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Purpose of Assessment 
As a follow-up to last year’s report on “Drivers of Satisfaction and Opportunities for Growth,” the Student 
Satisfaction Survey (SSS) was revised to better measure the quality of service provided by CAPS’ counselors and 
staff.  The purpose of the current assessment report is to examine which aspects of the CAPS’ experience are most 
important to students and whether students are satisfied with the provision of those services. This should allow 
CAPS to build on existing strengths and address areas that need improvement. 
 
Assessment Method 
The CAPS SSS consists of 22 items on which students express the perceived importance of different components of 
counseling services, as well as their level of satisfaction with, and things learned from, their counseling experience. 
Last year, the survey wording was revised, shifting questions from measuring change in symptoms to assessing 
students’ subjective perceptions of counselor helpfulness in supporting their process of change.  Another revision in 
this version of the SSS was to expand the rating scale from 1 to 3 (1=“Needs Improvement,” 2=“CAPS Staff are 
Effective/Competent” and 3=“CAPS staff are Exceptional/Superior in this area”) to 1 to 5 (1=”Not Important” to 
5=”Very Important”). This expansion was intended to measure a wider range of responses with regard to satisfaction 
and importance.  All students attending counseling sessions at CAPS during the 8th and 9th weeks of Fall and Spring 
Quarters in 2008-2009 were asked to complete the SSS.  A total of 190 surveys were collected.   
 
Results and Data Analysis 
The mean Satisfaction rating for all items during both Fall and Spring quarters was 4.75 and the mean Importance 
rating was 4.63.  This indicated that students rate all aspects of counseling services as important and express overall 
satisfaction with CAPS.  Although all items were perceived as very important by responding students, we thought it 
would be instructive to look at their relative importance to one another, thus we left the cutoff for importance at the 
midpoint of students’ actual responses.  For Satisfaction, we set the cutoff at 4.5.   
 
Areas that need little attention, since students are generally satisfied with them and don’t find them to be as 
important as other areas, during both Fall and Spring quarters: 

• Item 1 - CAPS receptionist(s) were welcoming and helpful in person and on the phone. 
• Item 2 - Paperwork was easy to understand. 
• Item 7 - My counselor was sensitive to my racial/ethnic, cultural, religious, gender, disability, or sexual 

orientation needs.  
• Item 11 - My counselor helped me with referrals to better address my issues and concerns (health services, 

DRC, long-term therapist, etc.). 
 
Only one item scored relatively low on both satisfaction and importance, and only during Fall quarter, Item 3 - The 
intake/screening process was clearly explained to me by front office staff.  The student’s level of distress in the face 
of psychological barriers may render this minor aspect of their counseling experience relatively unimportant 
compared to that which is provided by a CAPS counselor directly in support of their concerns. 
 
“Drivers of Satisfaction” are things we do well, which are also important to students’ counseling experience.  The 
message here is to continue what we are already doing well in these areas: 

• Item 4 - My first counseling session was scheduled within a reasonable amount of time. 



       

• Item 6 - My counselor created a safe and confidential atmosphere where I could openly explore my 
thoughts, feelings, and concerns. 
 

Other items were “Drivers of Satisfaction” in Fall, and though their importance dropped in Spring, they were still 
rated highly in terms of Satisfaction. These items included: 

• Item 5 - My counselor was on time for our appointments.  
• Item 8 - My counselor appeared to genuinely care about me.  
• Item 9 - My counselor answered any questions I had about the counseling process. 
• Item 10 - My counselor helped me in making my own decisions.  

 
Areas that were rated high in importance yet receive relatively low ratings of satisfaction represented “Opportunities 
for Growth.”  No items fell in this category.   
 
When averaged over the two quarters rankings of Satisfaction were always greater than rankings of Importance, 
except for Item 6 - My counselor created a safe and confidential atmosphere where I could openly explore my 
thoughts, feelings, and concerns.  Looking at the quarters separately, Item 6 received lower ratings of satisfaction 
than importance in Fall, and Item 4 - My first counseling session was scheduled within a reasonable amount of time 
received lower ratings of satisfaction versus importance in Spring.  
 
Conclusions and Implications for Practice 
Two items to pay particular attention to are Item 6 and Item 4. These two areas received high ratings of importance 
during both times of the year.  Item 6 is actually the most highly rated item in terms of importance.  Thus, students 
have high expectations in this area, as they should. However, it also makes this item the most difficult one on which 
to exceed expectations.  The lowering of satisfaction from Fall to Spring on Item 4 is an expected outcome and 
reflects the increase in demand for counseling that CAPS experiences in Winter and Spring quarters.  It is important 
to keep in mind that although these are the two areas in which differences between satisfaction and importance were 
discernable, they are also the two areas identified as ‘Drivers of Satisfaction.’  Therefore, it is imperative to continue 
to build on these existing strengths. The message to take from this finding is that students want immediate help that 
is safe and confidential. This is what they expect when they come to CAPS and what will determine whether they 
view their experience at CAPS as a positive one.  As long as demand for mental health services routinely exceed 
CAPS’ capacity, meeting students’ expectations for immediate support could prove difficult.  Increasing 
professional counseling staff is required in order for CAPS to provide immediate, safe, and confidential services in 
the face of current demand. 


