SUPPORT TO
STUDENTS




BACHELOR OF SCIENCE IN

MANAGEMENT
ACCOUNTING

l.1. Researches on student affairs and services are conducted.
.2. Research results and outputs are disseminated and utilized.
1.3. Regular monitoring and evaluation on the implementation of student services are

conducted.
l.4. Monitoring and evaluation instruments are developed, reviewed, and continuously

improved.
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Abstract
Thes study evaluates alumm satisfaction with the student services provided by the Oflice of Student

Affairs (OSA} ar the University of Southern Mindansso (USM) during the academsc years 2022-2023
ard 20232024, Anchored in a2 descripive-evaluative rescurch design, the survey collected
guantitative data via purposive sampling of rocent graduates through an online plarform. The study
assesse] perceptions across key scrvice domains, including information dissemination, career and
counscling support, scholarship and financial assistance, medical services, student publication,
entrance cxamination processes, slot reservanion systems, safety and sccurity scrvices, and sports and
recreational facilities. Findings reveal an overall upward trend in student satisfaction, with marked
mprovements m excelient ratings particularly in arcas of safety and sccunty, financial assastance, and
counseling services. Notably, the proportion of alumni reporting dissatistaction decreased across most
categones, signaling effective imstitubbonal efforts in responding 10 student neads. However, a shght
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decline in satisfaction wns observed i the studemt publication services, wormanting further
enhancement. The evidence underscores the importance of contmuous feedback mechamisms and
respoisive program development to ensure service quality and alignment with student expectations.
The stady concludes that dsie-dnven evalustions of student services are vitnl for s.1n:-r1|',|;lh|:r|1ng_
mstitubional support structures amd Tostering holistie stslent development. These msights wall inform
simniegic planning within @he O5A, ensuring that siudent-centered services copiinue fo evolve in
tandem with the needs of UShM's diverse academic community,

hevwords: Client sats facton surveys public service, state umversaly: studenl alfairs and servioes

INTRODUCTION

The Office of Studeni Affairs (O5A) ai the University of Southerm Mindanao (USM) serves as a
comerstone of student developmend, providing essentinl suppont systems ihot coniribwie fo shdents’
academez, personal, and professaonal success. Asx higher educabion istitwisons comtinue 0 evelve m
respoise (0 increasing divensiy, techsolopical clange, and mental health challenges, the role of
siulent affairs hes become more critical than ever {Schub, Jones, & Hamper, 20001 The O5A fulfills
this rode by offering a wide range of student-centered services, meluding academic advising, career
al meental healih counseling, recreafional programs, safety and securily imitiatives, amd infommestion
dissermination, all of which holistically support student hife bevond the classroom,

Student suceess is influenced not only by curriculum apd pedagogy but also by the broader collegiae
environment. Foundational research haghhights that institetsonal support services signilicantly shape
stidenis’ acadernic achicvement, engagement, and persistence (Astin, [997; Tineoe, 2002; Pascarella &
Terenxin, HH5). In particular, Astn’s theory of siudent imvolvement emphasiees thal the extent of
sislent engagement in eellege actiiaties dereetly alfects developmental owlcomes, while Tinlo’s
] of swdent departire sinesses the imponasee of academic and social imegration for petention.
Thus, the effectiveness of (5A programs can serve as a barometer of mstitutional ympact on studend
achievement and well-being,

Contemporary stsdscs further underscose that robust student serveces are casential o building a
thriving campus commaumity, Kuh's (2008 framework on high-impact educational practices asseris
that nctivities such as ncodemic advising, experientinl leaming, and student involvement coninbute
meaningfully 10 learming amd persigence. Similarly, Kuh et al. (3008) empinically demonstrabe that
stlent enpagement correlates with improved prades and retention, particulardy during the critical fire
vear, The imporanee of these serviees 13 v more pronounced among ioeday's siudents, who oflen
mayigale complex transitions and mualtiple stressors. Brsenberg, Lipson, and Posselt {200 6) argie that
institwtions must priomtize mendal health programming 1o enbance simdent resilience and retention,
while Huang ct al. (2018) confirm that evidence-based interventions sigaificantly reduce syeptoms of
anxiety and depression in university populations,

This siudy evaluates the effectiveness of OSA services by analyang suslent perceptions collected
during the 2022, 2023, and 2023, 2024 academic yvears, Focusing on key areas, including informatson
dissermination, courseling amd career services, the slot reservation system, campus safety, and
recreatiomal facilities, the sty aims o adentily stremgths, paps, aml patlems of mprovemenl
Hesearch has shown that these service aress are critical touchpoints i enhancing the overnll studend
cupenicioe. For instance, Strayborn (2018) highlights the importance of a sense of belonging in
fostering academic motivation, especially among marginalized student groups. Coomes and DeBard
(2004) alzo poing out that generafional shafts in shedent expeciafions require institutions o modemizes
serviee delivery and improve scccssibality.

The relevance of carcer and counseling services hos grown i parlle]l with mcoreasing student
comneerns aboul employabality and life after graduation. Recent stadies affinm that when such services
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decline in satisfaction wns observed i the studemt publicotion services, wumanting farther
enhancement. The evidence underscores the importance of contmuous feedback mechamisms and
responsive program development o ensure service quality and alignment with studemt expectations.
The study concludes that dam-dmven evaluations of smdent services are wvitnl for s.1rer1|!|;lh|:|11ng_
mstiubional support structures and fostering holistic student development. These msighis will inform
strategic planning within the OSA, ensuring that student-centered services cominne to evolve in
landem with the needs of UShM's drverse academic community,

Kevwords: Client satisfacton survey;: public servioe, state unaversaly: student affairs and services

INTRODUCTION

The OfMfoe of Smdent Affars (O5A) al the University of Southern Mindanao (USM) serves as a
comerstone of student development, providing essentinl support systems that contribude to students'
academpz, personal, and professional success. As higher educabion institssons continwe 10 evilve m
response (o mcreasiig diversity, techsological change, and mental health challenges, the role of
student affairs has become more critical than ever (Schub, Jones, & Harper, 2010). The OSA fulfills
this robe by offering a wide range of student-centered services, meluding acadermic advising, career
ad meental health counseling, recreational programs, safety and security imitintives, and infonmetion
dissemination, all of which holstically support student hife bevond the classroom,

Student success s influenced not only by curriculum and pedagopy but also by the broader collegiate
environment. Foundational research haghlights that institutsonal support services sigmhcantly shape
stislents' academic achicvement, engagenent, and persistence (Astin, 1997, Tinto, 2012; Pascarella &
Terenzin, 2N035). In particular, Astm’s theory of student mvolvement emphasiees that the extent of
stklent engagement in college actvibies derectly alfects developmental outcomes, while Tinlo's
modde] of stdent departure stresses the importanse of academic and social integration for retention.
Thus, the effectivencss of 05A programs can serve as a barometer of mstitufional mapact on studend
achievement and well-being,

Contemporary stkdses further underscore that robust student serveces are casential 0 building a
thrving campus community, Kuh's (2008] framewerk on high-impact educational practices asserts
thot activities such as acodemic advising, experientinl leaming, and student involvement contribute
meaningfully 1o learming amd persstence. Similarly, Kub et al. (20R) empirically demonstrabe that
stiudlent enpagement correlates with miproved prades and retention, particularty during the critical firsd
year. The importance of these serviees 15 even more pronounced among foday's students, who oflen
mavigate complex transitions and multuple stressors. Eisenberg, Lipson, and Posselt (2016} argue that
institutions must priondize mental health programming 1o enhance student resilience and retention,
while Huang et al. (201%) confirm that evidence-based interventions significantly reduce symptoms of
anxiety and depression in aniversity populations,

This study evaluates the effectiveness of OSA services by analysang susdent perceptions collected
during the 2022, 023, and 20213, 2024 scademic vears. Focusing on key areas, including infiormation
dissemination, courschmg and carcer services, the slof reservabon system, campus safety, and
recreatiomal Facilithes, the sty aims o sdentify stremgths, paps, and pattems of mprovement
Fesearch has shown that these service areas are critical touchpoinis in enhancing the overnll sodeni
expenicnoe. For instance, Strayhorn (201%8) highlights the importance of a sense of belonging in
fstering academic motivalion, epecally among margmalized studemt groups. Coomes and DeBard
{2004y also paint out that generational shifts in stedent expectations require institutions to modemize
service delivery and improve sccessibality.

The relevance of carcer and counselng services hos grown m parnllel with mereasing student
concerns aboul employabality and life after graduation. Recent studies affirm that when such services

SUPPORT TO STUDENTS



BACHELOR OF SCIENCE IN

MANAGEMENT
» ACCOUNTING

are well-implemented, they mprove studens” preparedness and carcer clarity. Coman et al. (2023)
fourid that students” perception of career coumseling qualiy significantly mileences their confidence
in navigating the labor marker, Likewise, Khairi en al. (2024} siress the need for validated wols io
measure and manage stucdent 'n.'-nl'l-hning:. ATguing thial unsversihies should irﬂe—grnh: meendal health with
academic and career puidance as part of a cobesive suppart sirategy.

The mitionale behind this instriubonal asessment lies o the imperative for contimeous improvement.

Effective siademt affuirs programs are not static, they must adapt e the evolving demographics,
expecintions, and mentnl healih prefiles of the student body (Kingie, 2009 Terenzin et al, (1994]
emphasize that students” transiion e college vames wudely dependmg on therr backgroumnds,

pecesailaling responsive and inclusive suppon systems, Furibermore, Robens and MeMeese (2010)
nate that student ongin and social context influence engagement, which in tum impacts persisience
anl satisfaction.

In this combext, the present study provides a timely and evidenceshased cvaluatson of the (547 s mle
in shaping stodent owlcomes. By analyzing student feedback across two academic years, this research
secks to comribute actionsble insights for instiutional decision-making and policy refinement. The
findings wall help align (35 A services with student expectations while remforcing the office’s massaon
b foster a supportive, inclusive, and dynamic leaming covirenment.

Ultimately, the (ifice of Stsdent Affamrs at USK 15 not merely 2 service provider, o0 15 a sirategic
pariner in stsdent success, As higher education institutions face new challenges and expeclations, a
wellsfunctiomng (15A, prounded i empimcal research and studemt-centered practice, Temams vital o

cultivating a thriving academic community where all students are empowensd w succesd.

METHODOLOGY

This survey utilized a descoplive-evaluative design o assess the satisfaction levels of alumm
regarding the services provided by the Office of Stodent Affairs (OSA) at the University of Ssuthem
Mindanan (LISM). The pnmary objective of the survey was to pather insights imto the alumni®s
percepiions of vanous siwlent services, inclading mformation dissemination, career and counseling
services, sl reservation svelems, safety and security, smd sporls and recreationnl facilities daring
theer ime al the umversity.

The survey was conducted using & Google Forms platfonm, which was estohlished and adrministered
by the OA. The Google Forms survey was designed o capture quantiative data on alumm
satisfaction, with specific questions targeting their expericnces with the services provided during thei
enmodlmeend mt LISM. The survey was distmbuted to alumni who praduated wathim the imclosive vears of
2022023 and 3023-2024, ensuring a diverse representation of recent gradusies.

The respondents were selecied through purposive samplmg, a nonsrandom technague that was used o
wlentify mdividuals whe hed direct experience with the serviees provided by the OSA during the
time &t the university, This snmpling method sllowed the survey o focus on aluming whoe were faormiline
with anel had utilized these services, ensuring that the data collected would accurately reflect their
expericivees aiwd perceptions.

A fotal of 2,739 respondents panicipatsd in the 2022-2023 academic year survey, whike 2,711
respondents comributed to the 2023-2024 suwrvey, These respondents represent o cross-section of
alumni, providmg a broad perspective on the effectiveness amd 1mpact of the services offered by the
OS5A,

Through this methedology, the survey aimed 1o provide a comprebensive overview of alumni
atisfaction with LPSM’s student services, offering valusble Feedback to the Office of Studem Affairs
ta guide fubare improvements, The descriptive survey design enabled the persomnel of (A te analyze
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trends and patterns in alumm percephons over the two academsc vears, providing insights that are
esmenbial for enhancing the stsdent experience at LIS

HESULTS AMNIN D50 S5100
Stmaents’ rating of the University information dissemination

The comparison between the 2022-2023 and 2023-2024 survey nesults shows a positive trend in
sidents' pereeplions of the University™s imformabion dissemimation. Whike the indal number of
responses slightly decreased from 2,759 m 2022-3023 o 2,711 in Hi23-2024, the overall semmmend
improved. The pereentage of students rating the dissemination as “very poor” decrensed from 3,.9% to
3%, and the "poor™ ralings also saw a shyght drop from 3L6% 0 4.1%. This indicates a reduction m
dissatisfaction. Fumlermmens, e percentage of students who rated it & "average” dropped from 16.7%
b 13.9%,, rcilnnring fewer sivdenis SECing the mformation dissecmimation & menely .ad.n:-quzde. The
Puood” ratings saw a slight decline from 36% to 34. 7%, but the most significant improvement was in
the “excellent” category, where the percentage of stadents who rated the infonmation dissemination as
cxceplional rose from S9.5% o 44 3%, This mdicates that more studends felt the umiversity's
comimunscation efforts were oulstanding in 2023-2024. Overall, the data supgests e stislents”
pereeptions of the university’s informntion disseminotion heve become more positive, with n
naticeahle merease in those considening it excellent and fewer rating 11 as poor or merely average.

Figure 1. Studemts” mting of the University miomation dissemmation,  ME22-2023
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Stmdents' rating of the carcer and counseling services of the Universiiy

The comparison of students’ ratings for the Career and Counseling services of the University between
MIZ2-202% and Hi23-2024 reveals n positive shift in perceptions. Althowgh thers was a shight decrense
m overall responses from 2,759 o 2,71 1, the data shows an mmiprovement in how students vicwed the
services, The percentage of stadents who rated the services as "very poor” decreased from 3.2% to
25%, umd the "poor® rimgs abo declmed rom $.0% w 3.2%, mdicaime s reduction m
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dissatisfaction, More significantly, the number of students who mted the services as “average”
dropped fram 23% to 17.3%, suggesting that fewer students felt the services were merely adequate.
The most notsble improvement was seca in the "excellent” ratings, which increased from 31.9% 1o
40%, reflecting o significant nse m student satisfaction. Although the "good” ratings decreased
shightly from 37.8% 10 36.9%, the overall trend pomts o 2 more favorable view of the services, with a
larger portion of students considering them outstanding. This shift indicates that the Carcer and
Counscling services have made noticesble strides in mmproving students’ expeniences, as more
stisdents now rate them haghly, and fewer rate them poorly.

Figure 3. Suxdents” rating of the career and counselimg services of the University, 2022 2023

81

1 X0

ST AN

w

1 2 3 g

Figure 4, Stdents” rating of the carcer and counselmg services of the Umiversity, 2023 2024
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Students” rating of the scholarship and financial assistance provided in the University

The companson between the 2022-2023 and 2023-2024 survey results on the umiversity's Scholarship
anl Frnancial Assestance services shows a positive shift in student sstisfaction. Although there was a
shight decrease in the totl number of responses from 2,759 to 2,711, the trends in student mtings
mdicate an rmprovement m 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 o 2.5% Thas
reduction in dissstssfaction s a clear sign that fewer students found the services to be madequate or
unsatisfactory,

Similariy, the percentage of students mting the services as “poor” decreased from 5.9% to 3.29%,
further highlighting the decline in negative feedback These changes suggest that the university's
efforts to improve the Scholarship and Financinl Assistapee programs may bave contnbuted o
reducing student dissatisfaction. Additionally, the "average™ rating dropped from 25.9% in 2022-2023
to 17.3% in 2023-2024, indicating a shift towards more favorable opinions. With fewer stadents rating
the services as just adeguale, it reflects o more positive outlook on the effectiveness and quality of the
assistance provided.
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The safety and sccunty services displayed the most cutstandimg mmprovement, with “excellent”™ ratings
soanng from 44.3% to 50.6%. Yet, the fact that some students still expressed dissatisfaction, albeit 2
minority, indicates isolated mcidents or mconsistency in service coverage. To ensure uniform safety,
the university should map security blind spots, regulardy upgrade surveillance infrastructure, and
foster a visible, approachable security presence on campus Moreover, building a culture of shared
responstbehity through student participation 1n safety mtiatives can enhance the perception of campus
seounty.

Lastly, although satisfaction with sports and recreational facilities improved significantly, 24.9% of
students stull rted them as merely “average.™ Thas suggests that while progress bas been made, 1ssues
such as overcrowding, outdated oquipment. or limited program divessity may persist. To address
these, the umversaty should consider upgradmg facihtes, diversafying offenags 0 include wellness
andl mental bealth-related activities, and mvolving students 1 planming and managing recreational
programs to ensure inclusivity and alignment with their interests,

While the study offers valuable msights, it 15 important to acknowledge certiun hmtabions. The data
relied solely on quantitative survey responses, which do not fully capture the nuanced expenences of
stixlents. Moreover, the sample saw a shght decrease in participation from yvear to year, which may
miluence representativeness. The absence of gualitative data and the narrow ime frame, spanming
only two academic years, limat the depth and longitudinal perspective of the analysis,

To overcome these lmitsbons, future research should mcerporate maxed-methods approaches,
combining surveys with interviews, focus groups, and open-caded responscs 1o gain richer msighs,
Loagitudinal studies that span multiple coborts could identify long-term trends and the sustamed
umpact of mstiutional reforms. Addisonally, segmenting the anslysis by demographic factors such as
coliege, gender, year level, or financial background could uncover disparitics in service access and
satisfaction, gushing more equitable mmprovements. Comparative research with other umiversities
could also offer benchmarkng data to inspire mnovation and validate best practices,

Furthermore, as digital transformation becomes increasingly central to university operations, future
rescarch should explore how the adopton of technology across services influences student
sansfaction, engagement, and academic outcomes. Understanding the interplay between digital
literacy, service design, and student expectations will be crtical in shaping 2 more efficient and
mclusive student support ecosystem.
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I.5. Reports are filed and submitted regularly to CHEDRO.

Republic of the Philippines
UNIVERSITY OF SOUTHERN MINDANAO
Kabacan, Cotabato
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OFFICE OF STUDENT AFFAIRS

NARRATIVE ACCOMPLISHMENT REPORT
January - December 2025

The Office of Student Affairs, with its five 5 depariments, remains committed to providing
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UNIVERSITY OF SOUTHERN MINDANAO
Kabacan, Cotabato
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Emait asa@usm edu,ph

OFFICE OF STUDENT AFFAIRS

sarvices to the students at this University. The Office parformed beyond its mandated functions and
has gained the trust and confidence of many, if not all, students, parents, and other stakeholders,

The Office played a significant role during the 7™ COMMENCEMENT EXERCISES and
CLUSTER GRADUATIONS:

Organized the Class Mayors of the Graduates. The OSA facilitated a consullation meeting
with the class mayors of all graduating classes on June 4, 2025, at the University Guidance Center,
together with the ARO and UQAC directors. The dress code, graduation song, pictorial, tokens for
parents, program flow, and other details were thoroughly discussed, resulting in a successful and
meaningful graduation.

Figure 1. Consultation with the class mayors of graduates,
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Figure 3. The ARO and UQAC Directors discussed the flow of the programs,

Established Guidelines for Capturing Pictures. The University Guidelines for laking
pictures during graduation ceremonies were crafted by the Office and were approved by the SSMO
for implementation. The guidelines aim to facilitate efficient and organized picture-taking practices.
Concerning this, the Office provided orientation to the qualifiad official photographers for the said
events and introduced them to their respective college clientele, In addition, the Office prepared the
layout, reproduced, and released the photographers’ official IDs and monilored their practices
throughout the events, both inside the Auditorium and at the photo booths. The Office launched a
Google Form evaluation to assess the performance of the service providers rendered, Finally, the

“UNITY IN DIVERSITY AND
SUSTAINABLE DEVELOPMENT IN
MINDANAO THROUGH QUALITY AND RELEVANT EDUCATION."
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