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Sam Houston State University
Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

™

INSTRUCTIONS FOR APR SELF-STUDY RUBRIC

The APR Self-Study Rubric has been designed to save time in evaluating the completed
APR Self-Study document and to provide effective feedback from Peer Review
Committee members regarding onsite and/or remote visits.

Prior to completing the APR Self-Study Rubric, Peer Review Committee members are
expected to thoroughly review the Administrative Department’s completed APR Self-
Study, any attachments and supporting documents, and visit the department in person
or via a remote conference call.

The rubric covers the following categories included in the APR Self-Study: Mission
Statement, Facilities, Strategic Plan for Staffing, Stakeholder Feedback, Policies, and
Communication/Outreach. Each category is rated according to the reviewer’'s
impression of current performance level: Developing, Emerging, Proficient,
Distinguished. Statements distinguishing each performance level within each category
are included to assist the reviewer.

For categories rated as Developing or Emerging, Peer Reviewers are asked to provide
clarification and/or recommendation for improvement in the space provided. Reviewers
are strongly encouraged to provide feedback in the comments section of each category.

Upon completion, the rubric will be submitted to the Assistant Director for APR. Rubrics
will be provided to the department head without author names for use in reviewing
feedback and creating the APR Action Plan.



APR Self-Study Rubric
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Sam Houston State University

Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

Administrative Unit

Institutional Effectiveness

Date of

; 03/02/2017
Review

Completed
by

Mission Statement

O Developing

O Emerging

O Proficient

@ Distinguished

Department does not have a
mission statement

Department mission statement
is vague

Department mission statement

describes the overall intent of the
department

Department mission statement does
not demonstrate alignment with the

University mission or vision/values

Department mission statement does
not clearly identify stakeholders

Department mission statement is too
general to distinguish the

department or too specific to align
with the University vision/values

Department mission statement
clearly outlines what is to be
accomplished by the department

Department mission statement
clearly states aspects of the
department’s function

Department mission statement
aligns to some extent with University
mission, goals and vision/values

Department mission statement
includes clear purpose, primary
functions, department activities, and
identifies stakeholders

Department mission statement clearly
differentiates from missions of other
University units or divisions

Department mission statement clearly
aligns with the University mission,
goals and vision/values

Comments/Recommendations:

Facilities

O Developing

O Emerging

@ Proficient

Q Distinguished

Department facilities are not
suited to the department
mission

Departmental signage is
needed but does not exist

Department facilities are somewhat
appropriate and suited to the

department mission

Departmental signage is needed but
is insufficient and/or does not

conform with University branding
policies

Department requires more space or
modifications to existing space in

order to meet minimum needs

Department facilities are appropriate
and suited to the department
mission

Department signage is sufficient and
conforms with University branding
policies

Department has minimum storage
and conference space

Department facilities are appropriate
and well-suited to its mission with
adequate space for growth

Department is clearly marked with
University branded signage and is
easily identified/located by
stakeholders

Department has appropriate storage
and conference space

Comments/Recommendations:

In order to fulfill the large and increasing number of requests from clients, more analysts are needed. However, the office and meeting space needed for

additional staff does not exist.




Strategic Plan for Staffing

O Developing

@ Emerging

O Proficient

()  Distinguished

Department lacks sufficient
@staﬁing positions, and current
employees routinely work
overtime or face ongoing
backlog
Department staffing positions
remain unfilled for long periods
of time

I:IDepartment does not have a
strategic plan for staffing

Department staffing is adequate for

non-peak times and aligns with

department mission

Staff salaries are adequate and align
with position responsibility

Strategic plan for staffing is outdated
and/or insufficient

Department job descriptions are not

routinely reviewed and updated

Department staffing is adequate to
address department needs at all
times and aligns with department
mission

Staff salaries are competitive with
similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 1 to 2
years

Department staffing meets
department needs for the
foreseeable future and aligns with
the department mission

Staff salaries are highly competitive
with similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 3 years
or beyond

Comments/Recomendations:

Staff turnover, particularly with analysts is a recurring problem. Without knowing the salaries of SHSU analysts or the salaries of analysts at other
universities, it is difficult for this panelist to blame lack of proper compensation for this problem. But at least 3 of the past 5 analysts who have left since
2015 did so in favor of much higher-paying positions. This tells me the Office of IE is hiring very qualified analysts who plan to leave once a better
employment opportunity arises. Higher pay could alleviate this problem.

Stakeholder Feedback

O Developing

O Emerging

O Proficient

@ Distinguished

There is no system in place to
collect and document feedback
from stakeholders

Department implements
programs and/or initiatives
without stakeholder feedback

Feedback from the stakeholders is
collected and documented

occasionally

Department occasionally uses
stakeholder feedback to implement
programs and/or initiatives

Feedback from stakeholders is
collected and documented on a
regular and timely basis

Department regularly uses
stakeholder feedback to implement
programs and/or initiatives

Survey tools provide clear and
understandable feedback

A system is in place to collect and
document feedback from
stakeholders in a timely manner

Feedback is measurable, reliable and
longitudinal data is maintained

Department evaluates and responds
to stakeholder feedback in a timely
manner

Department routinely uses feedback
to develop and implement programs
and/or initiatives

Comments/Recomendations:

The Office of IE uses both post-surveys to all clients and telephone calls to local clients, assessing their satisfaction. | was pleasantly surprised to see not
only the extent this office goes towards determining the satisfaction of each request, but also the results of the evaluation tools. It appears that almost all

clients are very satisfied with the end result of their requests.




Policies

O

Developing

O

Emerging

Proficient

O)

O

Distinguished

[

There are no formal written
department policies or
procedures in place

Department policies and procedures
are outdated

Department policies and procedures

are not reviewed after initial

implementation

Department policies and procedures
are not accessible to internal and/or
external stakeholders

The majority of department policies

and procedures are current, yet

some remain outdated

Department policies and procedures

are occasionally reviewed after initial
implementation

Department policies and procedures

are available to internal and/or
external stakeholders on a limited
basis

All department policies and
procedures are current

Department policies and procedures

are routinely reviewed after initial
implementation

Department policies and
procedures are easily accessible to
internal and/or external
stakeholders

Comments/Recomendations:

Policies and procedures are clear and more than adequate.

Communication/Outreach

O Developing

O

Emerging

Proficient

O

®

Distinguished

Department has no Internet-

based communication plan

Department has Internet-based
communication plan that utilizes a

single communication channel (i.e. E;
mail only, Facebook only, Twitter
only, etc.)

Department has unplanned and
infrequent updates via Internet-

based communication channel

Content of the Internet-based
communication is broad and/or

unfocused on current issues or
needs and/or does not serve many
stakeholders

Department has Internet-based
communication plan that utilizes two
communication channels (i.e. E-malil
and Facebook, or Instagram and
website, or Twitter and LinkedIn etc.)

Department updates via Internet-
based communication channels are
unplanned, yet frequent

Content of the Internet-based
communication relates to the
department mission and includes
content that serves numerous,
specific stakeholders

Department has Internet-based
communication plan that utilizes

more than two channels to
communicate with stakeholders

Department updates via Internet-
based communication channels
are planned and frequent

Content of the Internet-based
communication are timely and
focused on current issues or needs,
and benefit the majority of
stakeholders, overall

Comments/Recomendations:

Communication with clients happen through Cherwell (through the chain-of-command structure their procedures dictate) as well as email (with the analyst if
guestions arise while data is obtained or interpreted.) This panelist has had several opportunities to communicate with the staff of ID either because of a
data request or other matters. All such opportunities were productive. It is apparent from the assessment tools that other clients feel the same way.

Additional Feedback

As a Peer Review Committee member, | participated in (check one or more)

[1| Onsite Visit

Remote Visit

Date:

Date:

03/02/2017




Please provide feedback from onsite and/or remote visit, below:

As a customer | have been very satisfied after each request | have made. At each step all
experiences with IE have been peasant, and the data | have received has been presented in a
clear, very usable format.

| have two suggestions for improvement. One will improve my interaction with IE, and one may
improve the operation of IE (or may not). First, it would be helpful to me as a user to know an
estimated delivery time for my request (even it it's not 100% accurate, knowing my data may arrive
in 4 days versus 4 weeks will be helpful). And secondly, only asking for a “due date” for my
request may not be enough information for the IE office to prioritize my request among all the
others.... maybe both a due date (or the possibility of not giving a due date) and a level of urgency
on a sliding scale of, say, 1 to 10. A very important request that isn’t needed for a month might be
handled differently than a not-so-important request that is needed in a week..... or maybe simply a
text box that would prompt for a reason for the request.... This is just a suggestion.

Keep up the good work. | hope your staffing issues (particularly of analysts) are solved soon.

Please email completed rubric to: jstein@shsu.edu. Thank you.
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Date of

; 03/02/2017
Review

Completed
by

Mission Statement

O Developing

O Emerging

O Proficient

O Distinguished

Department does not have a
mission statement

Department mission statement
is vague

Department mission statement

describes the overall intent of the
department

Department mission statement does
not demonstrate alignment with the

University mission or vision/values

Department mission statement does
not clearly identify stakeholders

Department mission statement is too
general to distinguish the

department or too specific to align
with the University vision/values

Department mission statement
clearly outlines what is to be
accomplished by the department

Department mission statement
clearly states aspects of the
department’s function

Department mission statement
aligns to some extent with University
mission, goals and vision/values

Department mission statement
includes clear purpose, primary
functions, department activities, and
identifies stakeholders

Department mission statement clearly
differentiates from missions of other
University units or divisions

Department mission statement clearly
aligns with the University mission,
goals and vision/values

Comments/Recommendations:

Facilities

O Developing

O Emerging

O Proficient

Q Distinguished

Department facilities are not
suited to the department
mission

Departmental signage is
needed but does not exist

Department facilities are somewhat
appropriate and suited to the

department mission

Departmental signage is needed but
is insufficient and/or does not

conform with University branding
policies

Department requires more space or
modifications to existing space in

order to meet minimum needs

Department facilities are appropriate
and suited to the department
mission

Department signage is sufficient and
conforms with University branding
policies

Department has minimum storage
and conference space

Department facilities are appropriate
and well-suited to its mission with
adequate space for growth

Department is clearly marked with
University branded signage and is
easily identified/located by
stakeholders

Department has appropriate storage
and conference space

Comments/Recommendations:

In order to fulfill the large and increasing number of requests from clients, more analysts are needed. However, the office and meeting space needed for

additional staff does not exist.




Strategic Plan for Staffing

O Developing

O Emerging

O Proficient

()  Distinguished

Department lacks sufficient
@staﬁing positions, and current
employees routinely work
overtime or face ongoing
backlog
Department staffing positions
remain unfilled for long periods
of time

I:IDepartment does not have a
strategic plan for staffing

Department staffing is adequate for

non-peak times and aligns with

department mission

Staff salaries are adequate and align
with position responsibility

Strategic plan for staffing is outdated
and/or insufficient

Department job descriptions are not

routinely reviewed and updated

Department staffing is adequate to
address department needs at all
times and aligns with department
mission

Staff salaries are competitive with
similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 1 to 2
years

Department staffing meets
department needs for the
foreseeable future and aligns with
the department mission

Staff salaries are highly competitive
with similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 3 years
or beyond

Comments/Recomendations:

Staff turnover, particularly with analysts is a recurring problem. Without knowing the salaries of SHSU analysts or the salaries of analysts at other
universities, it is difficult for this panelist to blame lack of proper compensation for this problem. But at least 3 of the past 5 analysts who have left since
2015 did so in favor of much higher-paying positions. This tells me the Office of IE is hiring very qualified analysts who plan to leave once a better
employment opportunity arises. Higher pay could alleviate this problem.

Stakeholder Feedback

O Developing

O Emerging

O Proficient

O Distinguished

There is no system in place to
collect and document feedback
from stakeholders

Department implements
programs and/or initiatives
without stakeholder feedback

Feedback from the stakeholders is
collected and documented

occasionally

Department occasionally uses
stakeholder feedback to implement
programs and/or initiatives

Feedback from stakeholders is
collected and documented on a
regular and timely basis

Department regularly uses
stakeholder feedback to implement
programs and/or initiatives

Survey tools provide clear and
understandable feedback

A system is in place to collect and
document feedback from
stakeholders in a timely manner

Feedback is measurable, reliable and
longitudinal data is maintained

Department evaluates and responds
to stakeholder feedback in a timely
manner

Department routinely uses feedback
to develop and implement programs
and/or initiatives

Comments/Recomendations:

The Office of IE uses both post-surveys to all clients and telephone calls to local clients, assessing their satisfaction. | was pleasantly surprised to see not
only the extent this office goes towards determining the satisfaction of each request, but also the results of the evaluation tools. It appears that almost all

clients are very satisfied with the end result of their requests.




Policies

O

Developing

O

Emerging

Proficient

O

O

Distinguished

[

There are no formal written
department policies or
procedures in place

Department policies and procedures
are outdated

Department policies and procedures

are not reviewed after initial

implementation

Department policies and procedures
are not accessible to internal and/or
external stakeholders

The majority of department policies

and procedures are current, yet

some remain outdated

Department policies and procedures

are occasionally reviewed after initial
implementation

Department policies and procedures

are available to internal and/or
external stakeholders on a limited
basis

All department policies and
procedures are current

Department policies and procedures

are routinely reviewed after initial
implementation

Department policies and
procedures are easily accessible to
internal and/or external
stakeholders

Comments/Recomendations:

Policies and procedures are clear and more than adequate.

Communication/Outreach

O Developing

O

Emerging

Proficient

O

O

Distinguished

Department has no Internet-

based communication plan

Department has Internet-based
communication plan that utilizes a

single communication channel (i.e. E;
mail only, Facebook only, Twitter
only, etc.)

Department has unplanned and
infrequent updates via Internet-

based communication channel

Content of the Internet-based
communication is broad and/or

unfocused on current issues or
needs and/or does not serve many
stakeholders

Department has Internet-based
communication plan that utilizes two
communication channels (i.e. E-malil
and Facebook, or Instagram and
website, or Twitter and LinkedIn etc.)

Department updates via Internet-
based communication channels are
unplanned, yet frequent

Content of the Internet-based
communication relates to the
department mission and includes
content that serves numerous,
specific stakeholders

Department has Internet-based
communication plan that utilizes

more than two channels to
communicate with stakeholders

Department updates via Internet-
based communication channels
are planned and frequent

Content of the Internet-based
communication are timely and
focused on current issues or needs,
and benefit the majority of
stakeholders, overall

Comments/Recomendations:

Communication with clients happen through Cherwell (through the chain-of-command structure their procedures dictate) as well as email (with the analyst if
guestions arise while data is obtained or interpreted.) This panelist has had several opportunities to communicate with the staff of ID either because of a
data request or other matters. All such opportunities were productive. It is apparent from the assessment tools that other clients feel the same way.

Additional Feedback

As a Peer Review Committee member, | participated in (check one or more)

[1| Onsite Visit

Remote Visit

Date:

Date:

03/02/2017




Please provide feedback from onsite and/or remote visit, below:

As a customer | have been very satisfied after each request | have made. At each step all
experiences with IE have been peasant, and the data | have received has been presented in a
clear, very usable format.

| have two suggestions for improvement. One will improve my interaction with IE, and one may
improve the operation of IE (or may not). First, it would be helpful to me as a user to know an
estimated delivery time for my request (even it it's not 100% accurate, knowing my data may arrive
in 4 days versus 4 weeks will be helpful). And secondly, only asking for a “due date” for my
request may not be enough information for the IE office to prioritize my request among all the
others.... maybe both a due date (or the possibility of not giving a due date) and a level of urgency
on a sliding scale of, say, 1 to 10. A very important request that isn’t needed for a month might be
handled differently than a not-so-important request that is needed in a week..... or maybe simply a
text box that would prompt for a reason for the request.... This is just a suggestion.

Keep up the good work. | hope your staffing issues (particularly of analysts) are solved soon.

Please email completed rubric to: jstein@shsu.edu. Thank you.
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Date of

; 03/02/2017
Review

Completed
by

Mission Statement

O Developing

O Emerging

O Proficient

O Distinguished

Department does not have a
mission statement

Department mission statement
is vague

Department mission statement

describes the overall intent of the
department

Department mission statement does
not demonstrate alignment with the

University mission or vision/values

Department mission statement does
not clearly identify stakeholders

Department mission statement is too
general to distinguish the

department or too specific to align
with the University vision/values

Department mission statement
clearly outlines what is to be
accomplished by the department

Department mission statement
clearly states aspects of the
department’s function

Department mission statement
aligns to some extent with University
mission, goals and vision/values

Department mission statement
includes clear purpose, primary
functions, department activities, and
identifies stakeholders

Department mission statement clearly
differentiates from missions of other
University units or divisions

Department mission statement clearly
aligns with the University mission,
goals and vision/values

Comments/Recommendations:

Facilities

O Developing

O Emerging

O Proficient

Q Distinguished

Department facilities are not
suited to the department
mission

Departmental signage is
needed but does not exist

Department facilities are somewhat
appropriate and suited to the

department mission

Departmental signage is needed but
is insufficient and/or does not

conform with University branding
policies

Department requires more space or
modifications to existing space in

order to meet minimum needs

Department facilities are appropriate
and suited to the department
mission

Department signage is sufficient and
conforms with University branding
policies

Department has minimum storage
and conference space

Department facilities are appropriate
and well-suited to its mission with
adequate space for growth

Department is clearly marked with
University branded signage and is
easily identified/located by
stakeholders

Department has appropriate storage
and conference space

Comments/Recommendations:

In order to fulfill the large and increasing number of requests from clients, more analysts are needed. However, the office and meeting space needed for

additional staff does not exist.




Strategic Plan for Staffing

O Developing

O Emerging

O Proficient

()  Distinguished

Department lacks sufficient
@staﬁing positions, and current
employees routinely work
overtime or face ongoing
backlog
Department staffing positions
remain unfilled for long periods
of time

I:IDepartment does not have a
strategic plan for staffing

Department staffing is adequate for

non-peak times and aligns with

department mission

Staff salaries are adequate and align
with position responsibility

Strategic plan for staffing is outdated
and/or insufficient

Department job descriptions are not

routinely reviewed and updated

Department staffing is adequate to
address department needs at all
times and aligns with department
mission

Staff salaries are competitive with
similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 1 to 2
years

Department staffing meets
department needs for the
foreseeable future and aligns with
the department mission

Staff salaries are highly competitive
with similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 3 years
or beyond

Comments/Recomendations:

Staff turnover, particularly with analysts is a recurring problem. Without knowing the salaries of SHSU analysts or the salaries of analysts at other
universities, it is difficult for this panelist to blame lack of proper compensation for this problem. But at least 3 of the past 5 analysts who have left since
2015 did so in favor of much higher-paying positions. This tells me the Office of IE is hiring very qualified analysts who plan to leave once a better
employment opportunity arises. Higher pay could alleviate this problem.

Stakeholder Feedback

O Developing

O Emerging

O Proficient

O Distinguished

There is no system in place to
collect and document feedback
from stakeholders

Department implements
programs and/or initiatives
without stakeholder feedback

Feedback from the stakeholders is
collected and documented

occasionally

Department occasionally uses
stakeholder feedback to implement
programs and/or initiatives

Feedback from stakeholders is
collected and documented on a
regular and timely basis

Department regularly uses
stakeholder feedback to implement
programs and/or initiatives

Survey tools provide clear and
understandable feedback

A system is in place to collect and
document feedback from
stakeholders in a timely manner

Feedback is measurable, reliable and
longitudinal data is maintained

Department evaluates and responds
to stakeholder feedback in a timely
manner

Department routinely uses feedback
to develop and implement programs
and/or initiatives

Comments/Recomendations:

The Office of IE uses both post-surveys to all clients and telephone calls to local clients, assessing their satisfaction. | was pleasantly surprised to see not
only the extent this office goes towards determining the satisfaction of each request, but also the results of the evaluation tools. It appears that almost all

clients are very satisfied with the end result of their requests.




Policies

O

Developing

O

Emerging

Proficient

O

O

Distinguished

[

There are no formal written
department policies or
procedures in place

Department policies and procedures
are outdated

Department policies and procedures

are not reviewed after initial

implementation

Department policies and procedures
are not accessible to internal and/or
external stakeholders

The majority of department policies

and procedures are current, yet

some remain outdated

Department policies and procedures

are occasionally reviewed after initial
implementation

Department policies and procedures

are available to internal and/or
external stakeholders on a limited
basis

All department policies and
procedures are current

Department policies and procedures

are routinely reviewed after initial
implementation

Department policies and
procedures are easily accessible to
internal and/or external
stakeholders

Comments/Recomendations:

Policies and procedures are clear and more than adequate.

Communication/Outreach

O Developing

O

Emerging

Proficient

O

O

Distinguished

Department has no Internet-

based communication plan

Department has Internet-based
communication plan that utilizes a

single communication channel (i.e. E;
mail only, Facebook only, Twitter
only, etc.)

Department has unplanned and
infrequent updates via Internet-

based communication channel

Content of the Internet-based
communication is broad and/or

unfocused on current issues or
needs and/or does not serve many
stakeholders

Department has Internet-based
communication plan that utilizes two
communication channels (i.e. E-malil
and Facebook, or Instagram and
website, or Twitter and LinkedIn etc.)

Department updates via Internet-
based communication channels are
unplanned, yet frequent

Content of the Internet-based
communication relates to the
department mission and includes
content that serves numerous,
specific stakeholders

Department has Internet-based
communication plan that utilizes

more than two channels to
communicate with stakeholders

Department updates via Internet-
based communication channels
are planned and frequent

Content of the Internet-based
communication are timely and
focused on current issues or needs,
and benefit the majority of
stakeholders, overall

Comments/Recomendations:

Communication with clients happen through Cherwell (through the chain-of-command structure their procedures dictate) as well as email (with the analyst if
guestions arise while data is obtained or interpreted.) This panelist has had several opportunities to communicate with the staff of ID either because of a
data request or other matters. All such opportunities were productive. It is apparent from the assessment tools that other clients feel the same way.

Additional Feedback

As a Peer Review Committee member, | participated in (check one or more)

[1| Onsite Visit

Remote Visit

Date:

Date:

03/02/2017




Please provide feedback from onsite and/or remote visit, below:

As a customer | have been very satisfied after each request | have made. At each step all
experiences with IE have been peasant, and the data | have received has been presented in a
clear, very usable format.

| have two suggestions for improvement. One will improve my interaction with IE, and one may
improve the operation of IE (or may not). First, it would be helpful to me as a user to know an
estimated delivery time for my request (even it it's not 100% accurate, knowing my data may arrive
in 4 days versus 4 weeks will be helpful). And secondly, only asking for a “due date” for my
request may not be enough information for the IE office to prioritize my request among all the
others.... maybe both a due date (or the possibility of not giving a due date) and a level of urgency
on a sliding scale of, say, 1 to 10. A very important request that isn’t needed for a month might be
handled differently than a not-so-important request that is needed in a week..... or maybe simply a
text box that would prompt for a reason for the request.... This is just a suggestion.

Keep up the good work. | hope your staffing issues (particularly of analysts) are solved soon.

Please email completed rubric to: jstein@shsu.edu. Thank you.



H

Sam Houston State University
Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

™

INSTRUCTIONS FOR APR SELF-STUDY RUBRIC

The APR Self-Study Rubric has been designed to save time in evaluating the completed
APR Self-Study document and to provide effective feedback from Peer Review
Committee members regarding onsite and/or remote visits.

Prior to completing the APR Self-Study Rubric, Peer Review Committee members are
expected to thoroughly review the Administrative Department’s completed APR Self-
Study, any attachments and supporting documents, and visit the department in person
or via a remote conference call.

The rubric covers the following categories included in the APR Self-Study: Mission
Statement, Facilities, Strategic Plan for Staffing, Stakeholder Feedback, Policies, and
Communication/Outreach. Each category is rated according to the reviewer’'s
impression of current performance level: Developing, Emerging, Proficient,
Distinguished. Statements distinguishing each performance level within each category
are included to assist the reviewer.

For categories rated as Developing or Emerging, Peer Reviewers are asked to provide
clarification and/or recommendation for improvement in the space provided. Reviewers
are strongly encouraged to provide feedback in the comments section of each category.

Upon completion, the rubric will be submitted to the Assistant Director for APR. Rubrics
will be provided to the department head without author names for use in reviewing
feedback and creating the APR Action Plan.



APR Self-Study Rubric

H]

Sam Houston State University

Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

Administrative Unit

Institutional Effectiveness

Date of

; 03/02/2017
Review

Completed
by

Mission Statement

O Developing

O Emerging

O Proficient

O Distinguished

Department does not have a
mission statement

Department mission statement
is vague

Department mission statement

describes the overall intent of the
department

Department mission statement does
not demonstrate alignment with the

University mission or vision/values

Department mission statement does
not clearly identify stakeholders

Department mission statement is too
general to distinguish the

department or too specific to align
with the University vision/values

Department mission statement
clearly outlines what is to be
accomplished by the department

Department mission statement
clearly states aspects of the
department’s function

Department mission statement
aligns to some extent with University
mission, goals and vision/values

Department mission statement
includes clear purpose, primary
functions, department activities, and
identifies stakeholders

Department mission statement clearly
differentiates from missions of other
University units or divisions

Department mission statement clearly
aligns with the University mission,
goals and vision/values

Comments/Recommendations:

Facilities

O Developing

O Emerging

O Proficient

Q Distinguished

Department facilities are not
suited to the department
mission

Departmental signage is
needed but does not exist

Department facilities are somewhat
appropriate and suited to the

department mission

Departmental signage is needed but
is insufficient and/or does not

conform with University branding
policies

Department requires more space or
modifications to existing space in

order to meet minimum needs

Department facilities are appropriate
and suited to the department
mission

Department signage is sufficient and
conforms with University branding
policies

Department has minimum storage
and conference space

Department facilities are appropriate
and well-suited to its mission with
adequate space for growth

Department is clearly marked with
University branded signage and is
easily identified/located by
stakeholders

Department has appropriate storage
and conference space

Comments/Recommendations:

In order to fulfill the large and increasing number of requests from clients, more analysts are needed. However, the office and meeting space needed for

additional staff does not exist.




Strategic Plan for Staffing

O Developing

O Emerging

O Proficient

()  Distinguished

Department lacks sufficient
@staﬁing positions, and current
employees routinely work
overtime or face ongoing
backlog
Department staffing positions
remain unfilled for long periods
of time

I:IDepartment does not have a
strategic plan for staffing

Department staffing is adequate for
non-peak times and aligns with
department mission

Staff salaries are adequate and align
with position responsibility

Strategic plan for staffing is outdated
and/or insufficient

Department job descriptions are not
routinely reviewed and updated

Department staffing is adequate to
address department needs at all
times and aligns with department
mission

Staff salaries are competitive with
similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 1 to 2
years

Department staffing meets
department needs for the
foreseeable future and aligns with
the department mission

Staff salaries are highly competitive
with similar positions in terms of

responsibility
Strategic plan for staffing is current

and addresses future staffing and
budget needs for the next 3 years
or beyond

Comments/Recomendations:

Staff turnover, particularly with analysts is a recurring problem. Without knowing the salaries of SHSU analysts or the salaries of analysts at other
universities, it is difficult for this panelist to blame lack of proper compensation for this problem. But at least 3 of the past 5 analysts who have left since
2015 did so in favor of much higher-paying positions. This tells me the Office of IE is hiring very qualified analysts who plan to leave once a better
employment opportunity arises. Higher pay could alleviate this problem.

Stakeholder Feedback

O Developing

O Emerging

O Proficient

O Distinguished

There is no system in place to
collect and document feedback
from stakeholders

Department implements
programs and/or initiatives
without stakeholder feedback

Feedback from the stakeholders is
collected and documented
occasionally

Department occasionally uses
stakeholder feedback to implement
programs and/or initiatives

Feedback from stakeholders is
collected and documented on a
regular and timely basis

Department regularly uses
stakeholder feedback to implement
programs and/or initiatives

Survey tools provide clear and
understandable feedback

A system is in place to collect and
document feedback from
stakeholders in a timely manner

Feedback is measurable, reliable and
longitudinal data is maintained

Department evaluates and responds
to stakeholder feedback in a timely
manner

Department routinely uses feedback
to develop and implement programs
and/or initiatives

Comments/Recomendations:

The Office of IE uses both post-surveys to all clients and telephone calls to local clients, assessing their satisfaction. | was pleasantly surprised to see not
only the extent this office goes towards determining the satisfaction of each request, but also the results of the evaluation tools. It appears that almost all

clients are very satisfied with the end result of their requests.




Policies

O

Developing

O

Emerging

Proficient

O

O

Distinguished

[

There are no formal written
department policies or
procedures in place

Department policies and procedures
are outdated

Department policies and procedures

are not reviewed after initial

implementation

Department policies and procedures
are not accessible to internal and/or
external stakeholders

The majority of department policies

and procedures are current, yet

some remain outdated

Department policies and procedures

are occasionally reviewed after initial
implementation

Department policies and procedures

are available to internal and/or
external stakeholders on a limited
basis

All department policies and
procedures are current

Department policies and procedures

are routinely reviewed after initial
implementation

Department policies and
procedures are easily accessible to
internal and/or external
stakeholders

Comments/Recomendations:

Policies and procedures are clear and more than adequate.

Communication/Outreach

O Developing

O

Emerging

Proficient

O

O

Distinguished

Department has no Internet-

based communication plan

Department has Internet-based
communication plan that utilizes a

single communication channel (i.e. E;
mail only, Facebook only, Twitter
only, etc.)

Department has unplanned and
infrequent updates via Internet-

based communication channel

Content of the Internet-based
communication is broad and/or

unfocused on current issues or
needs and/or does not serve many
stakeholders

Department has Internet-based
communication plan that utilizes two
communication channels (i.e. E-malil
and Facebook, or Instagram and
website, or Twitter and LinkedIn etc.)

Department updates via Internet-
based communication channels are
unplanned, yet frequent

Content of the Internet-based
communication relates to the
department mission and includes
content that serves numerous,
specific stakeholders

Department has Internet-based
communication plan that utilizes

more than two channels to
communicate with stakeholders

Department updates via Internet-
based communication channels
are planned and frequent

Content of the Internet-based
communication are timely and
focused on current issues or needs,
and benefit the majority of
stakeholders, overall

Comments/Recomendations:

Communication with clients happen through Cherwell (through the chain-of-command structure their procedures dictate) as well as email (with the analyst if
guestions arise while data is obtained or interpreted.) This panelist has had several opportunities to communicate with the staff of ID either because of a
data request or other matters. All such opportunities were productive. It is apparent from the assessment tools that other clients feel the same way.

Additional Feedback

As a Peer Review Committee member, | participated in (check one or more)

[1| Onsite Visit

Remote Visit

Date:

Date:

03/02/2017




Please provide feedback from onsite and/or remote visit, below:

As a customer | have been very satisfied after each request | have made. At each step all
experiences with IE have been peasant, and the data | have received has been presented in a
clear, very usable format.

| have two suggestions for improvement. One will improve my interaction with IE, and one may
improve the operation of IE (or may not). First, it would be helpful to me as a user to know an
estimated delivery time for my request (even it it's not 100% accurate, knowing my data may arrive
in 4 days versus 4 weeks will be helpful). And secondly, only asking for a “due date” for my
request may not be enough information for the IE office to prioritize my request among all the
others.... maybe both a due date (or the possibility of not giving a due date) and a level of urgency
on a sliding scale of, say, 1 to 10. A very important request that isn’t needed for a month might be
handled differently than a not-so-important request that is needed in a week..... or maybe simply a
text box that would prompt for a reason for the request.... This is just a suggestion.

Keep up the good work. | hope your staffing issues (particularly of analysts) are solved soon.

Please email completed rubric to: jmcelfresh@shsu.edu. Thank you.



H

Sam Houston State University
Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

™

INSTRUCTIONS FOR APR SELF-STUDY RUBRIC

The APR Self-Study Rubric has been designed to save time in evaluating the completed
APR Self-Study document and to provide effective feedback from Peer Review
Committee members regarding onsite and/or remote visits.

Prior to completing the APR Self-Study Rubric, Peer Review Committee members are
expected to thoroughly review the Administrative Department’s completed APR Self-
Study, any attachments and supporting documents, and visit the department in person
or via a remote conference call.

The rubric covers the following categories included in the APR Self-Study: Mission
Statement, Facilities, Strategic Plan for Staffing, Stakeholder Feedback, Policies, and
Communication/Outreach. Each category is rated according to the reviewer’'s
impression of current performance level: Developing, Emerging, Proficient,
Distinguished. Statements distinguishing each performance level within each category
are included to assist the reviewer.

For categories rated as Developing or Emerging, Peer Reviewers are asked to provide
clarification and/or recommendation for improvement in the space provided. Reviewers
are strongly encouraged to provide feedback in the comments section of each category.

Upon completion, the rubric will be submitted to the Assistant Director for APR. Rubrics
will be provided to the department head without author names for use in reviewing
feedback and creating the APR Action Plan.



APR Self-Study Rubric

H]

Sam Houston State University

Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

Administrative Unit

Institutional Effectiveness

Date of

; 03/02/2017
Review

Completed
by

Mission Statement

O Developing

O Emerging

O Proficient

O Distinguished

Department does not have a
mission statement

Department mission statement
is vague

Department mission statement

describes the overall intent of the
department

Department mission statement does
not demonstrate alignment with the

University mission or vision/values

Department mission statement does
not clearly identify stakeholders

Department mission statement is too
general to distinguish the

department or too specific to align
with the University vision/values

Department mission statement
clearly outlines what is to be
accomplished by the department

Department mission statement
clearly states aspects of the
department’s function

Department mission statement
aligns to some extent with University
mission, goals and vision/values

Department mission statement
includes clear purpose, primary
functions, department activities, and
identifies stakeholders

Department mission statement clearly
differentiates from missions of other
University units or divisions

Department mission statement clearly
aligns with the University mission,
goals and vision/values

Comments/Recommendations:

Facilities

O Developing

O Emerging

O Proficient

Q Distinguished

Department facilities are not
suited to the department
mission

Departmental signage is
needed but does not exist

Department facilities are somewhat
appropriate and suited to the

department mission

Departmental signage is needed but
is insufficient and/or does not

conform with University branding
policies

Department requires more space or
modifications to existing space in

order to meet minimum needs

Department facilities are appropriate
and suited to the department
mission

Department signage is sufficient and
conforms with University branding
policies

Department has minimum storage
and conference space

Department facilities are appropriate
and well-suited to its mission with
adequate space for growth

Department is clearly marked with
University branded signage and is
easily identified/located by
stakeholders

Department has appropriate storage
and conference space

Comments/Recommendations:

In order to fulfill the large and increasing number of requests from clients, more analysts are needed. However, the office and meeting space needed for

additional staff does not exist.




Strategic Plan for Staffing

O Developing

O Emerging

O Proficient

()  Distinguished

Department lacks sufficient
@staﬁing positions, and current
employees routinely work
overtime or face ongoing
backlog
Department staffing positions
remain unfilled for long periods
of time

I:IDepartment does not have a
strategic plan for staffing

Department staffing is adequate for

non-peak times and aligns with

department mission

Staff salaries are adequate and align
with position responsibility

Strategic plan for staffing is outdated
and/or insufficient

Department job descriptions are not

routinely reviewed and updated

Department staffing is adequate to
address department needs at all
times and aligns with department
mission

Staff salaries are competitive with
similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 1 to 2
years

Department staffing meets
department needs for the
foreseeable future and aligns with
the department mission

Staff salaries are highly competitive
with similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 3 years
or beyond

Comments/Recomendations:

Staff turnover, particularly with analysts is a recurring problem. Without knowing the salaries of SHSU analysts or the salaries of analysts at other
universities, it is difficult for this panelist to blame lack of proper compensation for this problem. But at least 3 of the past 5 analysts who have left since
2015 did so in favor of much higher-paying positions. This tells me the Office of IE is hiring very qualified analysts who plan to leave once a better
employment opportunity arises. Higher pay could alleviate this problem.

Stakeholder Feedback

O Developing

O Emerging

O Proficient

O Distinguished

There is no system in place to
collect and document feedback
from stakeholders

Department implements
programs and/or initiatives
without stakeholder feedback

Feedback from the stakeholders is
collected and documented

occasionally

Department occasionally uses
stakeholder feedback to implement
programs and/or initiatives

Feedback from stakeholders is
collected and documented on a
regular and timely basis

Department regularly uses
stakeholder feedback to implement
programs and/or initiatives

Survey tools provide clear and
understandable feedback

A system is in place to collect and
document feedback from
stakeholders in a timely manner

Feedback is measurable, reliable and
longitudinal data is maintained

Department evaluates and responds
to stakeholder feedback in a timely
manner

Department routinely uses feedback
to develop and implement programs
and/or initiatives

Comments/Recomendations:

The Office of IE uses both post-surveys to all clients and telephone calls to local clients, assessing their satisfaction. | was pleasantly surprised to see not
only the extent this office goes towards determining the satisfaction of each request, but also the results of the evaluation tools. It appears that almost all

clients are very satisfied with the end result of their requests.




Policies

O

Developing

O

Emerging

Proficient

O

O

Distinguished

[

There are no formal written
department policies or
procedures in place

Department policies and procedures
are outdated

Department policies and procedures

are not reviewed after initial

implementation

Department policies and procedures
are not accessible to internal and/or
external stakeholders

The majority of department policies

and procedures are current, yet

some remain outdated

Department policies and procedures

are occasionally reviewed after initial
implementation

Department policies and procedures

are available to internal and/or
external stakeholders on a limited
basis

All department policies and
procedures are current

Department policies and procedures

are routinely reviewed after initial
implementation

Department policies and
procedures are easily accessible to
internal and/or external
stakeholders

Comments/Recomendations:

Policies and procedures are clear and more than adequate.

Communication/Outreach

O Developing

O

Emerging

Proficient

O

O

Distinguished

Department has no Internet-

based communication plan

Department has Internet-based
communication plan that utilizes a

single communication channel (i.e. E;
mail only, Facebook only, Twitter
only, etc.)

Department has unplanned and
infrequent updates via Internet-

based communication channel

Content of the Internet-based
communication is broad and/or

unfocused on current issues or
needs and/or does not serve many
stakeholders

Department has Internet-based
communication plan that utilizes two
communication channels (i.e. E-malil
and Facebook, or Instagram and
website, or Twitter and LinkedIn etc.)

Department updates via Internet-
based communication channels are
unplanned, yet frequent

Content of the Internet-based
communication relates to the
department mission and includes
content that serves numerous,
specific stakeholders

Department has Internet-based
communication plan that utilizes

more than two channels to
communicate with stakeholders

Department updates via Internet-
based communication channels
are planned and frequent

Content of the Internet-based
communication are timely and
focused on current issues or needs,
and benefit the majority of
stakeholders, overall

Comments/Recomendations:

Communication with clients happen through Cherwell (through the chain-of-command structure their procedures dictate) as well as email (with the analyst if
guestions arise while data is obtained or interpreted.) This panelist has had several opportunities to communicate with the staff of ID either because of a
data request or other matters. All such opportunities were productive. It is apparent from the assessment tools that other clients feel the same way.

Additional Feedback

As a Peer Review Committee member, | participated in (check one or more)

[1| Onsite Visit

Remote Visit

Date:

Date:

03/02/2017




Please provide feedback from onsite and/or remote visit, below:

As a customer | have been very satisfied after each request | have made. At each step all
experiences with IE have been peasant, and the data | have received has been presented in a
clear, very usable format.

| have two suggestions for improvement. One will improve my interaction with IE, and one may
improve the operation of IE (or may not). First, it would be helpful to me as a user to know an
estimated delivery time for my request (even it it's not 100% accurate, knowing my data may arrive
in 4 days versus 4 weeks will be helpful). And secondly, only asking for a “due date” for my
request may not be enough information for the IE office to prioritize my request among all the
others.... maybe both a due date (or the possibility of not giving a due date) and a level of urgency
on a sliding scale of, say, 1 to 10. A very important request that isn’t needed for a month might be
handled differently than a not-so-important request that is needed in a week..... or maybe simply a
text box that would prompt for a reason for the request.... This is just a suggestion.

Keep up the good work. | hope your staffing issues (particularly of analysts) are solved soon.

Please email completed rubric to: jstein@shsu.edu. Thank you.
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Sam Houston State University
Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

™

INSTRUCTIONS FOR APR SELF-STUDY RUBRIC

The APR Self-Study Rubric has been designed to save time in evaluating the completed
APR Self-Study document and to provide effective feedback from Peer Review
Committee members regarding onsite and/or remote visits.

Prior to completing the APR Self-Study Rubric, Peer Review Committee members are
expected to thoroughly review the Administrative Department’s completed APR Self-
Study, any attachments and supporting documents, and visit the department in person
or via a remote conference call.

The rubric covers the following categories included in the APR Self-Study: Mission
Statement, Facilities, Strategic Plan for Staffing, Stakeholder Feedback, Policies, and
Communication/Outreach. Each category is rated according to the reviewer’'s
impression of current performance level: Developing, Emerging, Proficient,
Distinguished. Statements distinguishing each performance level within each category
are included to assist the reviewer.

For categories rated as Developing or Emerging, Peer Reviewers are asked to provide
clarification and/or recommendation for improvement in the space provided. Reviewers
are strongly encouraged to provide feedback in the comments section of each category.

Upon completion, the rubric will be submitted to the Assistant Director for APR. Rubrics
will be provided to the department head without author names for use in reviewing
feedback and creating the APR Action Plan.



APR Self-Study Rubric

H]

Sam Houston State University

Office of Institutional Effectiveness
ADMINISTRATIVE PROGRAM REVIEW

Administrative Unit

Institutional Effectiveness

Date of

; 03/02/2017
Review

Completed
by

Mission Statement

O Developing

O Emerging

O Proficient

O Distinguished

Department does not have a
mission statement

Department mission statement
is vague

Department mission statement

describes the overall intent of the
department

Department mission statement does
not demonstrate alignment with the

University mission or vision/values

Department mission statement does
not clearly identify stakeholders

Department mission statement is too
general to distinguish the

department or too specific to align
with the University vision/values

Department mission statement
clearly outlines what is to be
accomplished by the department

Department mission statement
clearly states aspects of the
department’s function

Department mission statement
aligns to some extent with University
mission, goals and vision/values

Department mission statement
includes clear purpose, primary
functions, department activities, and
identifies stakeholders

Department mission statement clearly
differentiates from missions of other
University units or divisions

Department mission statement clearly
aligns with the University mission,
goals and vision/values

Comments/Recommendations:

Facilities

O Developing

O Emerging

O Proficient

Q Distinguished

Department facilities are not
suited to the department
mission

Departmental signage is
needed but does not exist

Department facilities are somewhat
appropriate and suited to the

department mission

Departmental signage is needed but
is insufficient and/or does not

conform with University branding
policies

Department requires more space or
modifications to existing space in

order to meet minimum needs

Department facilities are appropriate
and suited to the department
mission

Department signage is sufficient and
conforms with University branding
policies

Department has minimum storage
and conference space

Department facilities are appropriate
and well-suited to its mission with
adequate space for growth

Department is clearly marked with
University branded signage and is
easily identified/located by
stakeholders

Department has appropriate storage
and conference space

Comments/Recommendations:

In order to fulfill the large and increasing number of requests from clients, more analysts are needed. However, the office and meeting space needed for

additional staff does not exist.




Strategic Plan for Staffing

O Developing

O Emerging

O Proficient

()  Distinguished

Department lacks sufficient
@staﬁing positions, and current
employees routinely work
overtime or face ongoing
backlog
Department staffing positions
remain unfilled for long periods
of time

I:IDepartment does not have a
strategic plan for staffing

Department staffing is adequate for

non-peak times and aligns with

department mission

Staff salaries are adequate and align
with position responsibility

Strategic plan for staffing is outdated
and/or insufficient

Department job descriptions are not

routinely reviewed and updated

Department staffing is adequate to
address department needs at all
times and aligns with department
mission

Staff salaries are competitive with
similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 1 to 2
years

Department staffing meets
department needs for the
foreseeable future and aligns with
the department mission

Staff salaries are highly competitive
with similar positions in terms of
responsibility

Strategic plan for staffing is current
and addresses future staffing and
budget needs for the next 3 years
or beyond

Comments/Recomendations:

Staff turnover, particularly with analysts is a recurring problem. Without knowing the salaries of SHSU analysts or the salaries of analysts at other
universities, it is difficult for this panelist to blame lack of proper compensation for this problem. But at least 3 of the past 5 analysts who have left since
2015 did so in favor of much higher-paying positions. This tells me the Office of IE is hiring very qualified analysts who plan to leave once a better
employment opportunity arises. Higher pay could alleviate this problem.

Stakeholder Feedback

O Developing

O Emerging

O Proficient

O Distinguished

There is no system in place to
collect and document feedback
from stakeholders

Department implements
programs and/or initiatives
without stakeholder feedback

Feedback from the stakeholders is
collected and documented

occasionally

Department occasionally uses
stakeholder feedback to implement
programs and/or initiatives

Feedback from stakeholders is
collected and documented on a
regular and timely basis

Department regularly uses
stakeholder feedback to implement
programs and/or initiatives

Survey tools provide clear and
understandable feedback

A system is in place to collect and
document feedback from
stakeholders in a timely manner

Feedback is measurable, reliable and
longitudinal data is maintained

Department evaluates and responds
to stakeholder feedback in a timely
manner

Department routinely uses feedback
to develop and implement programs
and/or initiatives

Comments/Recomendations:

The Office of IE uses both post-surveys to all clients and telephone calls to local clients, assessing their satisfaction. | was pleasantly surprised to see not
only the extent this office goes towards determining the satisfaction of each request, but also the results of the evaluation tools. It appears that almost all

clients are very satisfied with the end result of their requests.




Policies

O

Developing

O

Emerging

Proficient

O

O

Distinguished

[

There are no formal written
department policies or
procedures in place

Department policies and procedures
are outdated

Department policies and procedures

are not reviewed after initial

implementation

Department policies and procedures
are not accessible to internal and/or
external stakeholders

The majority of department policies

and procedures are current, yet

some remain outdated

Department policies and procedures

are occasionally reviewed after initial
implementation

Department policies and procedures

are available to internal and/or
external stakeholders on a limited
basis

All department policies and
procedures are current

Department policies and procedures

are routinely reviewed after initial
implementation

Department policies and
procedures are easily accessible to
internal and/or external
stakeholders

Comments/Recomendations:

Policies and procedures are clear and more than adequate.

Communication/Outreach

O Developing

O

Emerging

Proficient

O

O

Distinguished

Department has no Internet-

based communication plan

Department has Internet-based
communication plan that utilizes a

single communication channel (i.e. E;
mail only, Facebook only, Twitter
only, etc.)

Department has unplanned and
infrequent updates via Internet-

based communication channel

Content of the Internet-based
communication is broad and/or

unfocused on current issues or
needs and/or does not serve many
stakeholders

Department has Internet-based
communication plan that utilizes two
communication channels (i.e. E-malil
and Facebook, or Instagram and
website, or Twitter and LinkedIn etc.)

Department updates via Internet-
based communication channels are
unplanned, yet frequent

Content of the Internet-based
communication relates to the
department mission and includes
content that serves numerous,
specific stakeholders

Department has Internet-based
communication plan that utilizes

more than two channels to
communicate with stakeholders

Department updates via Internet-
based communication channels
are planned and frequent

Content of the Internet-based
communication are timely and
focused on current issues or needs,
and benefit the majority of
stakeholders, overall

Comments/Recomendations:

Communication with clients happen through Cherwell (through the chain-of-command structure their procedures dictate) as well as email (with the analyst if
guestions arise while data is obtained or interpreted.) This panelist has had several opportunities to communicate with the staff of ID either because of a
data request or other matters. All such opportunities were productive. It is apparent from the assessment tools that other clients feel the same way.

Additional Feedback

As a Peer Review Committee member, | participated in (check one or more)

[1| Onsite Visit

Remote Visit

Date:

Date:

03/02/2017




Please provide feedback from onsite and/or remote visit, below:

As a customer | have been very satisfied after each request | have made. At each step all
experiences with IE have been peasant, and the data | have received has been presented in a
clear, very usable format.

| have two suggestions for improvement. One will improve my interaction with IE, and one may
improve the operation of IE (or may not). First, it would be helpful to me as a user to know an
estimated delivery time for my request (even it it's not 100% accurate, knowing my data may arrive
in 4 days versus 4 weeks will be helpful). And secondly, only asking for a “due date” for my
request may not be enough information for the IE office to prioritize my request among all the
others.... maybe both a due date (or the possibility of not giving a due date) and a level of urgency
on a sliding scale of, say, 1 to 10. A very important request that isn’t needed for a month might be
handled differently than a not-so-important request that is needed in a week..... or maybe simply a
text box that would prompt for a reason for the request.... This is just a suggestion.

Keep up the good work. | hope your staffing issues (particularly of analysts) are solved soon.

Please email completed rubric to: jstein@shsu.edu. Thank you.
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I have two suggestions for improvement. One will improve my interaction with IE, and one may
improve the operation of IE (or may not). First, it would be helpful to me as a user to know an
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