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Introduction

Baptist University of the Américas is committed to a systematic 
process of self-assessment and continuous improvement. We 
believe that our effectiveness as an institution of higher learning 
requires that we have a clear understanding of our mission and 
goals and to follow a consistent process to evaluate our progress 
toward those goals.

As part of our institutional assessment program, we have some 
evaluation tools that allow the institution to collect information 
regarding the perception of our students, faculty, and staff on both 
the performance of key service departments and the overall 
institution.  These tools consist of a battery of surveys that are 
applied every cycle at different times of the year, thus promoting a 
critical reflection upon the entire institution. 



The assessment process involves all areas of the University, 
including instruction, direct services provided to students, physical 
facilities, and financial resources.  These areas of assessment are 
divided into two components: academic areas and administrative 
units. 

The results and analyses provided are integrated into our planning 
and continuous revisions. Our hope is that the ultimate result is the 
continuous improvement of our quality in all areas of institutional 
life.



Part I. Analysis of Surveys Results
Cycles 2014-15, 2015-16 and 2016-17

This report presents an analysis of the information collected by the 
different surveys conducted during the past three years.  

The analysis reviews the results from the two years before our
campus relocation and the year after. 

All surveys use the 5-points Likert scale. This is a “0 – 4” scale (0,1,2,3, 
and 4), where the higher level of satisfaction corresponds to an 
evaluation of “4” and the lowest corresponds to “0”. The scale is 
conceptualized as the letter-grade scale we use in instruction: A=4; 
B=3; C=2; D=1; and F=0.

The IE cycle is similar to the academic year, starting in August each 
year.



BUA Surveys

• Food Services Survey
• Housing Survey
• Student Opinion Survey
• Organization Effectiveness Survey



1. Food Services Survey 

This survey was used to evaluate BUA’s cafeteria service. The 
cafeteria was discontinued before the relocation of the campus. 
No cafeteria services are currently offered. 

During the 2016-2017 cycle, a student project in coordination 
with the Business Office and the Department of Business 
Leadership program initiated Acentos Café. This new food 
service was included in the BUA catalog and therefore is 
included in the assessment calendar for the 2017-2018 cycle.

We are using the feedback on the cafeteria services as a 
baseline for assessing Acentos Café.



Questions on the survey:

1. Overall food quality
2. Overall variety of food provided
3. The cleanliness of the food service facilities
4. Attractiveness of the food service facilities
5. Friendliness and helpfulness of the food service staff
6. Responsiveness of food service manager to student 

requests
7. Hours of operation during which food service is open
8. Days of operation (Monday-Friday) during which food 

service is open 
9. The responsiveness of the Vice President for Student 

Services and Enrollment Management to student 
requests & complaints

10.Your overall opinion of the BUA food service operation



Historical data

Quality Variety Cleanliness Attractive
ness

Friendli
ness

Responsi
veness

Hours
Operation

Days
Operation

Vice
President
responsi
veness

Overall
Opinion

2014-2015 3.50 2.92 3.65 3.15 3.88 3.56 3.31 3.65 3.63 3.58
2015-2016 3.39 2.73 3.52 3.39 3.67 3.45 3.27 3.76 3.52 3.45
2016-2017

 -

 0.50

 1.00

 1.50

 2.00

 2.50

 3.00

 3.50

 4.00

Food - Survey Evaluation



General Comments

• Everything is very good but I hope to find more menu 
options.

• Excellent.
• Service and food.
• Have more kinds of food. Serve dinner.
• More healthy food.
• More professional care to the overall view of food, 

preparation, quality and variety.
• Fruits and natural drinks provide nutrition and fullness. 
• Less expensive food please



Interpretation of Results

The cafeteria service has historically rated low on surveys. 
Reasons offered by students were varied, but the main reason 
was personal preferences on food.  As multicultural as BUA is, it 
was always a challenge to prepare food that everyone likes. 

In 2015 the Cafeteria changed from preparing different meals 
everyday to a fixed menu, with a corresponding increase of 
price.  The number of users declined dramatically, but those who 
continued using the service reported higher levels of satisfaction. 

Acentos Café operates in a similar way, having a menu, but the 
main difference is that, other than coffee, no food is prepared 
on-site.





2. Residence Life Survey 

This survey is typically conducted during the Spring semester of 
every IE cycle. The survey is distributed at every apartment in Piper 
Village.

It usually takes two weeks to collect answers to prepare the report. 
The typical response rate is 60%, which is low for assessment 
purposes.

In the last two cycles, we received comments about the need to 
modify the survey; however, no specific information had been 
provided in writing. 

The survey will be updated for the 2017-2018 cycle. 



Questions on the survey:

1. The safety and security of the residence hall
2. The attractiveness of the residence hall
3. The cleanliness of the residence hall
4. Assistance provided by the residence student staff
5. Assistance provided by the residence hall manager
6. The quality and usability of the residence hall study 

areas
7. The quality and usability of the residence hall kitchen 

areas
8. Atmosphere to support student academic success
9. The quality and variety of activities and programs 

provided for occupants of the residence hall
10.The responsiveness of the Vice President for Student 

Services & Enrollment Management to student requests 
and complaints

11.Your overall opinion of the residence hall environment



Historical Data

Security Attractive
ness

Cleanli
ness

student
Assistance

Hall
Manager

Study Area
Quality

Kitchen
Area

Quality

Atmos
phere Variety

Request
and

Complains

Overall
Opinion

2014-2015 1.74 2.50 2.35 2.67 2.54 2.46 2.80 2.67 2.37 2.28 2.57
2015-2016 2.72 2.66 2.64 2.31 2.22 2.31 2.61 2.76 2.11 1.90 2.62
2016-2017 2.92 3.06 3.03 2.92 3.06 2.92 2.85 3.21 2.73 2.92 3.12

 -
 0.50
 1.00
 1.50
 2.00
 2.50
 3.00
 3.50
 4.00

Residence Life Survey



Most frequent Comments

1. Security issues. Piper is dark at night.
2. The gate is open / broken.
3. Tardiness to answer or no answer to requests. 
4. Concern for children safety due to speeding vehicles.
5. Request for better furniture in the clubhouse.
6. Concern about people dumping trash outside the dumpster, 

and dumpsters full.
7. A big hole in the street, at the curve in front of building 2.
8. Laundry machines not working frequently, laundry areas need 

cleaning.
9. Playground is starting to deteriorate.
10.More student activities. 
11. Some apartments are messy. When I first came in my 

apartment, it was dirty.
12.Piper is awesome
13.Piper is a real blessing. My kids are safe.



Interpretation of Results
Student satisfaction ratings improved in 2016-2017 as 
compared to the two previous years.

Student comments indicate some level of uncertainty on 
the part of the students regarding who is responsible for 
housing and housing maintenance at BUA. 



BUA has responded to issues raised by Piper Village 
residents:

• Lights were repaired and a set of LED powerful lamps 
were installed in all buildings. 

• The street was repaired.
• Better furniture was placed at the Club House.
• AC units have been repaired





3. Survey of Student Opinion

This survey is typically conducted during the fall semester. 
Approximately one-third of the student body is randomly selected 
to answer the survey. This survey has 88 questions and provides 
students the opportunity to indicate their satisfaction level on each 
department that has interaction with them.

In the Fall of 2016, the survey was conducted during a longer 
period of time to permit students to evaluate the services offered in 
the new facility. A general increase in the level of satisfaction 
should be noted.  A preliminary report was presented to the ABHE 
auditor that came to BUA to confirm the relocation and assess the 
appropriateness of the building. The auditor was satisfied with the 
results reported.



One of the conclusions from this report was that the closeness to 
students in the new building has helped promote better 
communication and has also facilitated intradepartmental 
communication.

With the relocation, all departments at BUA have the opportunity 
to work closely with each other and use this closeness to develop 
procedures and channels of communication to promote growth.



Historical Data
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STUDENTS OPINION SURVEY TREND BY DEPARTMENT 
2014-2015 2015-2016 2016-2017



Admisions Registration Financial ID Bookstore Library Counseling Advising Technology
2014-2015 3.30 3.15 3.18 2.58 3.09 2.29 3.00 2.87
2015-2016 3.27 3.12 2.66 1.72 2.96 2.10 2.91 2.65
2016-2017 3.39 3.41 3.51 3.27 3.58 3.38 3.48 3.32

 -

 0.50

 1.00

 1.50

 2.00

 2.50

 3.00

 3.50

 4.00

STUDENTS OPINION SURVEY TREND BY DEPARTMENT 
2014-2015 2015-2016 2016-2017



Campus
Environment Food Service Academic

Program Policies Rules General Gral Business
Office

Christian Serv
Program Facilities

2014-2015 2.42 2.72 3.27 2.52 2.68 3.36 2.59 2.68
2015-2016 2.47 2.13 3.19 2.57 2.77 3.12 2.94 2.63
2016-2017 3.16 3.17 3.41 3.23 3.19 3.56 3.36 3.42

 -

 0.50

 1.00

 1.50

 2.00

 2.50

 3.00

 3.50

 4.00

STUDENTS OPINION SURVEY TREND BY DEPARTMENT 
2014-2015 2015-2016 2016-2017



Comments

1. BUA needs some sports places, more recreation areas
2. ESL classes would be more intensive.
3. Fitness class, how to live healthy, sports and arts, should be 

implemented. We need a soccer and basketball field.
4. Healthier food and snacks. 
5. Better accreditation to transfer to other universities.
6. I love BUA, and it is a perfect university for me. 
7. It is important to smile and good attitude to the students.             

(Friendliness and welcoming people)
8. More availability for counseling hours. 
9. More online classes.
10. Some people in security use headphones (not hearing others)
11. The building is wonderful.
12. Teachers be more neutral about their beliefs. 
13. Rules for dorms are relaxed. 
14.We need entry control at Piper. Piper is always dirty. 



Interpretation of Results

Numerically, students have rated the following areas with 
a B or above in the past three years: 

• Admissions, Registration, Academics, and the Business 
Office

The areas with the lowest ratings have been:

• Bookstore, Counseling, Campus Environment, Policies & 
Rules

All areas received higher ratings (all above B) in the past 
year.



Interpretation of Results
Considerations:

• Each department has experienced adjustments with the 
relocation. Some departments have changed 
personnel, others have improved the services offered, 
and few had no significant change.

• In the area of Financial Aid, the closeness to students 
probably accounts for the increase in ratings. 

• Hiring a professional counselor had been noticed by 
students which gave this area the highest rate in 
records.

• Respondents rated Policies and Rules higher in the past 
year. It is possible that the increase in ratings reflects 
more immediate communication through the TV 
monitors in the Student Union and the use of social 
media.



Interpretation of Results

The Christian Service Program is one of the few areas that 
has a positive trend in the last three cycles. However, no 
comments were provided by students, but the favorable 
evaluation suggests that changes in the program are 
perceived as positive.

It was not surprising to see that facilities’ ratings improved. 
The new building has been appreciated by students, 
employees, and visitors alike. We are grateful to God for it. 
We should all contribute to maintaining it in pristine 
condition. 

Finally, regional accreditation is an important issue for our 
students that would like to transfer to other institutions. 





4. Survey of Organizational Effectiveness

This 37-question survey is typically conducted in September-
October each year and is the tool that collects the perception of 
members of the Executive Team, Faculty, and Staff regarding 
BUA’s operation in general. 

This survey is distributed both by e-mail and printed copy to all 
employees.  



Historical Data

Role, Scope
and Mission

Communi
cation

Participa
tion

Planning and
Improve

ment
Technology Personnel General Facilities and

Grounds Summary

2014-2015 3.01 2.61 2.27 2.66 2.40 2.64 2.80 2.84 2.71
2015-2016 3.26 2.63 2.29 2.59 2.65 2.49 2.71 2.26 2.79
2016-2017 3.00 2.58 2.40 2.88 3.30 2.73 2.85 3.38 2.73

 -

 0.50

 1.00

 1.50

 2.00

 2.50

 3.00

 3.50

 4.00

Survey of Organizational Effectiveness Trend Analysis



Results

• Historically, we have had a low response rate to this survey. 

• Numerically, the institution has received an overall grade of C 
across most of the areas of assessment; the only exception is the 
understanding of our mission.

– Employee participation ratings are low. This includes 
participation in the decision-making process, budgetary 
process, and teamwork. 

– Other areas with low ratings are Communications, Planning, 
and Personnel.



• Informally, the IE area has heard comments that indicate 
reservations on the part of the respondents when they respond to 
the survey:

– A perception that the results may be ignored.

– Fear that privacy of information is not guaranteed since we 
are a very small institution. 

• Thus, this survey historically has had the fewest number of 
comments. However, the comments provided point to significant 
areas of concern. 

Results



Key Comments about Improvement

1. Work on recruitment
2. Accountability across the institution. Work by goals.
3. Communication of activities can be improved. I feel we have 

improved.
4. Communications between depts.
5. HR management to include professional development.  
6. Raising contributions. 
7. SACS accreditation 
8. University-wide communication regarding on planning
9. Whiteboards and projectors that are wrongly placed.
10. Relocate music rooms.
11. More parking
12. Our campus is fantastic and inspiring. 



Interpretation of Results

Relocation was a positive factor for our daily work activities 
in several ways.  
First, our access to a more reliable technology and IT support 
is praiseworthy. 
Second, as mentioned before, the closeness among the 
different areas has helped improve communication and 
permits frequent interaction.
Third, our work place is beautiful, and it feels great to work in 
such a place.
Fourth, and probably the most important, the relocation has 
provided us with the opportunity to reflect on what BUA is 
and separate the building from the organization.   



Interpretation of Results

An issue that has been reported at different times is the need 
for an HR person. 
• Hiring processes could be improved, 
• Positions need to be standardized, and 
• Supervisor-employee matters need a neutral person to 

revise them.

Another subject of great importance for BUA is maintaining 
ABHE accreditation and obtaining regional accreditation 
(SACS-COC). 
• Our self-study process is working on that matter





5. Course / Teaching Feedback

This evaluation form is provided to every student present in the 
classroom during a regular class in the last month of classes.  
Students have the opportunity to assess themselves, the instructor, 
course content, and the course in general. 

After the semester is over, every faculty member receives a 
detailed report with statistical information from his/her courses and 
students' comments. 

The analysis presented summarizes the findings per year instead of 
per semester.

Part II. Learning and Academic Assessment





Example of a report



Historical Data

Self-motivated Well-prepared I asked for help Time and
energy I participated Attendedance My best effort

2014-2015 3.64 3.55 3.60 3.56 3.64 3.68 3.65
2015-2016 3.60 3.49 3.59 3.52 3.60 3.64 3.64
2016-2017 3.64 3.51 3.63 3.59 3.59 3.72 3.67

0.00
0.50
1.00
1.50
2.00
2.50
3.00
3.50
4.00

COURSE / TEACHING FEEDBACK  - SECTION I: STUDENT SELF ASSESSMENT



Historical data

Well-organized Clear objectives
and criteria Assignments Evaluations Amount of work Intellectual level

2014-2015 3.74 3.73 3.73 3.74 3.72 3.66
2015-2016 3.71 3.69 3.70 3.70 3.69 3.69
2016-2017 3.75 3.75 3.77 3.78 3.76 3.71

0.00
0.50
1.00
1.50
2.00
2.50
3.00
3.50
4.00

COURSE / TEACHING FEEDBACK  - SECTION II: COURSE



Historical data

Asignments
connected

to
objectives

Instructor
encourage

ment

Instructor's
feedback

Instructor
excitement

Instructor
was

available

Instructor's
communica

tion
Fair grades Respect to

students
Use of

materials

2014-2015 3.77 3.77 3.74 3.75 3.80 3.76 3.78 3.81 3.81
2015-2016 3.76 3.74 3.72 3.72 3.78 3.73 3.78 3.81 3.79
2016-2017 3.78 3.80 3.78 3.64 3.82 3.78 3.82 3.86 3.82

0.00
0.50
1.00
1.50
2.00
2.50
3.00
3.50
4.00

COURSE / TEACHING FEEDBACK  - SECTION III: INSTRUCTOR



Historical Data

Continue learning Recommendation Overall  course Overall instructor Overall learning Overall value

2014-2015 3.67 3.67 3.69 3.74 3.67 3.70

2015-2016 3.63 3.64 3.68 3.69 3.65 3.68

2016-2017 3.66 3.67 3.69 3.76 3.68 3.71

0.00

0.50

1.00

1.50

2.00

2.50

3.00

3.50

4.00

COURSE / TEACHING FEEDBACK  - SECTION IV: OVERALL



Interpretation of Results

In general, our students report that they are satisfied with 
their courses and with their instructors. 
Most of the students reported that they read, come 
prepared to the classroom and have done the work that is 
expected from them.  Faculty perception of this may be 
different.

The section that historically receives the highest rating is the 
Instructor’s evaluation. On average, our instructors received 
a rating of 3.77 for the 3-year period of this analysis. 



Information by Program

General
Education

Cross Cultural
Studies

Biblical
Theological

Studies

Business
Leadership Music Spanish Human Behavior

2014-2015 3.69 3.71 3.72 3.66 3.85 3.59 3.66
2015-2016 3.63 3.40 3.62 3.60 3.86 3.76 3.57
2016-2017 3.58 3.58 3.76 3.66 3.92 3.68 3.77

 -

 1.00

 2.00

 3.00

 4.00

Course / Teaching Feedback Summary per Academic Program



Foundation Core College Readiness ESL BBI
2014-2015 3.41 3.83 3.48 3.98
2015-2016 3.26 3.71 3.48 3.85
2016-2017 3.56 3.67 3.38 3.91

 -

 1.00

 2.00

 3.00

 4.00

Course / Teaching Feedback Summary per Academic Program



Interpretation of Results

• When the information is analyzed by academic program, 
the satisfaction level reported by our students is above 3.0 
for all our programs. 

• Most of them rated between 3.4 and 3.7, and some very 
close to 4.0. 

• Even when there is an apparent tendency on some bar 
groups, the difference is very little to properly say that 
there is an increase or decrease on the satisfaction 
reported.

• Receiving these ratings is something that needs to be 
celebrated, and they should encourage each academic 
program to strive to maintain that satisfaction level with 
their students.  





Summary of the IE Process

From the I.E. Handbook:

Institutional Effectiveness (IE) at Baptist University of the Américas 
stems from the University’s commitment to the continuous quality 
improvement of all aspects associated with meeting its role, scope, 
and mission.  

Part II. I.E. Assessment Process



This commitment involves all individuals at all levels—from the 
administrative personnel, to faculty, and to the trustees—in 
responding to the following questions:

• Is the University operating according to its role, scope, and 
mission?

• Is it accomplishing what it set out to accomplish?

• What can it do to improve the quality of education provided to 
students?

• Have efforts to improve brought about meaningful and positive 
changes within the institution?



Every component of the institution must demonstrate planning, 
evaluation, and the use of findings to improve programs and 
services.

The mechanism used by the Institutional Effectiveness Committee 
to document and monitor the institutional effectiveness process is 
the “five-column model” developed by Dr. Jim Nichols.

This tool, like many others, is based on 
Deming’s Continuous Improvement Cycle: 





Summary of Achievements

Goals /  Intended Outcomes Results / Decisions taken
To streamline the Work Study Program 
process.

The new system (Parktime) and use of ID 
badges has been effective and has reduced 
the time used in computing hours for 
payroll and helped to identify student 
workers on campus.  / Continue using it.

To promote Satisfactory academic progress 
(SAP) standards by offering a SAP 
informational meeting in Fall 2016.

38% of the Fall 2016 students receiving 
federal aid attended the SAP policies 
informational meeting. From those who 
attended  96% of the students met SAP 
standards in Spring 2017.

Distance learning programs implemented 
effectively

• Online students rated online courses for 
an annual average rating of 2.85. 
/Distance Learning Unit will send 
feedback to OAA and Instructors toward 
improvement of online delivery.

• DFW students rated extension courses at 
3.73 / Continue support of DFW 
extension site. 



Goals /  Intended Outcomes Results / Decisions taken
Efficient and effective response to repair 
requests to Piper Village residents.

100 % of repair requests were answered 
and fulfilled within a satisfactory timeline / 
continue to implement the same practices

Modify the New Student Orientation 
program to facilitate the participation of 
more organizations and department during 
the orientation days 100%. 

The New Student Orientation Manual was 
created and reflected the participation of 
all the areas of the school / Continue

Financial Edge and Raiser’s Edge migration 
to the cloud.

Migration Completed and available to be 
accessed from the Cloud / Monitor 
effectiveness of the hosted services.



Goals /  Intended Outcomes Results / Decisions taken
Offer international missions opportunities: 
Two international missions minimum / 30 
students participating. 

Two international missions teams: 
Nicaragua and Mexico. Four national 
missions teams; 3 in Texas, 1 in Arkansas.  
And 40 participants / Expand the goal for 
next year to three international missions’ 
teams

Expand the Donor Base (to 600) by 
acquiring (150) new donors and renewing 
(150) lapsed donors.

412 total donors, 56 new donors and 84 
renewed lapsed donors /  The office will 
follow a new strategy plan for the next 
fiscal year and will hire additional staff to 
help reach the objectives



How assessment is used at BUA

Different departments have used the IE reports to complement their 
internal review of effectiveness in different ways:

1. To collect information on student satisfaction by a department 
that is independent from the department evaluated. Let us see 
the following example:  



The department of Student Services used the Student Opinion Survey 
to assess the effectiveness of the Counseling service provided at 
BUA.  The department set a high goal as expected outcome. 

At the end of the cycle, the outcome was not met, but we learned 
something in the process:  Most of the respondents did not use the 
Counseling Service, and therefore their evaluation was not 
representative of the quality of the services provided. 

Therefore, a new survey was created and given to students that did 
use the Counseling Service, and the results reported a higher level of 
satisfaction. 



2. For planning and budgeting purposes. 

Planning is always tied together with budgeting. If there is no 
budget to support the planning it becomes a futile process. 

Let’s see another example:

During the years of 2014-2015 on both 
surveys, the Student Opinion Survey
and the Residence Life Survey, the 
greatest concern at Piper was the 
lack of illumination which led to 
security issues, like minor robbery.  

The Business Office worked with the 
President to develop a plan to 
address this issue and assigned a 
budget for that purpose. 

Part of the sale of the property across 
the street from Piper was used to 
upgrade Piper lightning. 



3. Developing new metrics in coordination with 
the IE department. 

Example: During the 2015-2016 cycle, the Department of Music 
requested information for the IE department to assess the 
achievement of a particular Learning Outcome targeted that year: 
Content Mastery.  This was a new metric that was not used in the past 
for that program and was soon implemented by other academic 
programs. 



4. Research of standardized assessment tools.

Example: During the 2015-2016 and 2016-2017 cycle, the Institutional 
Effectiveness department made a presentation to the Instructional 
Council on assessment tools used by other Colleges and Universities 
to evaluate the following learning outcomes: Critical Thinking and
Communication. As a result the Instructional Council adopted a 
rubric published by the Association of American Colleges and 
Universities (AACU) on Critical Thinking.



This past year, the AACU rubric was used to evaluate student papers 
in the Human Behavior program. Using a tool like this not only allows 
the institution to assess learning outcome achievement across the 
different programs, but also to compare our results with those 
reported by other institutions of higher education.



NEXT STEPS:  
• To work on institutional effectiveness is not the work of one 

department but a work philosophy that is standard in higher 
education and is expected from every constituent of the 
University.  

• One of the challenges we have as an institution is to provide 
training to our new personnel and to foster the atmosphere of 
working towards established goals.

• Also, as an institution, we need to communicate those goals to 
all departments that participate directly or indirectly in the 
achievement of those goals. Most of the University’s processes 
are intradepartmental, therefore communication is key for 
success. 

• Additionally, every administrator, faculty, and staff member 
needs to promote a culture of accountability and assessment. 
Only what is measured can be improved.  



NEXT STEPS:  
As our institution grows in the use of reliable information for 
improvement and strategic planning, there is an increasing need to 
expand the scope and to make sure that we increase collaboration 
and communication across all areas. 
Next steps for I.E. include:
• Participate in collecting and performing analysis of information for 

the completion of the ABHE report.
• Collect information from alumni. 
• Collect information from non-returning students.
• Update surveys to reflect the names of areas and positions created 

in the last years.
• Provide training to new personnel on I.E.
• Complete research on outcomes assessment tools. 
• Create new assessment tools and metrics in collaboration with the 

areas that require them. 
• Incorporate updated and new tools in the reports that will be 

presented to the President and board of trustees.




