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Summary of Campus Quality Survey 2014 Results 

At least once every three years, CNM asks employees for feedback about working at CNM. In March 

2014, CNM distributed the Campus Quality Survey (CQS) to see how initiatives and morale stood in 2014 

compared to prior years. The survey records responses by employee segment, and in general, more and 

more people are responding to the survey over time. 

 

The CQS is divided into two main sections, followed by supplemental questions. In the first section, 50 

statements are presented and the employee is asked to indicate the degree to which he or she agrees 

with the statement on two scales: once response for “This is how it is NOW,” and one response for “This 

is how it SHOULD BE.” A “gap” is then calculated to see how far the current rating is from the ‘should be’ 

rating. The second section of the CQS lists programs, services and activities offered at CNM and other 

colleges. For each of these offerings, the employee is asked to assess the quality of the service on a scale 

of poor to excellent, although “does not apply” is also an option. Finally, a third section asks five general 

questions about employment satisfaction and employee demographics. At the end of the survey, 

comments are recorded. 

Within the eight major areas the CQS focuses on for Section One, the largest gap between how 

employees perceive things are now and how they think things should be occurs in the “Employee 

Training and Recognition” section. This represents the largest discrepancy between the ideal and the 

observed in 2010 too, although the gap between the reality and ideal has decreased since 2010. The gap 

for Employee Training and Recognition fell from 1.5/5.0 in 2010 to 1.3/5.0 in 2014. 

The area with the smallest gap between how things are perceived to be now and how employees think 

they should be occurs in Customer Focus, as it was in 2010. The gap for Customer Focus fell from 1.1/5.0 

in 2010 to 0.9/5.0 in 2014. 

Among services evaluated in the CQS, Library & Learning Resources had the highest reviews overall. The 

lowest ranked service was parking. The services with the highest and lowest overall scores are shown on 

the following page. 

Count of Employee Responses by Type 1999 2000 2002 2007 2010 2014

Support / Classified 138 65 74 101 109 246

Faculty / Instructor 203 73 83 173 116 292

Department Chair 14 6 5 2 9 5

Administrative / Professional 115 25 39 107 130 236

Blank 3 6 2 8 8 19

All Responses 473 175 203 391 372 798
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Where is CNM Closest and Farthest Away from Meeting Expectations? 

The eight categories for employee satisfaction portion of CNM CQS list individual questions, which may 

appear in more than one of the sections – by both how things are and how they should be. The greatest 

and smallest gaps in each of the eight areas can be found below for each of the eight sections, along 

with a description of what each category means. “Weak” items are the item in each category that needs 

the most work to meet what employees see as ideal, the “Strong” items need the least work to meet 

what employees see as ideal. 

 

 

 

 

 

 

Highest Rated Services (All Employees) Score Lowest Rated Services (All Employees) Score

Library & Learning Resources 3.81 Parking for staff and faculty 2.66

Media, Audio Visual, technology services 3.76 Communication w/ Other Departments 2.73

Payroll services 3.70 Cafeteria & Food Services 2.86

Business office services 3.64 Personnel / human resource services 2.94

Relationships with private sector 3.59 Bookstore Services 3.03

Scoring Scale for Reviews of CNM Offerings

1 - Poor, 2 - Fair

3- Good, 4 - Very Good

5 - Excellent

Strongly Agree 5

Agree 4

Uncertain 3

Disagree 2

Strongly Disagree 1

Scale for How Things Are Compared to How Things Should Be:

Type Top Management Leadership & Support: Leadership Assessment Questions Now Should Be Gap

Weak Employees are rewarded for outstanding job performance 2.66 4.52 1.86

Strong Administrators have confidence and trust in me 3.75 4.56 0.81

Type Customer Focus: Customer Service Assessment Questions Now Should Be Gap

Weak Employees receive special training in improving customer service 3.00 4.31 1.31

Strong This institution promotes excellent employee-student relationships 3.70 4.52 0.82

Type Strategic Quality Planning: Planning & Improvement Assessment Questions Now Should Be Gap

Weak Employee suggestions are used to improve our institution 3.08 4.43 1.35

Strong The mission, purpose and values of this institutions are familiar to employees 3.87 4.49 0.61

Type Quality Assurance: Compliance with Planning Assessment Questions Now Should Be Gap

Weak Each department or work unit has written, up-to-date service expectations 3.02 4.36 1.34

Strong I know what is expected of me 4.02 4.59 0.56

Type Measurement & Analysis: Information Usage Assessment Questions Now Should Be Gap

Weak This institution analyzes all relevant data before making decisions 3.09 4.41 1.32

Strong

This institution uses state and national data to compare its performance with 

that of other institutions 3.59 4.26 0.67
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What is CNM Good at Compared to Two Year Colleges? 

Comparing employee perception ratings at CNM with those at other two year colleges, CNM rates 

higher in four areas and slightly lower in four areas. Each of the eight areas below is comprised of a 

bundle of questions from the CQS. The average from each bundle can be seen below. One note: even in 

areas where CNM rates lower than other two year colleges in 2014, CNM has shown slight improvement 

from 2010 to 2014. 

 

 

 

On average, CNM improved by about 4% in the eight broad categories from 2010 to 2014 as satisfaction 

increased from a 3.19 rating to a 3.33 rating in its self-assessment, while the two year schools improved 

by only about 1% from 2010 to 2014 increasing from a 3.29 rating to 3.32 . The figures are above are 

based on combining all the questions in the category to arrive at an average figure. 

 

Type Quality & Productivity Improvement Results: Expectation Assessment Questions Now Should Be Gap

Weak There are effective lines of communication between departments 2.68 4.48 1.81

Strong Faculty & Staff Take Pride in their work 4.00 4.62 0.62

Type Employee Training and Recognition: Are Employees Valued Assessment Questions Now Should Be Gap

Weak Employees are rewarded for outstanding job performance 2.66 4.52 1.86

Strong

Prof. development training programs are available to assist employees in 

improving their job performance 3.82 4.55 0.74

Type Employee Empowerment & Teamwork: Employee Culture Assessment Questions Now Should Be Gap

Weak

Processes for selecting, orienting, training, empowering and recognizing 

employees are carefully planned 2.95 4.50 1.55

Strong

Prof. development training programs are available to assist employees in 

improving their job performance 3.82 4.55 0.74

CNM in 2010 2 Yr in 2010

Area Should be 14 Now 10 Now Should be Now Now

Top Management Leadership & Support 4.49 3.38 3.22 4.51 3.35 3.31

Employee Training & Recognition 4.46 3.14 2.95 4.48 3.19 3.16

Employee Empowerment & Teamwork 4.45 3.41 3.26 4.46 3.36 3.33

Measurement & Analysis 4.41 3.35 3.23 4.39 3.38 3.35

Strategic Quality Planning 4.40 3.36 3.22 4.37 3.24 3.21

Quality & Productivity Improvement Results 4.37 3.31 3.18 4.41 3.33 3.29

Customer Focus 4.36 3.37 3.23 4.42 3.41 3.39

Quality Assurance 4.36 3.33 3.23 4.37 3.32 3.30

CNM 2014 Scores 2 Yr Schools in 2014

CNM stronger than two year colleges in 2014

CNM weaker than two year colleges in 2014

Scale for Employee Satisfaction:

Strongly Agree 5

Agree 4

Uncertain 3

Disagree 2

Strongly Disagree 1
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Results for Individual Items where CNM is Strongest and Weakest 

In general, the statements on the CQS where CNM was strongest and weakest in 2010 remained the 

strongest and weakest areas in 2014. There were two notable exceptions:  

1. Gaps between current perception and the ideal for “Quality improvement teams have been 

established in the organization” increased. This item had been identified as a strength in 

2010. 

2. Gaps between current perception and the idea for “Employees receive special training in 

improving customer service” decreased. This item had been identified as a weakness in 

2010. 

 

 

 

 

Note: Gap is calculated based on how close reality is to the ideal expectation. If expectations are 

mediocre and a result is mediocre, the gap will be low, but it not necessarily an area of strength. The 

same is true if reality and expectations are both low. From 2010 to 2014, most of the areas of great 

strength at CNM have continued to improve, while most of the areas of weakness continue to suggest 

room for improvement. 

 

 

 

Low Gaps: Where CNM is Closest to Meeting Employee Ideal Should Be Now Gap

I know what is expected of me 4.59 4.02 0.56

The mission, purpose and values of the institution are familiar to employees 4.49 3.87 0.61

Faculty and staff take pride in their work 4.62 4.00 0.62

This institution believes in continuous quality improvement 4.46 3.80 0.66

This institution uses state and national data to compare its performance with 

that of other institutions 4.26 3.59 0.67

High Gaps: Where CNM is Farthest from Meeting Employee Ideal Should Be Now Gap

Employees are rewarded for outstanding job performance 4.52 2.66 1.86

There are effective lines of communication between departments 4.48 2.68 1.81

Processes for selecting, orienting, training, empowering and recognizing 

employees are carefully planned 4.50 2.95 1.55

Administrators recognize faculty and staff when they do a good job 4.54 3.10 1.44

Employee suggestions are used to improve our institution 4.43 3.08 1.35

Areas that were amongst the strongest and weakest areas in 2010 are bolded.

Scale for Employee Satisfaction:

Strongly Agree 5

Agree 4

Uncertain 3

Disagree 2

Strongly Disagree 1
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What Do CNM Employees Care about Most? 

The five highest rated items for “how it should be” reflect areas where CNM employees have the highest 

expectations of the institution. The performance gaps for these items vary. The item “Faculty and staff 

take pride in their work” was rated very high in terms of how things should be and had a relatively low 

performance gap, suggesting this is seen as being close to the ideal. On the national level as well, this 

item was rated high in terms of how things should be and had a low performance gap. For CNM, the 

item “It is easy to get information at this institution” has a high performance gap.  

 

 

Overall, CNM employee perceptions appear to be gradually moving toward what employees consider 

ideal. One notable exception to this among the items with the highest expectations is that CNM is the 

provision of “user-friendly” computer systems for employees and students. The gap for this item 

increased in 2014 compared to 2010, perhaps suggesting that expectations for computers have 

increased. However, the CNM gap remains below that seen among all 2-year colleges surveyed across 

the U.S. 

Which Staff Liked Which Offerings at CNM In 2014, And How Do Staff Preferences Vary? 

The CQS asked employees to rate 30 different programs, services and activities available to students and 

employees based on their knowledge and use of such programs and services.  

 

 

 

 

What CNM & 2 Year Schools care about most over time

Items CNM Employees Care About Most Should be Gap Should be Gap Should be Gap

Faculty & Staff take pride in their work 4.62 0.62 4.61 0.69 4.65 0.63

I know what is expected of me 4.59 0.56 4.54 0.61 4.58 0.60

It is easy to get information at this institution 4.57 1.31 4.57 1.37 4.53 0.86

Our services to students are "user-friendly" 4.57 1.01 4.56 1.00 4.56 0.94

This institution has "user-friendly" computer systems to 

assist employees and students 4.57 1.07 4.53 0.98 4.55 1.10

2014 CNM Stats 2010 CNM Stats 2014 2-Year Norms

Highest Rated CNM Programs, Services and Activities by Employees

Library & Learning Resources

Media, Audio Visual, Technology Services

Payroll Services

Business Office Services

Relationships with the private sector and business community

Bold: Among top five ratings in 2010 too. 

Lowest Rated CNM Programs, Services and Activities by Employees

Parking for faculty and staff

Communication with other departments

Cafeteria and food services

Personnel/human resource services

Bookstore services



6 
 

 

When broken down by type of staff, there is considerable variation in what offerings at CNM are the 

weakest. 

 

 

 

 

 

 

 

 

Overall, most of the items that fell below employee expectations in 2010 remain below expectations in 

2014. Recruitment and orientation of new employees, HR, and cafeteria food were targets of complaints 

within certain staff categories. 

 

Lowest Rated CNM Offerings, Support & Classified Staff

Communication with other departments

Parking for faculty and staff

Cafeteria and food services

Personnel/human resource services

Recruitment and orientation of new employees

Bold: Among lowest five ratings in 2010 too. 

Lowest Rated CNM Offerings, Faculty & Instructor

Parking for faculty and staff

Bookstore Services

Communication with other departments

Recruitment and orientation of new employees

Cafeteria and food services

Bold: Among lowest five ratings in 2010 too. 

Lowest Rated CNM Offerings, Department Chair (five respondents)

Cafeteria and food services (tie)

Recruitment and orientation of new employees (tie)

Student Activities (tie)

Personnel / human resource services

Parking for faculty and staff (tie)

Computer information systems and services (tie)

Bold: Among top five ratings in 2010 too. 

Lowest Rated CNM Offerings, Administrative / Professional Staff

Cafeteria and food services

Personnel / human resource services

Parking for faculty and staff

Communication with other departments

Recruitment and orientation of new employees

Bold: Among top five ratings in 2010 too. 
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Who Likes Working at CNM? 

The CQS asked several questions specific to CNM. Several of these questions are quite useful for looking 

at how employees like working at CNM specifically. The overall response rate for question 81, asking 

about CNM job satisfaction increased by 118% from 2010 to 2014, but “satisfaction” as a response 

increased by close to 150%, as the other categories – not satisfied, somewhat dissatisfied, and very 

satisfied – grew at much lower clips, as can be seen in the graph below. 

 

In practice, this means that almost 72% of employees taking the CQS in 2014 were satisfied or very 

satisfied, up from 68% in 2010. The number of employees reporting they were not satisfied at all or 

somewhat dissatisfied fell from 17.8% in 2010 to 14.6% in 2014.  

Among the 2014 results (see next page), we can see that “support / classified” employees are the most 

dissatisfied working at CNM, with 18.8% somewhat or very dissatisfied. Around one in six faculty are 

dissatisfied – higher than the overall rate. Administrative / professional staff only report dissatisfaction 

at 7%, bringing the overall number down to the 14.6% mentioned above. 
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The survey results generally reflect a representative sample of CNM employees – with the part time and 

full time components being similar to the overall employment numbers. An exception is found with 

faculty: full-time faculty are overrepresented by 20% and part-time faculty are underrepresented 20%. 
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Recurring Comments from the 2014 Campus Quality Survey: 

For the 2014 CQS, 261 people provided comments to CNM. Many people offered more than one 

suggestion or compliment.  Some of the comments are ‘one off’ or not particularly common, but there 

are several themes which appear throughout the survey. Percentages below are calculated as comments 

in a category divided by all commenters.  

- Thirteen percent of commenters critiqued the survey design itself in some shape or form – 

saying that it is out of touch, tailored to experienced employees over new employees, and/or 

too long. 

- Almost 15% of commenters said there are pay equity issues. 

- In general, part time faculty reported feeling like ‘second-class’ faculty. Comments focus on pay 

discrepancies, having no chance of advancement to full time faculty, being deprioritized in 

setting up schedules when compared to full time faculty, having inadequate office space in 

comparison to full time faculty, and competence and education level not translating to pay or 

advancement opportunities.  

- Seventeen percent of commenters responded simply to say they really like CNM. 

- Twelve percent commented that goals are not unified across CNM, resulting in different 

portions of CNM pursuing different or even contradictory goals at the same time. 

- A few commenters worried about racism, ignoring ADA compliance for buildings, nepotism, 

favoritism, and sexism among decisions made by faculty and staff. Combined these comments 

came to almost 7% of all comments. 

- Some commenters (8%) said they would like to see better communication within and across 

departments. 

- Issues with HR, specific employees, and training were also common, with 7-8% of all 

commenters complaining about each of these issues. 

- The cafeteria food (mostly the cost) and parking lot system (mostly lack of space) each received 

a small share (less than 7%) of complaints. 

 


