
Service Excellence Survey: Spring 2013 - Students

This survey is designed to help GW obtain critical information about how to improve services across the university.  Only 
you can provide the information we need to help us understand what immediate and long-term improvements are needed 
to improve the services we provide. The survey will take about 15 minutes of your time.  All your responses are 
confidential, the information you provide will be reported in aggregate form only.  Please use the navigation buttons 
below the questions to move forward or backward.  Using the navigation buttons in the browser will delete your 
responses.  

To show our appreciation for completing the survey, we will donate $2.00 to one of three local charities (Capital Area 
Food Bank, GW Responds: Hurricane Sandy Relief, or Miriam's Kitchen) of your choosing.

Part I:  Personal information

Q1 From which school are you receiving your degree?

 Columbian College of Arts and Sciences

 Elliott School of International Affairs

 Graduate School of Education and Human Development

 School of Business

 School of Engineering and Applied Science

 School of Public Health and Health Services

 School of Law

 College of Professional Studies

Q2 What is your student status? 

 Undergraduate

 Graduate

Q3 What is your year in school?

 Freshman

 Sophomore

 Junior

 Senior

Q4 What degree or certificate will you earn from GW?

 Master's

 Post master's

 Doctoral

 Other

Please specify:



Q5 What is your year in school?

 First year

 Second year or higher

Q6 What is your primary campus?

 Foggy Bottom

 Mount Vernon

 Virginia Science and Technology 

 Other

Please specify:

Q7 Do you live in a university residence hall?

 Yes

 No

Q8 On which campus is your residence hall located?

 On the Foggy Bottom Campus

 On the Mount Vernon Campus

Q9 Are you a U.S. citizen or U.S. permanent resident? 

 Yes

 No

Q10 What is your gender?

 Female

 Male

 Transgender or other

Q11 What is your sexual orientation?

 Heterosexual/Straight

 Gay (Male)

 Lesbian (Female)

 Bisexual

 Questioning/Unsure

Q12 Are you a veteran?

 Yes

 No

Q13 Are you Hispanic or Latino? 

 Yes

 No



Q14 What is your racial or ethnic identification? (Select all that apply.)

 American Indian or Alaska Native

 Asian

 Black or African American

 Native Hawaiian or Other Pacific Islander

 White

 Other

Please specify:

Part II:  Importance and Quality of services

Instructions: You will be asked to complete at least two questions about each service.  

The first section, Importance of Service, asks that you indicate the importance of the service to you.  Please note that in 
this part you are NOT rating the quality of the service.  Mark “No opinion” if you do not have an opinion about the 
relative importance of the service.

The second section, Quality of Service, asks you to evaluate the quality of service you received.  Underneath the rating 
scale are examples that represent the low, middle, and high ends of the scale. These examples should be used as 
guidelines to help you think about how to rate the quality of service; they are not meant to be all inclusive. You may use 
other personal examples or experiences similar to these to help you in your ratings.  

Mark “Haven’t used since Jan 2012” if you have not used the service in the past year.  As services and personnel 
change from year to year, we want only those who have used the service in the past year to evaluate it. 

Importance: Academic Advising

Advising provided by the CCAS undergraduate 
advisors in Phillips 107 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important

(5)



No 
opinion

Advising provided by faculty advisors in CCAS       

Advising provided by faculty advisors in SEAS       
Advising provided by professional advisors in 
SEAS       
Advising provided by professional advisors in 
the School of Business       
Advising provided by professional advisors in 
the Elliott School       
Advising provided by faculty advisors in 
SPHHS       
Academic advising provided in your program  
or department       

Quality of Academic Advising

Evaluate the effectiveness of the ACADEMIC ADVISING you received. The examples below should be used as a 
guideline for the meaning of a particular value on the rating scale.  However, you may use other personal 
examples or experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you 
have NOT USED the service in the past year.  



Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Advisor was rude, cold, 
unprofessional, never available, 
unresponsive, and unhelpful.

The amount, accuracy, and clarity of 
the information provided by the advisor 
or office were deficient. 

(I thought the advisor was not at all 
helpful in providing information and 
guidance.) 

Advisor was professional, respectful, 
typically available, somewhat 
responsive, and helpful.

The amount, accuracy, and clarity of 
the information provided by the advisor 
or office were adequate. 

(I thought the advisor was 
somewhat helpful in providing 
information and guidance.)

Advisor was professional, showed 
genuine concern, friendly, always 
available, responsive, and extremely 
helpful.

The amount, accuracy, and clarity of 
the information provided by the advisor 
or office were outstanding. 

(I thought the advisor was 
incredibly helpful in providing 
information and guidance.) 

QUESTIONS

Advising provided by the CCAS undergraduate 
advisors in Phillips 107 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Advising provided by faculty advisors in CCAS        

Advising provided by faculty advisors in SEAS        
Advising provided by professional advisors in 
SEAS        
Advising provided by professional advisors in 
the School of Business        
Advising provided by professional advisors in 
the Elliott School        
Advising provided by faculty advisors in 
SPHHS        
Academic advising provided in your program or 
department        

Suggested Improvements: Academic Advising



Instructions:  Please provide your comments on how to improve the following services.

Advising provided by the CCAS undergraduate advisors in Phillips 
107                      

Advising provided by faculty advisors in CCAS

Advising provided by faculty advisors in SEAS 

Advising provided by professional advisors in SEAS 

Advising provided by professional advisors in the School of 
Business 

Advising provided by professional advisors in the Elliott School 

Advising provided by faculty advisors in SPHHS 

Academic advising provided in your program  or department

Importance:  Academic Facilities

Upkeep of and repairs for classrooms and 
science laboratories on the Foggy Bottom 
campus 



Not at all 
important

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important

(5)



No 
opinion

Upkeep of and repairs for computer 
laboratories on the Foggy Bottom campus       

Upkeep of and repairs for academic buildings 
on the Foggy Bottom campus (e.g., GW 
Libraries, Academic Center, Duquès, Corcoran, 
Funger, SMPA, Tompkins)

      

Quality of Academic Facilities

Evaluate the effectiveness of GW MAINTENANCE SERVICES. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale.  However, you may use other personal examples or 
experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT 
USED the facility in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7



The upkeep of campus facilities is 
poor; they are rarely clean and poorly 
maintained.  

Repairs take much longer than 
expected and often are not fixed on 
the first or second attempt.

Big issues, problems, and repair 
needs seem to always come up.

(I think the campus and facilities 
look terrible and are poorly 
maintained.)

The upkeep of campus facilities is 
adequate; they are usually clean and 
maintained. 

Repairs are completed when expected 
and are usually fixed successfully on 
the first or second attempt

Big issues, problems, or repairs arise 
on occasion, but not very often.   

(I think the campus and facilities 
look acceptable and are adequately 
maintained.)

The upkeep of campus facilities is first
-rate; they are always clean and well 
maintained.

Repairs are completed faster than I 
expected and are fixed successfully 
on the first attempt.  

Big issues, problems, or repairs 
rarely, if ever, arise.  

(I think the campus and facilities 
look great and are exceptionally 
well maintained.)

QUESTIONS

Upkeep of and repairs for classrooms and 
science laboratories on the Foggy Bottom 
campus 



Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Upkeep of and repairs for computer 
laboratories on the Foggy Bottom campus        

Upkeep of and repairs for academic buildings 
on the Foggy Bottom campus (e.g., GW 
Libraries, Academic Center, Duquès, Corcoran, 
Funger, SMPA, Tompkins)

       

Suggested Improvements: Academic Facilities

Instructions:  Please provide your comments on how to improve the following services.

Upkeep of and repairs for classrooms and science laboratories on 
the Foggy Bottom campus 

Upkeep of and repairs for computer laboratories on the Foggy 
Bottom campus

Upkeep of and repairs for academic buildings on the Foggy Bottom 
campus (e.g., GW Libraries, Academic Center, Duquès, Corcoran, 
Funger, SMPA, Tompkins)

Importance:  Study Space

Availability of study space in Gelman Library 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Availability of study space on Foggy Bottom 
campus (excluding Gelman Library)       

Importance: Group Meeting Space



Availability of group meeting space in 
Gelman Library 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Availability of group meeting space on Foggy 
Bottom campus (excluding Gelman Library)       

  Availability of Study Space

Indicate your level of satisfaction with the availability of STUDY SPACE.  Mark "Haven't used since Jan 2012" if 
you have NOT NEEDED the service in the past year. 

Not at all satisfied                 Somewhat                                   Very satisfied

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

QUESTIONS

Availability of study space on Foggy Bottom 
campus (excluding Gelman Library) 

Haven't 
used 
since 
Jan 

2012



Not at 
all satis
fied (1)



(2)



(3)



Somew
hat (4)



(5)



(6)



Very sa
tisfied 

(7)

Availability of study space in Gelman Library          

Availability of Group Meeting Space

Indicate your level of satisfaction with the availability of GROUP MEETING SPACE.  Mark "Haven't used since Jan 
2012" if you have NOT NEEDED the service in the past year. 

Not at all satisfied                 Somewhat                                   Very satisfied

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

QUESTIONS

Availability of group meeting space on Foggy 
Bottom campus (excluding Gelman Library) 

Haven't 
used 
since 
Jan 

2012



Not at 
all satis
fied (1)



(2)



(3)



Somew
hat (4)



(5)



(6)



Very sa
tisfied 

(7)

Availability of group meeting space in 
Gelman Library          

Suggested Improvements: Group Meeting and Study space 

Instructions:  Please provide your comments on how to improve the following services.



Availability of study space in Gelman Library 

Availability of study space on Foggy Bottom campus (excluding 
Gelman Library)

Availability of group meeting space on Foggy Bottom campus 
(excluding Gelman Library)

Availability of group meeting space in Gelman Library   

Importance: Library Collections

Adequacy of GW Libraries' (excluding 
Himmelfarb) electronic collections (e.g., 
online journals)



Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Adequacy of GW Libraries' (excluding 
Himmelfarb) print collections (e.g., books, 
journals)

      

Adequacy of Himmelfarb Library's electronic 
collections (e.g., online journals)

      

Adequacy of Himmelfarb Library's print 
collections (e.g., books, journals)

      

Adequcy of Jacob Burns Law Library's 
electronic collections (e.g., online journals)

      

Adequcy of Jacob Burns Law Library's print 
collections (e.g., books, journals)

      

Quality of Library Collections

Evaluate the quality of the GW LIBRARY COLLECTIONS using the rating scale below. The examples should be 
used as a guideline for what a particular value on the rating scale means. However, you may use other personal 
examples or experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you 
have NOT USED the library in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

The library collections did not support 
the research I did for my courses.

None of the reference material I 
needed was available.

(I don’t use the library because I 
can never find the resources I 
need.)

The library collections supported much 
of the research I did for my courses.

Some of the reference material I 
needed was available.

(It takes some time, but I am able to 
find some of the library resources I 
need.)

The library collections supported the 
research I did for my courses.

Almost all of the reference material I 
needed was available.

(I don’t have any problems finding 
the library resources I need.)



QUESTIONS

GW Libraries' (excluding Himmelfarb) 
electronic collections (e.g., online journals)



Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed 

(1)



(2)



(3)



Meets e
xpectati
ons (4)



(5)



(6)



Demon
strates 
a real s
trength 

(7)

GW Libraries' (excluding Himmelfarb) print 
collections (e.g., books, journals)

       

Himmelfarb Library's electronic collections 
(e.g., online journals)

       

Himmelfarb Library's print collections (e.g., 
books, journals)

       

Jacob Burns Law Library's electronic 
collections (e.g., online journals)

       

Jacob Burns Law Library's print collections 
(e.g., books, journals)

       

Suggested Improvements: Library Collections

Instructions:  Please provide your comments on how to improve the following services.

GW Libraries' (excluding Himmelfarb) electronic collections

GW Libraries' (excluding Himmelfarb) print collections

Himmelfarb Library's electronic collections

Himmelfarb Library's print collections

Jacob Burns Law Library's electronic collections

Jacob Burns Law Library's print collections

Importance:  Information Support



Services provided by the Gelman Library staff 
(e.g., reference librarians) 

Not at all 
important

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Service provided by the Division of IT Tech 
Commons located in the Gelman Library       

Service provided by the IT Support Center- 
Help Desk       

Quality of Information Support 

Evaluate the QUALITY OF SERVICE you received at GW. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale. However, you may use other personal examples or experiences 
similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT USED the 
service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTIONS

Services provided by the Gelman Library staff 
(e.g., reference librarians) 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed 

(1)



(2)



(3)



Meets e
xpectati
ons(4)



(5)



(6)



Demon
strates 
a real s
trength 

(7)

Service provided by the Division of IT Tech 
Commons located in the Gelman Library        

Service provided by the IT Support Center- 
Help Desk        

Suggested Improvements: Information Support

Instructions:  Please provide your comments on how to improve the following services.



Services provided by the Gelman Library staff (e.g., reference 
librarians)

Service provided by the Division of IT Tech Commons located in 
the Gelman Library

Service provided by the IT Support Center- Help Desk

Importance: Technology

Stable and secure GWireless/ GW1X 
connection 

Not at all 
important

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

GW Mobile App to access university services 
and resources (e.g., course listings, maps, 
directory, shuttle information, GW email, 4-
Ride, social media feeds)

      

Quality of Instructional Technology

Indicate the degree to which these TECHNOLOGIES are helpful in enhancing your academic experience at GW. 
Mark "Haven't used since Jan 2012" if you have NOT USED the technology in the past year. 

Not at all helpful                 Somewhat                                   Very helpful

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

QUESTION

GW Mobile App to access university services 
and resources (e.g., course listings, maps, 
directory, shuttle information, GW email, 4-
Ride, social media feeds)



Haven't 
used 
since 
Jan 

2012



Not at 
all 

helpful  
(1)



(2)



(3)



Somew
hat  (4)



(5)



(6)



Very 
helpful  

(7)

  Quality of Wireless Connection

Indicate your level of agreement with the statements listed below. Mark "Haven't used since Jan 2012" if you 
have NOT USED the service in the past year.   

Strongly disagree Neither agree, nor disagree Strongly agree



1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

QUESTION

GWireless/ GW1X connection provides a 
stable and secure connection to the internet.



Haven't 
used 
since 
Jan 

2012



Strongl
y disagr
ee (1)



(2)



(3)



Neither 
agree, 
nor dis
agree 

(4)



(5)



(6)



Strongl
y 

agree
(7)

Suggested Improvements: Technology

Instructions:  Please provide your comments on how to improve the following services.

Stable and secure GWireless/ GW1X connection

GW Mobile App to access university services and resources (e.g., 
course listings, maps, directory, shuttle information, GW email, 4-
Ride, social media feeds)

Importance: Employment and Career Information

GW Career Center employer connection 
services and programs (e.g., job listings, 
career fairs and expos, employer information 
sessions, employer-in-residence, on-campus 
recruiting interviews)



Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

GW Career Center consulting services (e.g., 
individualized and job search support 
assistance provided by career consultants and 
student Career Ambassadors)

      

GW Career Center educational programs 
(e.g., workshops, online resources, classes, 
networking nights, panels)

      

GW Career Center Student Employment and 
Federal Work-Study Program services       

Services provided by the David Fowler Career 
Center       

Exploration and use of best practices to serve 
students in innovative ways       

Services provided by the Graduate Student 
Career Development (GSCD) (e.g., career 
coaching, ESCC) 

      

Services provided by the SEAS Career Center       

Quality of Employment and Career Information

Evaluate the QUALITY OF SERVICE you received at GW. The examples below should be used as a guideline for 
the meaning of a particular value on the rating scale. However, you may use other personal examples or 
experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT 
USED the service in the past year.  



Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTIONS

GW Career Center employer connection 
services and programs (e.g., job listings, 
Career Fairs and Expos, employer information 
sessions, Employer-in-residence, on-campus 
recruiting interviews)



Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets 
expecta

tions  
(4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

GW Career Center consulting services (e.g., 
individualized and job search support 
assistance provided by career consultants and 
student Career Ambassadors)

       

GW Career Center educational programs 
(e.g., workshops, online resources, classes, 
networking nights, panels)

       

GW Career Center Student Employment and 
Federal Work-Study Program services        

Services provided by the David Fowler 
Career Center        

Exploration and use of best practices to serve 
students in innovative ways        

Services provided by the Graduate Student 
Career Development (GSCD) (e.g.,career 
coaching, ESCC)

       

Services provided by the SEAS Career Center        

Suggested Improvements: Employment and Career Information

Instructions:  Please provide your comments on how to improve the following services.

GW Career Center employer connection services and programs 
(e.g., job listings, Career Fairs and Expos, employer information 
sessions, Employer-in-residence, on-campus recruiting interviews)



GW Career Center consulting services (e.g., individualized and job 
search support assistance provided by career consultants and 
student Career Ambassadors)

GW Career Center educational programs (e.g., workshops, online 
resources, classes, networking nights, panels)

GW Career Center Student Employment and Federal Work-Study 
Program services

Services provided by the David Fowler Career Center 

Exploration and use of best practices to serve students in 
innovative ways

Services provided by the Graduate Student Career Development 
(GSCD) (e.g., career coaching, ESCC)  

Services provided by the  SEAS Career Center 

Importance:  Colonial Central

Service provided by staff at Colonial Central 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Service in response to questions about your 
account (bill) provided by the Student 
Accounts staff

      

Services provided by the Registrar's Office 
staff at Colonial Central       

Services provided by Student Financial 
Services Call Center       

Quality of Colonial Central Services

Evaluate the QUALITY OF SERVICE you received at GW. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale. However, you may use other personal examples or experiences 
similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT USED the 
service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7



Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTIONS

Service provided by staff at Colonial Central 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed 

(1)



(2)



(3)



Meets e
xpectati
ons(4)



(5)



(6)



Demon
strates 
a real s
trength 

(7)

Service in response to questions about your 
account (bill) provided by the Student 
Accounts staff

       

Services provided by the Registrar's Office 
staff at Colonial Central        

Services provided by Student Financial 
Services Call Center        

Suggested Improvements: Colonial Central

Instructions:  Please provide your comments on how to improve the following services.

Service provided by staff at Colonial Central

Service in response to questions about my account (bill) provided 
by the Student Accounts staff

Services provided by the Registrar's Office staff at Colonial Central

Services provided by Student Financial Services Call Center

Importance:  Housing



Services provided by the House Staff (staff 
living in the residence halls) 

Not at all 
important

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Services provided by the GW Housing Office 
(staff in John Quincy Adams House)       

Programs and workshops offered in the 
residence halls       

Quality of Housing Services

Evaluate the QUALITY OF SERVICE you received at GW. The examples below should be used as a guideline for 
the meaning of a particular value on the rating scale. However, you may use other personal examples or 
experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT 
USED the service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTION

Services provided by the House Staff (staff 
living in the residence halls) 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Services provided by the GW Housing Office 
(staff in John Quincy Adams House)        

Quality of Programs

Evaluate the performance of the following EDUCATIONAL PROGRAMS at GW. The examples should be used as a 
guideline for the meaning of a particular value on the rating scale.  means. However, you may use other personal 
examples or experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you 
have NOT USED the service in the past year.  



Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Few of the programs were of interest 
to me.  

The programs that were offered were 
boring, disorganized, or not very 
informative.

The information that was provided was 
often not relevant, helpful, or easy to 
understand.  

(The programs were poor and/or 
uninteresting.)

Some of the programs were of interest 
to me.  

Some of the programs that were 
offered were interesting, organized 
well, and informative.

Some of the information that was 
provided was relevant, helpful, and 
easy to understand.

(The programs were respectable 
and generally interesting.) 

Many of the programs were of interest 
to me.  

The programs that were offered were 
interesting, insightful, relevant, and/or 
useful to me.

The information that was provided was 
relevant, helpful, and easy to 
understand.

(The programs were exceptional 
and very interesting.) 

QUESTION

Programs and workshops offered in the 
residence halls 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Suggested Improvements: Housing

Instructions:  Please provide your comments on how to improve the following services.

Services provided by the House Staff (staff living in the residence 
halls)

Services provided by the GW Housing Office (staff in John Quincy 
Adams House)

Programs and workshops offered in the residence halls 

Importance: Dining and Food

Quality of food served at J Street in the Marvin 
Center 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Variety of food choices offered at J Street in 
the Marvin Center       
Quality of food served in on-campus dining 
establishments at Mount Vernon Campus       
Variety of food choices offered in on-campus 
dining establishments at Mount Vernon 
Campus

      



Quality of Dining and Food

Indicate your level of satisfaction with the food choices offered at GW.  Mark "Haven't used since Jan 2012" if 
you have NOT EATEN at the dining establishments in the past year.  

Not at all satisfied                Somewhat                                   Very satisfied

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

QUESTIONS

Quality of food served at J Street in the Marvin 
Center 

Haven't 
used 
since 
Jan 

2012



Not at 
all satis
fied (1)



(2)



(3)



Somew
hat (4)



(5)



(6)



Very sa
tisfied 

(7)

Variety of food choices offered at J Street in 
the Marvin Center        
Quality of food served in on-campus dining 
establishments at Mount Vernon Campus        
Variety of food choices offered in on-campus 
dining establishments at Mount Vernon 
Campus

       

Suggested Improvements: Dining and Food

Instructions:  Please provide your comments on how to improve the following services.

Quality of food served in on-campus dining establishments at 
Mount Vernon Campus

Variety of food choices offered in on-campus dining establishments 
at Mount Vernon Campus

Quality of food served at J Street in the Marvin Center 

Variety of food choices offered at J Street in the Marvin Center



Importance: Support Services

Counseling services provided by the 
University Counseling Center staff 

Not at all 
important

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Health education programs provided by the 
Student Health Service       

Services provided by the Medical Staff of 
Student Health Service       

Services provided by the administrative staff 
of Student Health Service       

Programs offered by Hallmark Programs 
(e.g., Midnight Breakfast, Welcome Week, 
Excellence in Student Life Awards)

      

Services provided by the Center for Student 
Engagement       

Programs offered by the Center for Student 
Engagement       

Services provided by the Multicultural 
Student Services Center staff       

Services provided by the International 
Services Office staff       

Services and resources provided by CADE 
(Center for Alcohol and Other Drug Education)       

Communication and interactions with CADE 
staff members       

Services provided by the GW Police 
Department       

Services provided by 4-Ride security escort 
service       

Services provided by the Office of Veteran 
Services       

Programs offered at the Lerner Health and 
Wellness Center       

Services provided by the Disability Support 
Services staff       

24-hour crisis intervention services provided 
by the University Counseling Center staff       

Services provided by EMeRG       
Services provided by the Office of Student 
Financial Assistance       

Quality of Support Services

Evaluate the QUALITY OF SERVICE you received at GW. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale. However, you may use other personal examples or experiences 
similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT USED the 
service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7



Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTIONS

Counseling services provided by the 
University Counseling Center staff 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed 

(1)



(2)



(3)



Meets 
expecta
tions(4)



(5)



(6)



Demon
strates 
a real s
trength 

(7)

Services provided by the Multicultural 
Student Services Center staff        

Services provided by the International 
Services Office staff        

Services and resources provided by CADE 
(Center for Alcohol and Other Drug Education)        

Communication and interactions with CADE 
staff members        

Services provided by the Center for Student 
Engagement        

Services provided by the GW Police 
Department        

Services provided by 4-Ride security escort 
service        

Services provided by the Office of Veteran 
Services        

Services provided by the Disability Support 
Services staff        

Services provided by the Medical Staff of 
Student Health Service        

Services provided by the administrative staff 
of Student Health Service        

24-hour crisis intervention services provided 
by the University Counseling Center staff        

Services provided by EMeRG        
Services provided by the Office of Student 
Financial Assistance        

Quality of Programs

Evaluate the performance of the following EDUCATIONAL PROGRAMS at GW. The examples should be used as a 
guideline for the meaning of a particular value on the rating scale.  means. However, you may use other personal 
examples or experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you 
have NOT USED the service in the past year.  



Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Few of the programs were of interest 
to me.  

The programs that were offered were 
boring, disorganized, or not very 
informative.

The information that was provided was 
often not relevant, helpful, or easy to 
understand.  

(The programs were poor and/or 
uninteresting.)

Some of the programs were of interest 
to me.  

Some of the programs that were 
offered were interesting, organized 
well, and informative.

Some of the information that was 
provided was relevant, helpful, and 
easy to understand.

(The programs were respectable 
and generally interesting.) 

Many of the programs were of interest 
to me.  

The programs that were offered were 
interesting, insightful, relevant, and/or 
useful to me.

The information that was provided was 
relevant, helpful, and easy to 
understand.

(The programs were exceptional 
and very interesting.) 

QUESTIONS

Health education programs provided by the 
Student Health  Service   

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Programs offered by Hallmark Programs 
(e.g., Midnight Breakfast, Welcome Week, 
Excellence in Student Life Awards)

       

Programs offered by the Center for Student 
Engagement        

Programs offered at the Lerner Health and 
Wellness Center        

Suggested Improvements: Support Services

Instructions:  Please provide your comments on how to improve the following services.

Services and resources provided by CADE (Center for Alcohol and 
Other Drug Education)



Communication and interactions with CADE staff members

Counseling services provided by the University Counseling Center 
staff

Services provided by the Multicultural Student Services Center staff

Services provided by the International Services Office staff 

Health education programs provided by the Student Health  Service  

Services provided by the Medical Staff of Student Health Service

Services provided by the administrative staff of Student Health 
Service

Programs offered by Hallmark Programs (e.g., Midnight Breakfast, 
Welcome Week, Excellence in Student Life Awards)

Services provided by the Office of Student Financial Assistance

Suggested Improvements: Support Services



Instructions:  Please provide your comments on how to improve the following services.

Services provided by the Center for Student Engagement

Programs offered by the Center for Student Engagement

Services provided by the GW Police Department

Services provided by 4-Ride security escort service

Services provided by the Office of Veteran Services

Programs offered at the Lerner Health and Wellness Center

Services provided by the Disability Support Services staff

24-hour crisis intervention services provided by the University 
Counseling Center staff

Services provided by EMeRG

Importance: Academic Support

Services provided by the Office for Study 
Abroad staff 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Services provided by the University Writing 
Center staff       

Quality of Academic Support

Evaluate the QUALITY OF SERVICE you received at GW. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale. However, you may use other personal examples or experiences 
similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT USED the 
service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7



Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTIONS

Services provided by the Office for Study 
Abroad staff 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed 

(1)



(2)



(3)



Meets e
xpectati
ons(4)



(5)



(6)



Demon
strates 
a real s
trength 

(7)

Services provided by the University Writing 
Center staff        

Suggested Improvements: Academic Support

Instructions:  Please provide your comments on how to improve the following services.

Services provided by the Office for Study Abroad staff

Services provided by the University Writing Center staff

Importance:  Mount Vernon Campus Services and Programs

Services provided by the Eckles Library staff 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Service provided by the Vern Express, 
connecting the Foggy Bottom and Mount 
Vernon campuses

      

Service provided at on-campus dining 
establishments at Mount Vernon Campus       

Extra- and co-curricular programs offered by 
the Center for Student Engagement at Mount 
Vernon 

      

Quality of Mount Vernon Campus Services



Evaluate the QUALITY OF SERVICE you received at GW. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale. However, you may use other personal examples or experiences 
similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT USED the 
service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5------------------------------6
------------------------------7

Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTIONS

Services provided by the Eckles Library staff 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed 

(1)



(2)



(3)



Meets e
xpectati
ons(4)



(5)



(6)



Demon
strates 
a real s
trength 

(7)

Service provided by the Vern Express, 
connecting the Foggy Bottom and Mount 
Vernon campuses

       

Service provided at on-campus dining 
establishments at Mount Vernon Campus        

Quality of Programs

Evaluate the performance of the following EDUCATIONAL PROGRAMS at GW. The examples should be used as a 
guideline for the meaning of a particular value on the rating scale.  means. However, you may use other personal 
examples or experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you 
have NOT USED the service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7



Few of the programs were of interest 
to me.  

The programs that were offered were 
boring, disorganized, or not very 
informative.

The information that was provided was 
often not relevant, helpful, or easy to 
understand.  

(The programs were poor and/or 
uninteresting.)

Some of the programs were of interest 
to me.  

Some of the programs that were 
offered were interesting, organized 
well, and informative.

Some of the information that was 
provided was relevant, helpful, and 
easy to understand.

(The programs were respectable 
and generally interesting.) 

Many of the programs were of interest 
to me.  

The programs that were offered were 
interesting, insightful, relevant, and/or 
useful to me.

The information that was provided was 
relevant, helpful, and easy to 
understand.

(The programs were exceptional 
and very interesting.) 

QUESTIONS

Extra- and co-curricular programs offered by 
the Center for Student Engagement at Mount 
Vernon 



Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Suggested Improvements: Mount Vernon Campus Services and Programs

Instructions:  Please provide your comments on how to improve the following services.

Services provided by the Eckles Library staff

Service provided by the Vern Express, connecting the Foggy 
Bottom and Mount Vernon campuses

Service provided at on-campus dining establishments at Mount 
Vernon Campus

Extra- and co-curricular programs offered by the Center for Student 
Engagement at Mount Vernon 

Importance:  Auxiliary Services

Service provided by the parking lot cashiers 
and attendants 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Service provided by GW Bookstore staff       
Service provided by GW Mail and Package 
Services staff       

Service provided by the GWorld Carding 
Operations staff (e.g., for issuance of new and 
replacement cards)

      

Ease of parking garage access       
Service provided at J Street (dining) in the 
Marvin Center       



Quality of Auxiliary Services

Evaluate the QUALITY OF SERVICE you received at GW. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale. However, you may use other personal examples or experiences 
similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT USED the 
service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTIONS

Service provided by the parking lot cashiers 
and attendants 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed 

(1)



(2)



(3)



Meets e
xpectati
ons(4)



(5)



(6)



Demon
strates 
a real s
trength 

(7)

Service provided by GW Bookstore staff        
Services provided by GW Mail and Package 
Services staff        

Service provided by the GWorld Carding 
Operations staff (e.g., for issuance of new 
and replacement cards)

       

Ease of parking garage access        
Service provided at J Street (dining) in the 
Marvin Center        

Suggested Improvements: Auxiliary Services

Instructions:  Please provide your comments on how to improve the following services.



Service provided by the parking lot cashiers and attendants

Service provided by GW Bookstore staff 

Services provided by GW Mail and Package Services staff

Service provided by the GWorld Carding Operations staff (e.g., for 
issuance of new and replacement cards)

Ease of parking garage access

Service provided at J Street (dining) in the Marvin Center

Importance:  Foggy Bottom Campus

Upkeep of and repairs for residence halls on 
the Foggy Bottom campus 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Upkeep of and repairs for non-academic 
buildings excluding residence halls on the 
Foggy Bottom campus (e.g., Marvin Center, 
Health and Wellness Center)

      

Upkeep, repairs, and appearance of grounds 
on the Foggy Bottom campus including outdoor 
spaces, walkways, and gardens

      

Recycling containers and education       
Waste management receptacles and timely 
trash collection       

Upkeep and condition of fitness equipment in 
the Lerner Health and Wellness Center       

Quality of Maintenance at Foggy Bottom Campus

Evaluate the effectiveness of GW MAINTENANCE SERVICES. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale.  However, you may use other personal examples or 
experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT 
USED the facility in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7



The upkeep of campus facilities is 
poor; they are rarely clean and poorly 
maintained.  

Repairs take much longer than 
expected and often are not fixed on 
the first or second attempt.

Big issues, problems, and repair 
needs seem to always come up.

(I think the campus and facilities 
look terrible and are poorly 
maintained.)

The upkeep of campus facilities is 
adequate; they are usually clean and 
maintained. 

Repairs are completed when expected 
and are usually fixed successfully on 
the first or second attempt

Big issues, problems, or repairs arise 
on occasion, but not very often.   

(I think the campus and facilities 
look acceptable and are adequately 
maintained.)

The upkeep of campus facilities is first
-rate; they are always clean and well 
maintained.

Repairs are completed faster than I 
expected and are fixed successfully 
on the first attempt.  

Big issues, problems, or repairs 
rarely, if ever, arise.  

(I think the campus and facilities 
look great and are exceptionally 
well maintained.)

QUESTIONS

Upkeep of and repairs for residence halls on 
the Foggy Bottom campus 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Upkeep of and repairs for non-academic 
buildings excluding residence halls on the 
Foggy Bottom campus (e.g., Marvin Center, 
Health and Wellness Center)

       

Upkeep, repairs, and appearance of grounds 
on the Foggy Bottom campus including outdoor 
spaces, walkways, and gardens

       

Recycling containers and education        
Waste management receptacles and timely 
trash collection        

Upkeep and condition of fitness equipment in 
the Lerner Health and Wellness Center        

Suggested Improvements: Maintenance at Foggy Bottom Campus

Instructions:  Please provide your comments on how to improve the following services.

Upkeep of and repairs for residence halls on the Foggy Bottom 
campus

Upkeep of and repairs for non-academic buildings excluding 
residence halls on the Foggy Bottom campus (e.g., Marvin Center, 
Health and Wellness Center)

Upkeep, repairs, and appearance of grounds on the Foggy Bottom 
campus including outdoor spaces, walkways, and gardens

Recycling containers and education

Waste management receptacles and timely trash collection

Upkeep and condition of fitness equipment in the Lerner Health and 
Wellness Center



Importance:  Mount Vernon Campus

Upkeep of and repairs for classrooms and 
science laboratories on the Mount Vernon 
Campus



Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Upkeep of and repairs for computer 
laboratories on the Mount Vernon Campus       

Upkeep of and repairs for residence halls on 
the Mount Vernon Campus       

Upkeep of and repairs for non-academic 
buildings excluding residence halls on the 
Mount Vernon Campus (e.g., dining hall, bistro)

      

Upkeep of and repairs for academic buildings 
on the Mount Vernon Campus (e.g., Academic, 
Eckles, Ames)

      

Upkeep, repairs, and appearance of grounds 
on the Mount Vernon Campus including 
outdoor spaces, walkways, and gardens

      

Recycling containers and education       
Waste management receptacles and timely 
trash collection       

Quality of Maintenance at Mount Vernon Campus

Evaluate the effectiveness of GW MAINTENANCE SERVICES. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale.  However, you may use other personal examples or 
experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT 
USED the facility in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

The upkeep of campus facilities is 
poor; they are rarely clean and poorly 
maintained.  

Repairs take much longer than 
expected and often are not fixed on 
the first or second attempt.

Big issues, problems, and repair 
needs seem to always come up.

(I think the campus and facilities 
look terrible and are poorly 
maintained.)

The upkeep of campus facilities is 
adequate; they are usually clean and 
maintained. 

Repairs are completed when expected 
and are usually fixed successfully on 
the first or second attempt

Big issues, problems, or repairs arise 
on occasion, but not very often.   

(I think the campus and facilities 
look acceptable and are adequately 
maintained.)

The upkeep of campus facilities is first
-rate; they are always clean and well 
maintained.

Repairs are completed faster than I 
expected and are fixed successfully 
on the first attempt.  

Big issues, problems, or repairs 
rarely, if ever, arise.  

(I think the campus and facilities 
look great and are exceptionally 
well maintained.)

QUESTIONS



Upkeep of and repairs for classrooms and 
science laboratories on the Mount Vernon 
Campus



Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Upkeep of and repairs for computer 
laboratories on the Mount Vernon Campus        

Upkeep of and repairs for residence halls on 
the Mount Vernon Campus        

Upkeep of and repairs for non-academic 
buildings excluding residence halls on the 
Mount Vernon Campus (e.g., dining hall, bistro)

       

Upkeep of and repairs for academic buildings 
on the Mount Vernon Campus (e.g., Academic, 
Eckles, Ames)

       

Upkeep, repairs, and appearance of grounds 
on the Mount Vernon Campus including 
outdoor spaces, walkways, and gardens

       

Recycling containers and education        
Waste management receptacles and timely 
trash collection        

Suggested Improvements: Maintenance at Mount Vernon Campus

Instructions:  Please provide your comments on how to improve the following services.

Upkeep of and repairs for classrooms and science laboratories on 
the Mount Vernon Campus 

Upkeep of and repairs for computer laboratories on the Mount 
Vernon Campus

Upkeep of and repairs for residence halls on the Mount Vernon 
Campus

Upkeep of and repairs for non-academic buildings excluding 
residence halls on the Mount Vernon Campus (e.g., dining hall, 
bistro)

Upkeep of and repairs for academic buildings on the Mount Vernon 
Campus (e.g., Academic, Eckles, Ames)

Upkeep, repairs, and appearance of grounds on the Mount Vernon 
Campus including outdoor spaces, walkways, and gardens

Recycling containers and education

Waste management receptacles and timely trash collection

Importance: Virginia Science and Technology Campus



Service provided by the VSTC Shuttle, 
connecting the Foggy Bottom and Virginia 
Science and Technology campuses



Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Upkeep, repairs, and appearance of grounds 
at VSTC including outdoor spaces, walkways, 
and gardens

      

Upkeep and repairs of academic buildings on 
the VSTC campus       

Quality of Maintenance at VSTC

Evaluate the effectiveness of GW MAINTENANCE SERVICES. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale.  However, you may use other personal examples or 
experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT 
USED the facility in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

The upkeep of campus facilities is 
poor; they are rarely clean and poorly 
maintained.  

Repairs take much longer than 
expected and often are not fixed on 
the first or second attempt.

Big issues, problems, and repair 
needs seem to always come up.

(I think the campus and facilities 
look terrible and are poorly 
maintained.)

The upkeep of campus facilities is 
adequate; they are usually clean and 
maintained. 

Repairs are completed when expected 
and are usually fixed successfully on 
the first or second attempt

Big issues, problems, or repairs arise 
on occasion, but not very often.   

(I think the campus and facilities 
look acceptable and are adequately 
maintained.)

The upkeep of campus facilities is first
-rate; they are always clean and well 
maintained.

Repairs are completed faster than I 
expected and are fixed successfully 
on the first attempt.  

Big issues, problems, or repairs 
rarely, if ever, arise.  

(I think the campus and facilities 
look great and are exceptionally 
well maintained.)

QUESTION

Upkeep, repairs, and appearance of grounds 
at VSTC including outdoor spaces, walkways, 
and gardens



Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Upkeep and repairs of academic buildings on 
the VSTC campus        

Quality of Services at VSTC



Evaluate the QUALITY OF SERVICE you received at GW. The examples should be used as a guideline for the 
meaning of a particular value on the rating scale. However, you may use other personal examples or experiences 
similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you have NOT USED the 
service in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

Personnel were rude, cold, and/or 
unprofessional.

Personnel were not knowledgeable 
and provided deficient, inaccurate, 
and/or unclear information.

Service or transaction was slow, not 
executed smoothly, many 
issues/problems arose, and there was 
no follow-up to assure my needs were 
met.

(I had no clue what I needed to do 
or how to do it.)

Personnel were polite and 
professional.

Personnel were generally 
knowledgeable and provided sufficient, 
accurate, and clear information

Service or transaction was executed 
smoothly, had no delays, few 
issues/problems arose, and there was 
an attempt to follow-up to make sure 
my needs were met.

(I eventually figured out what I 
needed to do and how to do it.)

Personnel were polite, professional, 
friendly, and showed genuine concern.

Personnel were very knowledgeable 
and went above and beyond in 
providing accurate, clear, and helpful 
information.

Service or transaction was executed 
very smoothly, had no delays, no 
issues/problems arose, and follow-up 
actions were taken to assure that my 
needs were met.

(I was confident about what I 
needed to do and how to do it.) 

QUESTION

Service provided by the VSTC Shuttle, 
connecting the Foggy Bottom and Virginia 
Science and Technology campuses



Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Suggested Improvements: Virginia Science and Technology Campus

Instructions:  Please provide your comments on how to improve the following services.

Service provided by the VSTC Shuttle, connecting the Foggy 
Bottom and Virginia Science and Technology campuses

Upkeep, repairs, and appearance of grounds at VSTC including 
outdoor spaces, walkways, and gardens

Upkeep and repairs of academic buildings on the VSTC campus

Importance of Information on Websites



Study Abroad website: 
(studyabroad.gwu.edu/) 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

Student Financial Assistance website: 
(gwired.gwu.edu/finaid/)       

Graduate admissions website: 
(graduate.admissions.gwu.edu/)       

Division of IT Support Center website: 
(itsupport.gwu.edu/)       

Office of the Registrar website (excluding the 
Schedule of Classes): (registrar.gwu.edu/)       

Colonial Central website: 
(colonialcentral.gwu.edu/)       
Employer research services offered by the 
David Fowler Career Center (e.g., 
CareerBeam, Going Global): 
(business.gwu.edu/careercenter/)

      

CADE (Center for Alcohol and Other Drug 
Education) website: (prevention.gwu.edu/)       

Disability Support Services website: 
(gwired.gwu.edu/dss/)       

GW Libraries website for identifying 
resources: (library.gwu.edu/)       
Elliott School Graduate Student Career 
Development database: Elliott School Career 
Connection (ESCC) 

      

Housing website: (Living.gwu.edu/)       
GW Career Center website and other online 
resources (e.g., GWork, Interview Stream, 
Optimal Resume, Vault, blog, social media): 
(gwired.gwu.edu/career/)

      

Mount Vernon Campus Life website       
International Services Office website: 
(gwired.gwu.edu/iso/)       

Center for Student Engagement website: 
(studentorgs.gwu.edu/)       

Division of Student Affairs website: 
(students.gwu.edu/)       

Graduate student assistantships and 
fellowship website (e.g., information about 
funding sources): (gwu.edu/~fellows/)

      

Veteran Services website: 
(veterans.gwu.edu/)       

Student Accounts website: 
(colonialcentral.gwu.edu/sao/)       

DegreeMAP website       

Quality of Information on Websites

Evaluate the effectiveness of the WEBSITE in providing information. The examples below should be used as a 
guideline for the meaning of a particular value on the rating scale. However, you may use other personal 
examples or experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 2012" if you 
have NOT LOOKED AT the website in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            



1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

It took me a long time (more than 3 
minutes) to navigate and find the 
information I needed.

Information on the website was often 
irrelevant, unhelpful, or difficult to 
understand.  

Most of the dates, deadlines, contacts, 
linkages, and information were out-of-
date.

(I had a lot of trouble finding any 
answers to my questions, and I felt 
confused.)

I was able to navigate the website and 
find the information I needed in less 
than 3 minutes.

Most of the information was relevant, 
helpful, and fairly easy to understand.

Most of the dates, deadlines, contacts, 
linkages, and information were up-to-
date.

(It took some time, but I was able to 
find answers to my questions, and I 
felt informed.) 

I quickly navigated the website and 
found the information I needed in less 
than 2 minutes.

All of the information was relevant, 
helpful, and easy to understand.

All the dates, deadlines, contacts, 
linkages, and information were up-to-
date.

(I effortlessly found clear answers 
to my questions, and I felt very 
informed.)

QUESTIONS



Study Abroad website: 
(studyabroad.gwu.edu/) 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

Student Financial Assistance website: 
(gwired.gwu.edu/finaid/)        

Graduate admissions website: 
(graduate.admissions.gwu.edu/)        

Division of IT Support Center website: 
(itsupport.gwu.edu/)        

Office of the Registrar website (excluding the 
Schedule of Classes): (registrar.gwu.edu/)        

Colonial Central website: 
(colonialcentral.gwu.edu/)        
Employer research services offered by the 
David Fowler Career Center (e.g., 
CareerBeam, Going Global): 
(business.gwu.edu/careercenter/)

       

CADE (Center for Alcohol and Other Drug 
Education) website: (prevention.gwu.edu/)        

Disability Support Services website: 
(gwired.gwu.edu/dss/)        

GW Libraries website for identifying 
resources: (library.gwu.edu/)        
Elliott School Graduate Student Career 
Development database: Elliott School Career 
Connection (ESCC) 

       

Housing website: (Living.gwu.edu/)        
GW Career Center website and other online 
resources (e.g., GWork, Interview Stream, 
Optimal Resume, Vault, blog, social media): 
(gwired.gwu.edu/career/)

       

Mount Vernon Campus Life website        
International Services Office website: 
(gwired.gwu.edu/iso/)        

Center for Student Engagement website: 
(studentorgs.gwu.edu/)        

Division of Student Affairs website: 
(students.gwu.edu/)        

Graduate student assistantships and 
fellowship website (e.g., information about 
funding sources): (gwu.edu/~fellows/)

       

Veteran Services website: 
(veterans.gwu.edu/)        

Student Accounts website: 
(colonialcentral.gwu.edu/sao/)        

DegreeMAP website        

Suggested Improvements: Information on Websites



Instructions:  Please provide your comments on how to improve the following services.

Study Abroad website: (studyabroad.gwu.edu/)

Student Financial Assistance website: (gwired.gwu.edu/finaid/)

Graduate admissions website: (graduate.admissions.gwu.edu/)

Division of IT Support Center website: (itsupport.gwu.edu/)

Office of the Registrar website (excluding the Schedule of Classes): 
(registrar.gwu.edu/)

Graduate student assistantships and fellowship website (e.g., 
information about funding sources): (gwu.edu/~fellows/)

Colonial Central website: (colonialcentral.gwu.edu/)

Employer research services offered by the David Fowler Career 
Center (e.g., CareerBeam, Going Global): 
(business.gwu.edu/careercenter/)

CADE (Center for Alcohol and Other Drug Education) website: 
(prevention.gwu.edu/)

Disability Support Services website: (gwired.gwu.edu/dss/)

DegreeMAP website

Suggested Improvements: Information on Websites



Instructions:  Please provide your comments on how to improve the following services.

GW Libraries website for identifying resources: (library.gwu.edu/)

Elliott School Graduate Student Career Development database: 
Elliott School Career Connection (ESCC) 

Housing website: (Living.gwu.edu/)

GW Career Center website and other online resources (e.g., 
GWork, Interview Stream, Optimal Resume, Vault, blog, social 
media): (gwired.gwu.edu/career/)

Mount Vernon Campus Life website

International Services Office website: (gwired.gwu.edu/iso/)

Center for Student Engagement website: (studentorgs.gwu.edu/)

Division of Student Affairs website: (students.gwu.edu/)

Veteran Services website: (http://veterans.gwu.edu/)

Student Accounts website: (colonialcentral.gwu.edu/sao/)

Importance of Website Transactions

Colonial Cash and Dining Plan Account 
Management (e.g., deposits, account activity) 

Not at all 
important 

(0)



A little 
important 

(1)



(2)



Somewh
at 

important 
(3)



(4)



Very 
important 

(5)



No 
opinion

FIXIT website for residence hall repairs       

iHousing process       

Online bill paying       

Quality of Website Transactions

Evaluate the effectiveness of the transactions provided by the following WEBSITES. The examples should be 
used as a guideline for the meaning of a particular value on the rating scale.   However, you may use other 
personal examples or experiences similar to these to help you in your ratings.  Mark "Haven't used since Jan 
2012" if you have NOT USED the website in the past year.  

Improvement is needed         Meets expectations                                         Demonstrates a real strength            



1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

It was very difficult to navigate and find 
the information I needed to process 
the transaction.

The instructions on how to complete 
the transaction were confusing and 
complicated.

No confirmation of and/or follow-up to 
the transaction was provided, even 
after I requested it.  

(It was confusing, and I am still not 
sure how to complete the 
transaction.)

It was manageable to navigate and 
find the information I needed to 
process the transaction.

The instructions on how to to complete 
the transaction were understandable. 

When solicited, confirmation of and/or 
follow-up to the transaction was 
provided.  

(It took some time, but I was able to 
successfully complete the 
transaction.)  

It was very easy to navigate and to 
find the information I needed to 
process the transaction.

The instructions on how to complete 
the transaction were clear and 
concise.

Confirmation of and follow-up to the 
transaction were provided 
automatically.  

(It was very easy, and it took no 
time to successfully complete the 
transaction.)

QUESTIONS

Colonial Cash and Dining Plan Account 
Management (e.g., deposits, account activity) 

Haven't 
used 
since 
Jan 

2012



Improv
ement 

is 
needed  

(1)



(2)



(3)



Meets e
xpectati
ons  (4)



(5)



(6)



Demon
strates 
a real s
trength  

(7)

FIXIT website for residence hall repairs        

iHousing process        

Online bill paying        

Suggested Improvements: Website Transactions

Instructions:  Please provide your comments on how to improve the following services.

Colonial Cash and Dining Plan Account Management (e.g., 
deposits, account activity)

FIXIT website for residence hall repairs

iHousing process

Online bill paying

Graduate Admissions



Indicate your level of agreement with the statements listed below. Mark "Haven't used since Jan 2012" if you 
have NOT USED the service in the past year.  

Strongly disagree Neither agree, nor disagree                                         Strongly agree

1-----------------------------2-------------------------------3------------------------------4-------------------------------5-----------------------------
-6------------------------------7

QUESTIONS

The Foggy Bottom graduate student campus 
tour was welcoming and informative. 

Haven't 
used 
since 
Jan 

2012



Strongl
y disagr
ee (1)



(2)



(3)



Neither 
agree, 
nor dis
agree 

(4)



(5)



(6)



Strongl
y agree 

(7)

The Fall Graduate Student Services Fair 
provided useful information about GW services, 
offices, and/or organizations.

       

The graduate student resource booklet, The 
Source, helped me learn about GW resources 
and policies.

       

Graduate Student Welcome Ceremony and 
reception provided me an opportunity to meet 
other graduate students.

       

Suggested Improvements:  Graduate Admissions

Instructions:  Please provide your comments on how to improve the following services.

The Foggy Bottom graduate student campus tour

The Fall Graduate Student Services Fair

The Source, the graduate student resource booklet

The Graduate Student Welcome Ceremony and reception

Part III:  Ranking Services

The following list of services is provided for your convenience.  Please use it to answer the questions below.  



Academic advising
CADE (Center for Alcohol and 
Other Drug Education)
Center for Student Engagement
Colonial Central
David Fowler Career Center 
Disability Support Services
Division of IT Tech Commons
Eckles Library
Gelman Library
Graduate Student Career 
Development (GSCD) 
GW Bookstore
GW Career Center
GW Housing (residence halls) 

GW Mail and Package Services
GW Police Officers (4-Ride, 
EMeRG)
GWorld Carding Operations
Himmelfarb Library
International Services Office 
IT Support Center- Help Desk
Jacob Burns Law Library
J Street (dining) in Marvin Center
Lerner Health and Wellness 
Center
Mount Vernon Campus Life 
Mount Vernon dining 
establishments
Multicultural Student Services 
Center

Office of Study Abroad
Parking lot cashiers and 
attendants
Registrar’s Office 
SEAS Career Center
Student Accounts (billing)
Student Activities Center
Student Financial Assistance
Student Health Service
University Counseling Center
University Writing Center 
Vern Express
Veteran Services Office
Work-Study Program

Q43 Out of all the services that you have used, (in no particular order) what are the top 5 that stand out as the 
best services offered at GW. 

A:

B:

C:

D:

E:

Q44 What qualities make these particular services stand out?

A:

B:

C:

D:

E:

The following list of services is provided for your convenience.  Please use it to answer the questions below.  

Academic advising
CADE (Center for Alcohol and 
Other Drug Education)
Center for Student Engagement
Colonial Central
David Fowler Career Center 
Disability Support Services
Division of IT Tech Commons
Eckles Library
Gelman Library
Graduate Student Career 
Development (GSCD) 
GW Bookstore
GW Career Center
GW Housing (residence halls) 

GW Mail and Package Services
GW Police Officers (4-Ride, 
EMeRG)
GWorld Carding Operations
Himmelfarb Library
International Services Office
IT Support Center- Help Desk 
Jacob Burns Law Library
J Street (dining) in Marvin Center
Lerner Health and Wellness 
Center
Mount Vernon Campus Life 
Mount Vernon dining 
establishments
Multicultural Student Services 
Center

Office of Study Abroad
Parking lot cashiers and 
attendants
Registrar’s Office 
SEAS Career Center
Student Accounts (billing)
Student Activities Center
Student Financial Assistance
Student Health Service
University Counseling Center
University Writing Center 
Vern Express
Veteran Services Office
Work-Study Program



Q45 Out of all the services that you have used, (in no particular order) what are the top 5 that stand out as 
needing the most improvement at GW. 

F:

G:

H:

I:

J:

Q46 What kind of actions do you think need to be done to improve these services? 

F:

G:

H:

I:

J:

Optional Incentive Information

Q47 To show our appreciation for completing this survey, GW will make a $2.00 donation to a local charity 
of your choosing.

 Capital Area Food Bank

 GW Responds: Hurricane Sandy Relief

 Miriam's Kitchen

Please click "Submit."
Thank you for your participation! 

Any questions should be addressed to the Office of Survey Research and Analysis, Rice Hall 
102, at (202) 994-2102, or sra@gwu.edu.


