to come back to the Sponsored Student Programs Office (SSP) for the same ser-
vice again because there was some mistake caused by SSP staff, paperwork was not complete when you
expected it to be or the solution to your problem was not satisfactory? If yes, please let us know the situa-
tion from below: (Select all that apply)

The percentages are calculated using the initial value of 137 “sponsored students” minus 5 who selected
“never used SSP.” For example, under “coordination with my sponsor,” 14 out of 132, or ~11%, stated
they had to come back to SSP multiple times.

SSP Do-Over Services
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Categories: e Admission issues e Signatures
o _ e Billing issues o Employment authorization
*  Coordination with my sponsor Stipend or other payment e Other, please explain the
. Coordinatilon with my aca- issues situation
demic advisor or department Letters

The respondents came back the least for the following:
f Coordination with my academic advisor or department (3%)
I Stipend or other payment issues (4%)

In relation to the other categories, the following had the most do-overs:
U Coordination with my sponsor (11%)

U Letters (14%)

U signatures (11%)



20. Please rate the Sponsored Student Programs Office overall on the following attributes:

SSP General Satisfaction
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Categories: e Professional e Fast/Timely
e Friendly/Courteous e Knowledgeable (They are
¢ Responsive e Helpful able to answer all your ques-

tions)

SSP has an overall good response, with over 85% positive impressions. In all cases, over 50% of the
“sponsored students” respondents rated themselves “very satisfied.”

Responsive (93%)
Professional (87%)
Friendly/Courteous (85%)
Helpful (88%)
Fast/Timely (90%)
Knowledgeable (87%)

———



Appendix A

ISS: Question 5: Other, please explain what happened

3~4 visit because of verification of insurance
they lost my full tuition waiver form

info. given is incomplete-have to go back!
again

| had to submit my insurance document twice
Blocks

[-20 paper work

Staff did not read the date on my insurance
papers

My transfer forms were misplaced by the office
Due to change on 1-20

They blocked to register for classes

to take off a block regarding insurance

came back due to dalay in processing DS2019
F2 to F1 didn't update-sevis till graduation......
providing new |-20, health insurance

An enrollment letter & estim. of expenses (3w)
Had problem with the name on 1-20

The bureaucracy to get Social Security Num-
ber

degree level change

Always have to call to check my insurance
status.

They made some mistake in my [-20

Applying from abroad

errors numbers in new |-20 form.

never

Work auth took 15 days under Laura
Hammonds

wrong name on my ssn card.

Internship approval got so delayed.

tax-filing resources and advice

Did not have such problem till now

gave me back the wrong 1-20

Tax related

Insurance documentation

information concerning filing tax return
Income tax

immigration problem

BLOCK by insurance

Alot of things. Lost my health documents, etc
| had to wait a lot of time for my new [-20
Social Security letter

had to come 3 times

For changes in my i20

| had to come 4 times to get my 120.

THIS INDIAN GIRL TRIED TO TAKE AWAY
MY [-94!

insurance

did not inform me about visa regulations
check in problem before register to Department
Document drop off service

Advise on my damaged passport

verification of insurance

Extesion of Stay form is unclear - had to make
ret

I-20 was lost in a mess, but it was found next
day

Registration Block for a DL student

1-20 pickup



Appendix B

Question 21: In you would like to let us know about any situation which is not covered in
the survey questions, we would be happy to hear from you.

Following is a short summary based on the comments from students who responded. In the summary,
comments are categorized for ease of review. The full unredacted comments and suggestions are avail-
able through International Programs for Students.

General Positive Comments: 57

Negative Comments:
Treatment 63
Wait-Time 18
Timelines 24
Phone
Knowledge
Email

3
7
8
Problems with Documents 4
Insurance 2

2

Other

Suggestions:
Understaffed/Bigger Office 35
Legal Docs (SSN/Notaries/etc.) 11

Website/Reminders/Listserv/Email
to Include (Jobs/Scholarships/Apps/etc): 32

Better Tax/Grants Expertise
Better Coord with Other Dept
Better Feedback

Health Insurance

Better CPT/OPT/H1 Expertise
HB1403

TAMU Galveston

Other
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11 Total



These suggestion are further detailed below:

. Understaffed/Bigger Office 35

Many of the students feel that ISS is working with minimal resources. Many would like to see a bigger
staff as well as a bigger office that would lead to more frequent walk-in-days and easier access/less
stressed advisors. Some also recommended a larger place to gather during check-in.

. Legal Documents (SSN/Notaries/etc.) 1

Some of the comments asked for improvement in the handling of official documents. These include the
Texas driver's license and SSN. A couple of students suggested offering a more active approach in
communication with certain embassies. A public notary was also recommended.

. Website/Reminders/Listserv/Email
to Include (Jobs/Scholarships/Apps/etc): 32

Many of the suggestions involved improvements streamlining ISS processes. This includes having
many documents and forms online, including the capability to handle most of the tasks electronically.
Some recommended an online status of each individual application/degree progress. In addition, many
wanted to see a more active listserv informing them of approaching scholarship deadlines, new tax and
law abnormalities, grants, and on-campus jobs. Also suggested was a site with information dedicated to
new arrivals with pertinent information about English lessons, phishing, lottery and other scams, and
problems/issues most likely encountered.

. Better Tax/Grants Expertise 8
Some have asked for better tax expertise, perhaps through training or additional personnel.

. Better Coordination with Other Departments 8

Some of the comments illustrated that at times, a situation can arise where a new student is told to go
back and forth between departments only to end up where he/she started. Some were hoping for a bet-
ter coordination between departments and an active resolve to take up responsibility. Or perhaps a list
of frequent interdepartmental issues and their respective solutions/contacts.

. Better Feedback 2

Some recommended implementing a better feedback method as their concerns had gone unanswered
or perceived unheard.

. Health Insurance 1
A suggestion mentioned a session on finding / pricing health insurance alternatives.

. Better CPT/OPT/H1 Expertise 5
. HB1403/SB1528 2
. TAMU Galveston 1

Some students, such as those transitioning to work, from A&M Galveston, or under HB1403/SB1528,
felt ISS staff were not adequately prepared to deal with them and recommended advisors specialized in
those areas.

o Other 17
Among the miscellaneous suggestions, a couple suggested more social group activities through ISS.



ISS Perceived Social Interaction
525 Students

SAPO Perceived Social Interaction

26 REEP Students

SSP Perceived Social Interaction

137 SSP Students

Listened
Sympathetic
Asked
Questions
Non-
Judgemental
Helpful
Culture
Sensitive
Language
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Eager to Help
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@ Staff m Advisors

ISS was
highly rated for listening (~80%) and for being respectful (~60%). SAPO and SSP were also rated rela-
tively high in the same categories (~60% and ~55%, respectively) . However, judging from the previous
page, not all of the 26 or 137 students used SAPO or SSP (ie. skipping the question is regarded as not
selecting any). This means the satisfaction level could, in fact, be higher. From the comments, it was
suggested to change this question to reflect that.

For ISS and SAPO, “sympathetic” and “culture sensitive” received much lower marks, more so for the
staff than advisors. SSP scored relatively the same across all categories. However, in the next series
of graphs, it is shown that over 60% of the respondents are either “very satisfied” or “satisfied” in all
categories. Many times
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