SURVEYING CLIENT SATISFACTION OF STUDENT SERVICES: INSIGHTS FROM
UNIVERSITY OF SOUTHERN MINDANAO

INTRODUCTION

The Office of Student Affairs (OSA) at the University of Southern Mindanao (USM) plays
an integral role in promoting the overall development and well-being of its students. As
a central administrative unit, the OSA is dedicated to creating a nurturing academic,
social, and personal environment that empowers students to succeed both inside and
outside the classroom. Through various student-centered services, the OSA supports
students’ academic growth, career development, physical and mental health, safety, and
engagement in extracurricular activities. These services include academic advising,
career counseling, student health services, safety and security initiatives, recreational
activities, and more. By offering these services, the OSA not only addresses the
immediate needs of students but also aims to enhance their university experience,
preparing them for future challenges and leadership roles.

This survey aims to evaluate the effectiveness of these services through the analysis of
students’ perceptions based on survey data collected from the 2022-2023 and 2023-
2024 academic years. In particular, the survey examines students’ feedback on the
university’s information dissemination efforts, career and counseling services, slot
reservation system, safety and security measures, and sports and recreational facilities.
These areas are crucial to the overall student experience, as they contribute to students’
academic success, emotional well-being, and sense of belonging within the university
community. By analyzing trends in student ratings over two consecutive years, this
survey seeks to identify patterns of improvement or areas needing attention, providing
an evidence-based foundation for decision-making within the OSA.

The rationale behind this survey is rooted in the belief that continuous assessment and
improvement of student services are essential for fostering a positive, inclusive, and
supportive campus environment. By focusing on student satisfaction, this survey
provides the OSA with a clearer understanding of how well its services are meeting
student needs and where adjustments may be needed to enhance their effectiveness.
For instance, improvements in areas like information dissemination, safety, and sports
facilities, as identified in the survey, can directly contribute to better student
engagement, academic performance, and overall well-being. Additionally, addressing
feedback related to career counseling or the slot reservation system can have a
significant impact on students' sense of preparedness for life after graduation. In sum,
the findings of this survey will not only inform the OSA’s ongoing efforts to improve its
services but also align these services with the evolving needs of the university’s diverse
student body.

Ultimately, this survey underscores the importance of the Office of Student Affairs in
shaping the holistic student experience at USM. As the university strives to support the
academic, personal, and professional growth of its students, understanding their
perceptions and continuously adapting services to meet their expectations remains
paramount. By fostering an environment where students feel supported, heard, and



valued, the OSA plays a pivotal role in contributing to their success both during their
time at USM and beyond.

METHODOLOGY

This survey utilized a descriptive-evaluative design to assess the satisfaction levels of
alumni regarding the services provided by the Office of Student Affairs (OSA) at the
University of Southern Mindanao (USM). The primary objective of the survey was to
gather insights into the alumni's perceptions of various student services, including
information dissemination, career and counseling services, slot reservation systems,
safety and security, and sports and recreational facilities during their time at the
university.

The survey was conducted using a Google Forms platform, which was established and
administered by the OSA. The Google Forms survey was designed to capture both
quantitative and qualitative data on alumni satisfaction, with specific questions
targeting their experiences with the services provided during their enrollment at USM.
The survey was distributed to alumni who graduated within the inclusive years of 2022-
2023 and 2023-2024, ensuring a diverse representation of recent graduates.

The respondents were selected through purposive sampling, a non-random technique
that was used to identify individuals who had direct experience with the services
provided by the OSA during their time at the university. This sampling method allowed
the survey to focus on alumni who were familiar with and had utilized these services,
ensuring that the data collected would accurately reflect their experiences and
perceptions.

A total of 2,759 respondents participated in the 2022-2023 academic year survey, while
2,711 respondents contributed to the 2023-2024 survey. These respondents represent
a cross-section of alumni, providing a broad perspective on the effectiveness and impact
of the services offered by the OSA.

Through this methodology, the survey aimed to provide a comprehensive overview of
alumni satisfaction with USM’s student services, offering valuable feedback to the Office
of Student Affairs to guide future improvements. The descriptive survey design enabled
the personnel of OSA to analyze trends and patterns in alumni perceptions over the two
academic years, providing insights that are essential for enhancing the student
experience at USM.

SURVEY RESULTS
Students’ rating of the University information dissemination

The comparison between the 2022-2023 and 2023-2024 survey results shows a
positive trend in students' perceptions of the University’s information dissemination.
While the total number of responses slightly decreased from 2,759 in 2022-2023 to
2,711 in 2023-2024, the overall sentiment improved. The percentage of students rating
the dissemination as "very poor" decreased from 3.9% to 3%, and the "poor" ratings
also saw a slight drop from 3.6% to 4.1%. This indicates a reduction in dissatisfaction.
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Furthermore, the percentage of students who rated it as "average" dropped from 16.7%
to 13.9%, reflecting fewer students seeing the information dissemination as merely
adequate. The "good" ratings saw a slight decline from 36% to 34.7%, but the most
significant improvement was in the "excellent" category, where the percentage of
students who rated the information dissemination as exceptional rose from 39.8% to
44.3%. This indicates that more students felt the university's communication efforts
were outstanding in 2023-2024. Overall, the data suggests that students’ perceptions of
the university's information dissemination have become more positive, with a
noticeable increase in those considering it excellent and fewer rating it as poor or
merely average.

Table 1. Students’ rating of the University information dissemination, 2022-2023

1,500

1,000 1097 (39.8%)
994 (36%)

500

462 (16.7%)
108 (3.9%)

98 (3.6%)
1 2 3 4 5
Table 2. Students’ rating of the University information dissemination, 2023-2024

1,500

1202 (44.3%)
1,000
941 (34.7%)

500

378 (13.9%)

80 (3%) 110 (4.1%)

Students’ rating of the career and counseling
services of the University

The comparison of students' ratings for the Career and Counseling services of the
University between 2022-2023 and 2023-2024 reveals a positive shift in perceptions.
Although there was a slight decrease in overall responses from 2,759 to 2,711, the data
shows an improvement in how students viewed the services. The percentage of
students who rated the services as "very poor" decreased from 3.2% to 2.5%, and the
"poor" ratings also declined from 4.1% to 3.2%, indicating a reduction in dissatisfaction.
More significantly, the number of students who rated the services as "average" dropped
from 23% to 17.3%, suggesting that fewer students felt the services were merely
adequate. The most notable improvement was seen in the "excellent" ratings, which
increased from 31.9% to 40%, reflecting a significant rise in student satisfaction.
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Although the "good" ratings decreased slightly from 37.8% to 36.9%, the overall trend
points to a more favorable view of the services, with a larger portion of students
considering them outstanding. This shift indicates that the Career and Counseling
services have made noticeable strides in improving students' experiences, as more
students now rate them highly, and fewer rate them poorly.

Table 3. Students’ rating of the career and counseling services of the University, 2022-
2023

1,500

1,000 1044 (37.8%)

880 (31.9%)

{+)
500 635 (23%)

87 (3.2%) 113 (4.1%)

Table 4. Students’ rating of the career and counseling services of the University, 2023-
2024

1,500

1,000 1085 (40%)
1000 (36.9%)

500
470 (17.3%)

Students’ rating of the scholarship and financial
assistance provided in the University

The comparison between the 2022-2023 and 2023-2024 survey results on the
university's Scholarship and Financial Assistance services shows a positive shift in
student satisfaction. Although there was a slight decrease in the total number of
responses from 2,759 to 2,711, the trends in student ratings indicate an improvement in
the perception of these services. In 2023-2024, the percentage of students rating the
services as "very poor" dropped significantly from 5.4% in 2022-2023 to 2.5%. This
reduction in dissatisfaction is a clear sign that fewer students found the services to be
inadequate or unsatisfactory.

Similarly, the percentage of students rating the services as "poor" decreased from 5.9%
to 3.2%, further highlighting the decline in negative feedback. These changes suggest
that the university’s efforts to improve the Scholarship and Financial Assistance
programs may have contributed to reducing student dissatisfaction. Additionally, the
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"average" rating dropped from 25.9% in 2022-2023 to 17.3% in 2023-2024, indicating
a shift towards more favorable opinions. With fewer students rating the services as just
adequate, it reflects a more positive outlook on the effectiveness and quality of the
assistance provided.

On the more positive side, the "good" rating increased from 31.2% to 36.9%, showing
that more students now perceive the services as being of good quality. The most notable
improvement came in the "excellent" category, where the percentage of students rating
the services as exceptional rose from 31.5% to 40%. This significant increase indicates
that a larger portion of students are highly satisfied with the university's financial
assistance and scholarship programs.

In summary, the data shows a clear trend of improving satisfaction with the Scholarship
and Financial Assistance services between 2022-2023 and 2023-2024. Fewer students
rated the services poorly, and a greater number found the services to be good or
excellent. This shift suggests that the university has made strides in addressing student
concerns and enhancing the quality of its financial support, resulting in a more
favorable perception among students.

Table 5. Students’ rating of the scholarship and financial assistance provided in the
University, 2022-2023

1,000

862 (31.2%) 870 (31.5%)

750
715 (25.9%)

500

250

149 (5.4%) 163 (5.9%)

Table 6. Students’ rating of the scholarship and financial assistance provided in the
University, 2023-2024

1,500

1,000 1085 (40%)
1000 (36.9%)

500
470 (17.3%)




Students’ rating of the medical services of the University hospital

The comparison between the 2022-2023 and 2023-2024 survey results for the
University Hospital's medical services reveals a generally positive shift in student
satisfaction. Although the total number of responses slightly decreased from 2,759 in
2022-2023 to 2,670 in 2023-2024, the overall ratings indicate improvements. There
was a slight reduction in the number of students rating the services as "very poor"
(3.2% to 3.1%) and "poor" (6.2% to 5.1%), suggesting a decrease in dissatisfaction.
Additionally, the percentage of students rating the services as "average" decreased from
25.9% to 23.4%, reflecting fewer students seeing the medical services as merely
adequate. While the "good" category saw a small drop from 37.4% to 36.7%, the most
notable change was in the "excellent" category, where the percentage of students rating
the services as exceptional increased from 27.3% to 31.7%. This improvement indicates
that more students are now highly satisfied with the services provided by the University
Hospital, marking a significant positive trend in how students perceive the quality of
medical care. Overall, while the "good" ratings slightly decreased, the reduction in
dissatisfaction and the increase in "excellent" ratings show a favorable shift towards
better healthcare services on campus.

Table 7. Students’ rating of the medical services of the University hospital, 2022-2023

1,500

1,000 1033 (37.4%)

715 (25.9%) 753 (27.3%)

500

171 (6.2%)

Table 8. Students’ rating of the medical services of the University hospital, 2023-2024

1,000
980 (36.7%)

0
750 846 (31.7%)

625 (23.4%)
500

250

137 (5.1%)

Students’ rating of the services received from the
Student Publication (The Mindanao Tech)

The comparison between the 2022-2023 and 2023-2024 survey results for the Student
Publication (The Mindanao Tech) services shows a noticeable shift towards less
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favorable perceptions. While the total number of responses slightly decreased from
2,759 to 2,711, the distribution of ratings reveals key trends. The percentage of students
rating the services as "very poor" increased from 3.2% to 3.7%, and the "poor" ratings
rose from 5.4% to 8%, indicating a slight uptick in dissatisfaction. Moreover, the
"average" rating grew from 25.4% to 29%, suggesting that more students now consider
the services as simply adequate.

On the more positive side, the "good" ratings decreased from 35.9% to 32.2%, signaling
a slight decline in the number of students who were pleased with the services. The
"excellent" category also saw a drop, from 30.1% in 2022-2023 to 27.2% in 2023-2024,
which indicates fewer students felt the services were exceptional. Overall, while the
publication still garnered a considerable number of positive ratings, the increase in
"average", "poor”, and "very poor" responses suggests that the services provided may
not have met student expectations as strongly in 2023-2024. This decline in satisfaction
points to areas where the publication could focus on improving its offerings to regain

student satisfaction and engagement.

Table 9. Students’ rating of the services received from the Student Publication (The
Mindanao Tech), 2022-2023

1,000

990 (35.9%)
250 831 (30.1%)
702 (25.4%)
500
250
148 (5.4%)
0 88 (3.2%)
1 2 3 4 5

Table 10. Students’ rating of the services received from the Student Publication (The
Mindanao Tech), 2023-2024

1,000

873 (32.2%)

250 785 (29%) 738 (27.2%)

500

250
216 (8%)

99 (3.7%)




Students’ rating of their experience in taking
the USM Entrance examination

The comparison between the 2022-2023 and 2023-2024 survey results for students’
experiences in taking the USM Entrance Examination reveals a positive shift in
satisfaction levels. The total number of responses slightly decreased from 2,759 to
2,711, but the ratings indicate improvements. The percentage of students who rated
their experience as "very poor" decreased from 2.2% in 2022-2023 to 1.8% in 2023-
2024, and the "poor" ratings also declined from 3.3% to 2.8%, suggesting that fewer
students were dissatisfied with the exam experience in the more recent year.
Additionally, the "average" ratings remained relatively steady, with a small drop from
17.9% to 17.7%, reflecting that most students still found the exam experience
acceptable, though not extraordinary.

The most notable changes occurred in the positive ratings, with the percentage of
students rating their experience as "good" remaining stable at 41.8% in 2022-2023 and
slightly dropping to 41.2% in 2023-2024, while the percentage of students rating it as
"excellent" increased from 34.9% to 36.5%. This increase in "excellent" ratings is a clear
indicator of improved satisfaction with the entrance exam process. Overall, the shift
from more negative ratings to more positive ones suggests that students' experiences
with the USM Entrance Examination have improved, with a notable rise in those who
viewed the experience as exceptional.

Table 11. Students’ rating of their experience in taking the USM Entrance examination,
2022-2023

1,500

0,
1,000 1152 (41.8%)

962 (34.9%)

500

494 (17.9%)

1 2 3 4 5
Table 12. Students’ rating of their experience in taking the USM Entrance examination,
2023-2024

1,500

1,000 1118 (41.2%)

989 (36.5%)

500
479 (17.7%)

50 (1.8%)



Students’ rating of their experience in the USM slot reservation

The comparison between the 2022-2023 and 2023-2024 survey results for students'
experiences with the USM Slot Reservation system shows a generally positive trend,
with slight shifts in ratings reflecting improvements in satisfaction. The total number of
responses decreased slightly from 2,759 to 2,711, but the overall distribution of ratings
reveals positive changes. The percentage of students who rated their experience as
"very poor" remained stable, with a small increase from 3.1% to 3.2%, while the "poor™"
ratings increased slightly from 6.5% to 7.4%, indicating a small rise in dissatisfaction.
On the other hand, the "average" ratings decreased from 27.1% to 24.8%, suggesting
that fewer students found the experience to be merely acceptable, which is a sign of
improvement in the system's effectiveness.

Although the "good" ratings saw a slight decrease from 36.9% to 34.7%, the most
significant change was in the "excellent" category, where the percentage of students
rating their experience as exceptional rose from 26.3% to 29.9%. This increase indicates
that a greater portion of students were highly satisfied with the reservation process in
2023-2024 compared to the previous year. Overall, these shifts suggest that while there
are still areas for improvement, students had a more positive experience with the USM
Slot Reservation system in 2023-2024, as reflected by the increase in "excellent" ratings
and the decrease in "average" ratings.

Table 13. Students’ rating of their experience in the USM slot reservation, 2022-2023

1,500

1,000 1018 (36.9%)

749 (27.1%) 726 (26.3%)
500

86 (3.1%)
180 (6.5%)

1 2 3 4 5

Table 14. Students’ rating of their experience in the USM slot reservation, 2023-2024

1,000
940 (34.7%)
750 811 (29.9%)
672 (24.8%)
500
250
200 (7.4%)
0 88 (3.2%)
1 2 3 4 5




Students’ rating of the safety and security
services provided in the university

The comparison between the 2022-2023 and 2023-2024 survey results for the safety
and security services of the university reveals a clear improvement in student
satisfaction. Despite a slight decrease in total responses from 2,759 to 2,711, the ratings
indicate more positive feedback in 2023-2024. The percentage of students rating the
services as "very poor" decreased from 2.6% in 2022-2023 to 2% in 2023-2024, and the
"poor" ratings also dropped from 2.4% to 2.8%. This decrease in dissatisfaction
suggests that fewer students were unhappy with the safety and security services.

Furthermore, the percentage of students who rated the services as "average" dropped
from 14.8% to 11.4%, indicating that fewer students viewed the services as merely
adequate. This shift towards more positive ratings suggests that the improvements
made to the safety and security services have had a noticeable impact. While the "good"
ratings decreased slightly from 35.9% to 33.3%, the most significant change was seen in
the "excellent" category, where the percentage of students who rated the services as
exceptional increased from 44.3% to 50.6%. This dramatic rise in "excellent" ratings
reflects a significant improvement in student satisfaction and indicates that more
students are now highly satisfied with the safety and security measures on campus.

Overall, the data shows that the university has made substantial progress in enhancing
its safety and security services, as evidenced by the reduction in negative ratings and
the increase in positive feedback. The improvement in the "excellent" category is
particularly notable, suggesting that students now feel more secure and are more
appreciative of the services provided. This upward trend highlights the university's
successful efforts to address student concerns and improve campus safety.

Table 15. Students’ rating of the safety and security services provided in the university,
2022-2023

1,500

1221 (44.3%)
1,000

990 (35.9%)

500

408 (14.8%)
67 (2.4%)
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Table 16. Students’ rating of the safety and security services provided in the university,
2023-2024

1,500

1371 (50.6%)

1,000
902 (33.3%)

500

53 (2%) 75 (2.8%) 310 (11.4%)

Students’ rating of the sports and recreational
facilities available in the university

The comparison between the 2022-2023 and 2023-2024 ratings of the university's
sports and recreational facilities shows a positive shift in student satisfaction. The total
number of responses slightly decreased from 2,758 to 2,711, but the distribution of
ratings reveals an overall improvement in perceptions. The percentage of students
rating the facilities as "very poor" dropped from 2.9% in 2022-2023 to 2.1% in 2023-
2024, and the "poor" ratings also decreased from 4.7% to 4.6%, indicating a reduction
in dissatisfaction. This shift suggests that students were more pleased with the sports
and recreational facilities in 2023-2024.

Moreover, the percentage of students rating the facilities as "average" decreased from
28.3% to 24.9%, suggesting that fewer students found the facilities merely acceptable.
This shift indicates an improvement in the perceived quality of the facilities. While the
"good" ratings decreased slightly from 36.6% to 34%, the most notable change occurred
in the "excellent" category, where the percentage of students rating the facilities as
exceptional rose from 27.6% to 34.4%, indicating a significant increase in satisfaction.

Overall, the data reflects a general improvement in students' experiences with the
university's sports and recreational facilities. The reduction in negative ratings,
combined with the increase in "excellent" ratings, suggests that the facilities have
become more highly regarded and that the university has successfully enhanced the
quality of its sports and recreational offerings.

Table 17. Students’ rating of the sports and recreational facilities available in the
university, 2022-2023

1,500

1,000 1009 (36.6%)

780 (28.3%) 760 (27.6%)

500

80 (2.9%)




Table 18. Students’ rating of the sports and recreational facilities available in the
university, 2023-2024

1,000

922 (34%) 932 (34.4%)

750
674 (24.9%)
500

250

57 (2.1%)
126 (4.6%)

CONCLUSION

The analysis of student satisfaction across various services provided by the University
of Southern Mindanao (USM) demonstrates significant improvements in several key
areas between the academic years 2022-2023 and 2023-2024. The overall positive shift
in student perceptions reflects the university's successful efforts in enhancing its
offerings, especially in the areas of information dissemination, career and counseling
services, safety and security, and sports and recreational facilities. Notably, the
increases in "excellent" ratings, particularly in areas like information dissemination,
safety, and the quality of facilities, suggest that the university has effectively responded
to student needs and concerns.

While some areas such as the Student Publication services and slot reservation system
showed a slight decline in satisfaction, the overall trend reveals that improvements in
critical services have led to a greater sense of satisfaction and engagement among
students. The noticeable reduction in negative ratings—such as "very poor" and
"poor"—across various categories further confirms this positive development. This
upward trend in satisfaction suggests that the university’s strategic initiatives to
improve student services are yielding results.

Ultimately, these findings provide valuable insights into how the Office of Student
Affairs can further refine its services to meet the evolving needs of the student body.
The results highlight the importance of continuous assessment, enabling the university
to maintain and build upon its improvements while addressing areas requiring
attention. As USM moves forward, focusing on enhancing the student experience
remains crucial to fostering a supportive and engaging campus environment.
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