
Satisfied customers 
BY JOHN BEAHLER 

I, waso,t q" itc like a phoaccall from 
home. But this fall, during their lirst six 
weeks al Mizzou, nearly one-third of all 
new freshmen received a telephone call 
from the student affairs div ision. 

wanted to see if 
there arc common 

themes or problems 
they were 
experiencing." 

MU retention 
graduate. Provost 
Gerald Brouder 
puts it this way: 

freshmen ............ .... ....... .......... 82% "Weare 
rededicating the 
MU campus to 
students." 

Graduation ofter six years ........ 56% 
Volun teers asked freshmen how they 

were sett ling into the routine of classes 
and campus li fe, answered questions and 
helped them work through problems. 
Most students had positive things to say 
about their first weeks at Mizzou. The 
difficulties they mentioned ranged from 
homesickness to meeting the challenges 
of demanding new classes. 

''I think we probabl y learned more 
from this exercise than the freshmen did," 
says Dr. Charles Schroeder, vice 
chancellor for student affairs. "We 

Busi nesses have 
embraced the idea 
of total quality management as a way to 
bolster their bottom line. In the corporate 
world, that means marshaling the 
organization's resources in a never
endi ng pursui t of customer satisfaction 
and quality improvement. 

MU is emphasizi ng its commitment to 
students in much the same way. But in 
this case, the bottom line is student 
success - doing what it takes to keep 
students at Mizzou and help them 

Why students succeed 
All students ore different, and there are different reasons why some stay al a university until 
they groduote and others leave ofter a r.emester or two. However, notional research hos 
fou nd some common themes: 
Academic integration - Students ore more likely to be successful when they hove good 
study habits, know what they wont to major in and don't skip class. Rela tionships with 
faculty con make a difference in student success. 
Social integration -A social support system con be just as important as academic ties. 
That system includes close friends on campus and informal relationships with faculty and 
staff. 
A student's "fit" with the institution - For instance, students are in fora rude awakening 
if they come to MU expecting a Npartyschoal~ where they won't have to crock o book. Same 
students feel more al home at a small college, while others are more challenged at a major 
research university. 
Financial considerations - Scholarships, grants and work-study programs con help 
students focus on their clasr.es. The hours they spend on part-time iobs con eat into study 
time. Trying to maintain a high standard of living on a student budget prompts some 
students to leave school. ' 
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Building a user-friendly, customer
orien ted campus !hat focuses on the 
student as a whole person is a lop priority 
of Chancellor Charles Kiesler. Schroeder 
adds, "W hen students feel connected, 
when they feel involved, they do well." 

A case in poi nt : How ca n residence 
halls become learning communities built 
arou nd academic themes? This fal l, a 
progr:im called the Freshman Succc.<;s 
Initiative began channeling intens ive 
advising and tutoring services to studen ts 
living in the all -freshman Donnel ly Hall. 

At Donnelly, the number of residence 
assistants was more than doubled, from 
four to nine. Residence hall staff initiated 
a study-partner program. Tutoring is 
offered for students who arc enrolled in 
math, Engl ish and some large lecture 
classes - the kind of courses that often 
give freshmen fits. Workshops allow 
residents to interact with some of the 
University's top faculty members. 

"The idea is to spot problems early on 
and resolve them," Schroeder says. "We 
know that the fi rst six weeks seem to be 
critical for freshmen." 

Aimee Ziegler, a resident assistant in 
Donnelly Hall, says the Freshman 
Success Initiative means she can forge 
closer ties with her charges. That might 
mean proofreadi ng an English 20 paper, 
walking studenL<; through the process of 

W1 N TEll 1994 



dropping n class, or showing 
them whereeachof lheir 
classes will be held. 

High-school graduates 
Student retention is one 

result of aqLia li ty lcarni11g 
en11ironmcnt.Currcntly,aboul 
82percent of all rrcshmcn re
enroll for 1hcir sophomore ycnr 
at MU. After six ye,irs, 56 
percent o r Mizzou student.~ 

"Havingallfreshmen -
1hcre's a lot of positive 
energy. They're excited. They 
want to learn and they want 
to get involved," says Ziegler, 
a sen ior from St. l...ouis 
majoring in educational and 

C!J Mo,so,n US 
1977-78 64,564 2 8 million 
1990 91 46,928 2 3 million 
Declme 27 3% 17.8% 
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will earn a diploma, and 
nnother I percent to 2 percent 
sti ll will be enroll ed. A 

counsel ing psychology. 
The residence hall initiat ive won't 

stop with freshmen, Schroeder adds. 
"We're exploring the feasibi lity of 
creating a fine arts residential college, 
academic interest houses for engineering, 
nursing and lnwstudcnts,aswell as 
developing a residence hall that 
encourages intense student and fnculty 
interaction." 

Many of the changes under way in 
Mizzou 's residence halls arc driven by 
market demand, says Roger Fisher, 
director of residential lif'e. "Many of the 
options, such as the peer group hull s, 
came about as the result of a su rvey our 
office conducted in 1991." The peer 
group halls serve specific populations. 
One hall for juniors and seniors, and 
another for students 2 1 and older were 
full when school started this year. "We 
had the opportunity to discover what 
students really wanted," Fisher adds. 

What does the college student of the 
'90s expect from a residence hall? Some 
perks can be fairly routine. Cable 
television and telephone voice mail now 
are standard. "Weputcoinchangcrsand 
ice machines in all the halls recently," 
Fisher says. "That was a direct result of 
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the satisfaction surveys. We're listening 
to our customers." 

The effort is paying off. A higher 
percentage of last year's residents 
renewed their housing contracts this year. 
Schurz 1-1:ill , which was closed last year 
bc(;ausc of a luck or residents, has 
reopened and houses 400 students this 
year. 

Flexibility is high on the list of student 
demands. This year there arc more 
housing and meal options; students :ire 
guaranteed 11 s ingle room if they want 
one. 

cnmpuswidefocultyrnskforce 
recommended this fall that rrcshrnan 
retention rates be boosted to 85 percent 
over the next five years, and it sci a 
graduation rate goal of 60 percent to 65 
percent. 

"In some ways 1 !hink Mizzou is n 
sleeping gian1," Schroeder adds. "MU 
attrncls high quality youngs1ers. If you 
look al the price-to-value ratio, MU is a 
tremcndou.~ educational bargain. 

"Kicslcr's renewed comm itment to 
undergradtwle education is going lo 
enhance the 11aluc of an MU educnlion 
thalmuchmorc."m 

What students want 
A 1991 survey looked at the level of student satisfaction in MU residence hall living. These 
are the most important factors students mentioned: 

Independence, privacy and personal space 
Cost of residence halls 
Food services 
Cooking, laundry and recreolional facilities 
Friends who live in residence halls 
Conveniences and luxuries, such as change and stamp machines, air conditioning, 
weight rooms and saunas, and computers 

• Social interaction areas 
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