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Abstract

The purpose of this phenomenological study wasgmine the impact of student
support services on the engagement and satisfaattiomdergraduate non-traditional students at
Kansas State University. For the purposes of thidys student support services were defined as
non-academic departments or offices providing supgmrvices to students. The research
guestions were: (1) How do the experiences of maditional students, when utilizing the
services of university student support staff, inijgaeir engagement and satisfaction? (2) How
do non-traditional students regard their experiswegh student support services at Kansas State
University? (3) What types of programming do studripport services at Kansas State
University provide for non-traditional students? \Mhat level of involvement with student
support service functions do non-traditional studdimd as enhancing their learning experience?

Following the completion of in-depth interviews2@ non-traditional students, five
student support staff members and observatiorvefdiudent support staff offices, the
researcher identified the emergence of six themlased to the engagement and satisfaction of
non-traditional students: (1) commitment - studeperceptions of efforts to engage and satisfy
them through a commitment of university resour@sexpectations - demonstration of
investment in the students and validation of tpesence on campus by communicating clear
expectations, (3) support - provision and utiliaatof support services that promote student
success (4) involvement - perceptions of the m@hstiip between student and support staff and
opportunities for academic and social integrat{6éy)earning - efforts to enhance the learning
experiences of non-traditional students, (6) feelllbagathering of suggestions for change and

improvement to the non-traditional student expexen



These themes captured the experiences of nonitraaistudents while utilizing student
support services. Students who develop or expaiarpositive connection with a student
support staff member or faculty member reportetltth@se experiences leave them feeling
engaged in the life of the university and satisfieth their student role. Non-traditional students
were confused about what student support serviees available and how to utilize them. When
students seek the help of support staff, the stusféen left feeling as though the staff do not
understand their needs. Student support servimesfdid not differentiate between programs
specifically for non-traditional and traditionalaged students. Students could identify student
support service staff as connectors as playingadleeof; academic advisor, admissions
representative, financial aid advisor, housingfstedmber, faculty member or others who take

the opportunity to engage with the student.
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CHAPTER 1- Introduction
Since the beginning of time, human beings have beeajourney to be in relationships

with one another. Human beings have a story tatella need to communicate. While the
methods through which we communicate and buildicgiahips with one another have evolved
from cave wall drawings to chat room blogging, tleed to be in relationships with one another
has remained.

The tradition of higher education was that the arsity environment was to serve as a
realm in which students could engage in relatigmskiith others in and out of the classroom to
explore and expand upon knowledge gained throughlatude of disciplines. The
underpinnings of higher education remain rooteproviding an avenue for training that leads to
improving the course of one’s life journey. Thetsasf education and dwindling resources
encourage university administration to focus oairghg students.

Exploration of the factors that lead to non-tramhial student persistence, retention, and
eventual graduation have been studied and anal(yzea, 1993). Yet, with no research has
been done to evaluate the connection between dtadpport services and non-traditional
student engagement and satisfaction. Researckh@atanique needs of non-traditional students
has been building since the mid-1980s, but stugpesifically exploring the connection between
student support services and student engagemersaéisthction are non-existent.

Overview

Due to a downturn in the number of graduating Hgiool seniors in Kansas and a
leveling off nationwide of graduates, an emphasisetention is resurfacing. Universities and
colleges in Kansas are facing declining enrolimefssa result, university administrators are

increasingly aware of the significance of reteniiBnBosco, personal communication,



September 16, 2005). Figures 1 and 2 illustratéetraing out of high school graduates
nationwide and in Kansas a downturn for a decatie (Jollege Board, 2007).

In preparation for declining high school enrolingerKansas State University will have to
explore and improve upon efforts to retain stud&ts particularly unique populations. As the
traditional market of undergraduate students skrarid/or levels out, the importance of

retaining the growing non-traditional student maikemperative.
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Figure 1 Nationwide High School Graduates, 1993 to 2018.
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Figure 2 Kansas High School Graduates, 1991 to 2018.

One example of a unique population is the non-i@thl student. Adult students, often
called non-traditional students, are one of thetmagsdly growing segments of today’s college
student population. From 2005 to 2016, enroliméstudents age 25 and older is expected to
rise by 21 percent at degree-granting institutibiGES, 2002).

The circumstances faced by a non-traditional studensimilar to those faced by a
minority student. In the youthful world of most e students (traditionally college-aged 18 to
22 year olds), non-traditional and minority studecdn be marginalized to the mainstream of
institutional life (Tinto, 1993). The specific chahges facing this population will be explored in
the literature analysis.

At many universities, student support service fiomd, such as academic assistance
centers, career and employment services, and felaaid, serve as a means of retaining
students. The role that non-academic integratiagsin non-traditional student life within the

university setting is one area that is especiatigiear (Lundberg, 2003). Non-academic

3



integration takes place in offices that delivedstot support services. One might draw the
conclusion that to capture and retain non-trad#i@tudents, student support service efforts will
need to widen their focus. Therefore, it is impott@ ascertain if student support services are
responding to the needs of this unique studentlptpo.

The experiences of non-traditional students witiyidle a new base of knowledge about
the role that student support services play irethgagement and satisfaction of students. This
data will provide recommendations for practitionansl programs in student support services at
K-State and other institutions of higher learniwhen analyzed and synthesized, the stories and
feedback shared by students can provide a roadondquilding a stronger connection that can
enhance the student’s learning experience.

Purpose Statement
The purpose of this study is to examine the expees of non-traditional students while

utilizing student support services and the implaesé experiences have on the engagement and
satisfaction of undergraduate non-traditional sttsl@at Kansas State University. Data gathering
will include not only student interviews but suppstaff interviews and support service office
observations.

For the purposes of this study, student suppovices is defined as non-academic
departments or offices providing support servicestidents. On a national scale, non-traditional
students are identified by their enrollment patefmancial dependency status, family situation,
and high school graduation status (Horn, 1996 K#&tsas State University, non-traditional
students are defined as undergraduate and grastuaents who are married, have children, are
reentering the education system after several yeaese 25 years of age or older (Adult Student

Services, 2005).



Autobiographical Statement

For the researcher, this phenomenon has been erped two-fold — both as a non-
traditional student and as a student affairs psxdesl working with non-traditional students.
Upon entering graduate work, the researcher didnittdlly see herself as a non-traditional
student. In the course of working through differgraduate assistantship duties and academic
coursework, the majority of experiences focusegmparing the student-practitioner to serve
the needs of traditionally-aged students.

The opportunity to work with non-traditional studecame about unexpectedly and
initially was met with fear and distrust. What ierfcoursework had prepared her to serve under-
represented groups such as international, nontitvadl, and graduate students? The moment the
researcher set foot on campus it was clear thatimgrvith the new and non-mainstream groups
mentioned would challenge her and provide limitie@gpgortunities to grow.

The researcher quickly learned through her own eempees that the majority of non-
traditional students are at a point in their livdgere they are committed to completing their
education and are appreciative and eager for advidesupport. Frustratingly, the program
offerings and focus of student support servicesaread on traditionally-aged students.

Then the opportunity arose for the researcher ¢tofine a non-traditional student herself
while pursuing a doctorate. This time around, tted@mic experience would be juggled along
with work and a growing family. It became clearttha a non-traditional student, her needs for
support were different and her approach to her &t hinged upon many outside factors. The
lens through which the staff member had been miagther craft began to change. The
researcher as a student began to see challenges fnon-traditional student’s perspective.

The development of a dissertation topic and itssgbent exploration take time and

endurance, and the topic must be of interest toabearcher to sustain him/her over time. The



research topic crystallized quickly — a study faegn the experiences of non-traditional
students. The chance to serve as a steward of newlédge that could lead to improving the
engagement and satisfaction of non-traditionalesttglbecame the quest. The journey finds the
researcher experiencing and studying the phenom&nuauitaneously.

Research Questions
Exploration of the following questions allowed ttesearcher to assess the impact student

support services have on the non-traditional stueeperience:
1. How do the experiences of non-traditional studerten utilizing the services
of university student support staff impact theigagement and satisfaction?
2. How do non-traditional students regard their exgrezes with student support
services at Kansas State University?
3. What types of program offerings do student suppentices at Kansas State
University provide specifically for non-traditionsfudents?
4. What level of involvement with student support segvfunctions do non-
traditional students find as enhancing their lesgreéxperience?
These questions will be addressed through intesvigith non-traditional students and
support staff at Kansas State University.

Study Limitations
The challenge facing this study is the use of megbrted data. With self-reporting, the

strength of the data depends to some degree onthadss reporting wish to share. While the
researcher can make efforts to ensure strong stesign, develop open-ended questions, and
build a foundation of trust, much of what the styiblds depends on those being interviewed.
The willingness of students to discuss both pasiimd negative experiences, with the researcher

greatly impacts the outcome.



Given that little research into the impact of sttdgupport services on the lives of non-
traditional students has been conducted, this stadyserve as a basis for future research. The
stories shared by students and the insights gairedde a foundation of knowledge and open
opportunities for future research into the engageraed satisfaction of non-traditional students.

Definition of Terms

For this research study, the terergyagemensatisfactioninvolvementnon-traditional

studentsandstudent support servicese defined as:

1. Engagement: The student’s involvement in purfubsetivity that allow them to
acquire knowledge, skills, and competencies (K@012.

2. Satisfaction: An indicator of the degree to hacstudent enjoys the role of being a
student and reports a lack of boredom (Bean & Matzio85).

3. Involvement: The opportunity to spend time ompas engaged in activities and
building relationships with members of the univgrénat enhance student learning
(Astin, 1993).

4. Non-traditional students: At Kansas State Ursigr non-traditional students are
defined as undergraduate and graduate studentanghoarried, have children, are
reentering the education system after several yeaese 25 years of age or older
(Adult Student Services, 2005).

5. Student support services: Non-academic depattnoeroffices providing support
services to students as defined by Kansas Stateeksity and identified under
administration of institutional advancement (KanSg&ste University, 2009).

Non-traditional Student Definitions and Data

There has been a shift in the demographics ofgeltudents in the United States. Adult

student enroliment in postsecondary education asz@ from 2.4 million in the 1970s to 6.5



million in 2000 (Imel, 2001). Among the anticipatiednds in enrollment was an increase in the
number of women, minority students, internatioriatients, and older adult students (Hughes,
Frances, & Lombardo, 1991). Since 1980, non-trawigi students have shown a 50 percent
growth rate nation-wide (Aslanian, 1996). At KanSaate University, the population of non-
traditional students has grown to more than 20ep#rof total enrollment.

It is difficult to obtain accurate data regardihg number of non-traditional students at
Kansas State University because not every descigpftagged by the Registrar’s Office. The
only student applications that can be categorizagoa-traditional are those of students age 25
and older or those indicating they are marriedd&tis who may be single with children are not
flagged as non-traditional. The actual number of-traditional students at Kansa State
University is not recorded, nor is the retentiortto$ population tracked.

The concept of the non-traditional student is Madtted. These students have been
labeled as transfers, part-time, commuter, maadelt and, finally, non-traditional. Bean and
Metzner (1985) described a non-traditional stu@dent

older than 24, does not live in a campus residéace is a commuter), or is a part-time

student, or some combination of these three fad®rmot greatly influenced by the social

environment of the institution and is chiefly cormesd with the institution’s academic

offerings. (p. 489)

The National Center for Education Statistics (NCES@d age as the most defining
characteristic of this population, followed by dirent patterns, financial and family status, and
high school graduation status (NCES, 2002). At learfState University, the Adult Student
Services Office defined this constituency as, “2arng of age or older, married, a parent, or

returning to school” (Adult Student Services, 2005)



NCES (2002) also noted that the criteria chosadentify non-traditional students
pertain to choices and behavior that may increastents’ risk of attrition, and as such, are
amenable to change or intervention at various stagthe student’s academic career. Many of
the characteristics of non-traditional studentsiaterrelated. For example, a student may delay
enrolling in postsecondary education or attend-fwaae because of work or family obligations.

Researcher’s Perspective

Through data collection and observation, the pesexperiences of the researcher might
play a factor in the results. From personal amdgssional relationships with non-traditional
students, the researcher has often heard thatradiidnal students view the university as
making minimal efforts to evaluate the deliverysapport services to non-traditional students.
The researcher acknowledges that she is enteriogha research process assuming she will see
a connection between the experiences of non-toeaditistudents utilizing student support
services and the impact of those experiences oarthagement and satisfaction on non-
traditional students.

In the literature analysis to follow, Astin’s (19%Beory of student involvement will be
reviewed along with Tinto’s (1993) views on studatiention. This connection between student
involvement and engagement into college life withpde a framework to analyze the
experiences of non-traditional students while zitily student support services. The literature
analysis will explore efforts being made in acadetiadopt practices that address the unique
needs of non-traditional students. The analysedoit-centered practices and engagement of
non-traditional students will assist the researah@nalyzing interview and observation data for

themes related to the delivery of services to madiional students.



CHAPTER 2- Literature Analysis
Philosophical and Theoretical Framework

The theoretical framework serves as a lens wittciwko guide the data collection
process and analyze the relationship between stgdpport services and non-traditional
students. For the purpose of this research profetin’s (1993) theory of student involvement
will be utilized along with Tinto’s (1993) views atudent attrition. Although it is impossible to
narrow either theory to just one point, the mameteof Astin’s (1993) work is that students’
learning is affected through involvement on camfuisto’s (1993) perspective was that a
student’s lack of incorporation into the life oethollege is reflected in student departure from
college. This connection between involvement arghgement into college life provides a
framework to analyze the experiences of non-trawldi students while utilizing student support
services. Tenets of both theories were used td quafstions as part of the interview protocol.

According to student involvement theory, activitibat draw student efforts off campus
have a negative effect on learning because thestias leave students with less time and
energy for involvement on campus (Astin, 1993). Butheir unique stage in life, non-
traditional students may be the most time-challdregadent population because of full-time
work, family obligations, and other restrictions their time. The resulting restrictions in their
interaction with other members of the universityncounity may severely constrain learning
important patterns of social behavior that allowftdl incorporation into college life (Tinto,
1993).

The time demands of family and work situations dreom-traditional students away from
the opportunity to make contact with faculty, stafid other students. Those demands also
interfere with engagement in campus activitiesdis of retention among married students

suggest that family responsibilities may sometiimesler academic persistence and does so

10



increasingly for females more than for males (Ast®93). The demands of full-time
employment can constrain academic persistence sadttean part-time employment. The effect
upon persistence is related to the amount of empdoy and the degree to which it removes the
individual from campus life. While off-campus wdrknits one’s interaction with faculty and
students, on-campus employment seems to enhaniseimieeaction with other members of the
institution. As the non-traditional student is mékely than the traditional college student to be
married, live off campus, or be employed while radiag college, non-traditional students are
also more likely to encounter greater problemsifigdime for involvement on campus (Astin,
1993).

The environment of non-traditional students puiksitt time and energy away from
campus involvement opportunities. Tinto’s (1993%ifion was that the causes of non-traditional
student departure are significantly affected bydbgree of their intellectual and social
involvement in the life of the institution. Thereeavarious factors influencing these forms of
student involvement. Informal interaction with atlstudents and faculty outside of the
classroom seem to be of particular importance ¢Tih®93). No matter if the contact is
academic, social, informal, or formal, contact th@tnects non-traditional students to the
university appears to be a foundational comporretiie social and intellectual development of
non-traditional students.

One limitation of studies focusing on time awaynfiroampus hindering the student
learning experiences is that they have yet to Ipiexpto students 30 years and older (Lundberg,
2003). As a result, the experiences of a largeetuddsnon-traditional students have never been
examined using this framework. Bean and Metzne8%)18ffered a model of the college

departure process for older or non-traditional stusl that is influenced by one or more of the
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following variables: academic performance, inteneave, previous performance and
educational goals, and environmental variables.réeearchers indicate that environmental
variables (e.g., finances, hours of employmentidatencouragement, family responsibilities
and opportunity to transfer) have a greater impaaleparture decisions of adult students than
academic variables (e.g., study habits, academvisiad, absenteeism, major certainty, and
course availability). The connection between aeisl opportunity for involvement and the
environmental variables that often draw them awagnfcampus warrants additional research.
Bean and Metzner (1985) proposed that the mostritaupioretention variables are likely to differ
for subgroups, such as older students, part-tiongdesits, ethnic minorities, women, and
academically under-prepared students at diffesgrdd of institutions.

In a recent study regarding time limitations aisdnipact on adult learners, the quality of
relationships between university administrators aow-traditional students was a strong
predictor of learning (Lundberg, 2003). This resbdound that students learned more when
they experienced interactions with university supptaff that could be categorized as helpful,
considerate, and flexible. Increased student lagrand engagement lend themselves to the
retention of students. The significance of Lundl#(8003) findings when coupled with Astin’s
student involvement theory (1993) was that it caien universities to ensure that non-
traditional students are able to experience sutidastationships with university support staff
and administrators. Meaningful involvement can ti@eved through extended office hours,
restructuring of services, and providing staffrirag regarding the unique needs of non-
traditional students. Non-traditional studentsaften less willing to ask for assistance in making
the transition to college (Lundberg, 2003). Fot le@son, some institutions have made it a point

to have specific orientation programs designedipalty for older students. Other universities
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establish organizational units whose task it isdimmunicate with and assist older students
(Tinto, 1993). The policy implications of reseafoidings such as Tinto’s (1993) appear to be
quite clear — institutions should encourage cortativeen non-traditional students and the
university community whenever and wherever possible

In 1996, the American College Personnel Associaifd®PA) drafted a document titled,
“The Student Learning Imperative,” that asserted the central role of student affairs functions
is to foster student learning. At many universitad colleges, student support service functions
foster learning in an effort to retain student®tiyh entities such as academic assistance centers,
career and employment services, financial aid, ®its retention occurs through the university’s
ability to create an environment that encouragasilag and positive involvement. Studying the
delivery and use of student support services bytramitional students may allow for
connections to be drawn between engagement, stadgsitaction, and ultimately retention.
Currently, there is no data on the non-traditictatlent perspective of this connection. This
study explores the phenomological experiences pftraaditional students as it gathers their
stories and feedback regarding the role that stugigyport services plays in the engagement and
satisfaction of non-traditional students. Persistein college may arise in academic and the
social systems of the institution and reflect titeliectual and personal integration and
incorporation of the individual into the collegenmmunity (Tinto, 1993). Greek organizations,
on-campus living groups, union programming eveetsure series, extracurricular programs
and intramurals may all provide individuals withpoptunities to establish repetitive contact with
other members of the institution in circumstancésgctvlead to the possibility of integration in
to college life (Tinto, 1993). The challenge idital a way to connect students who have fewer

opportunities for involvement with activities than fit in their time-challenged lives. One
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might suggest that student services need to reachnol not to trust a student’s ability to
navigate the institutional maze on their own.

A study by Graham and Gisi (2000) showed the mare that adult students were
engaged in courses, other related learning aesyiand campus activities, the greater their
reported learning outcomes. The benefits of involert and the value of student-to-faculty and
student-to-student interactions are difficult thiaee because engaging non-traditional students
in the broad campus environment is difficult. Noaditional students have fewer opportunities
to become involved in the campus environment atetact with peers and faculty due to time
constraints. This lack of involvement could havgateve ramifications for students who miss
out on key elements of the college experienceay tre not involved in the out-of-class
activities that stimulate learning (Graham & G&)00).

Utilizing the work of Tinto (1993) and Astin (19983 a foundation for the study will
allow for an increased understanding of how theoofomity to develop relationships with
administrators and support staff can impact stugdérite degree of involvement can affect the
learning and retention of non-traditional students.

The use of Tinto’s (1993) perspective on the imgoaee of student integration into the
life of campus will allow for analysis on how thpportunity for engagement can impact
satisfaction. Tinto (2008) asserted that reseaothtpto six conditions within institutions that
are supportive of student success; commitment,aapens, support, feedback, involvement,
and learning. These conditions are identified i@ (2008).

1. Commitment: Institutional commitment is a tragastment of resources to enhance

student success.
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2. Expectations: Students quickly pick-up on tHéeding expectations that institutions
have for students in how we treat and label thelmes€& expectations validate their
presence on campus.

3. Support: Support that promotes success mustdactlements that are academic,
social, and financial in nature.

4. Feedback: Monitoring and feedback are criticathponents to success. Settings that
provide faculty, staff, and students’ feedback dlpmuiformance provide an
environment for success.

5. Involvement: Described by Tinto (1993) and Agfi893) as academic and social
integration, it is a key to student success. Edoical communities must be built to
involve all and not just some students.

6. Learning: Students who learn are students wdno $the more time a student can stay
engaged in learning the more successful the itistitwvill be in graduating the student.

Case studies conducted in the United Kingdom (Bar&bEett, 2000) called for a two-

way process of change and development at univessftthey desired that non-traditional
students enjoy a successful experience. This psdoegins with that gathering of feedback to
determine needed changes and adaptations in tiveryabf services to non-traditional students.
What follows step 1 is the development of proceslln@sed upon recommendations for change.
For universities, this means that their policied processes must be inclusive and allow
adequate support of non-traditional students. Aapheenological study that yields stories and
experiences of non-traditional students can heigesit affairs practitioners examine their
programs and efforts at involvement opportuniteebdost student retention. To achieve this

goal, the questions used in research will be grednd Tinto’s (2008) conditions for student
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success. Each question will seek to address om® of the following institutional conditions:
commitment, expectations, support, feedback, iremlent, and learning.

Analysis of Related Literature
The overall goal of this review was to investigateat has been written about the impact

of student support services on non-traditional esisl and their specific needs as related to
recruitment and retention. This segment of theeng\@xamines what is needed to ensure that
higher education institutions are developing astultient centered practices.

During the 1980s, the number of non-traditionatletts increased at colleges and
universities (Allen, 1993). Many factors led torieased adult enrollment in higher education
institutions in the last two decades. These inclugd@ging American population, equal-
opportunity legislation, and the existence of femison-traditional educational experiences. As
people are living longer, they are seeking edunatiexperiences for job fulfillment and self-
actualization (Allen, 1993).

Within the population of non-traditional studertierte are unique subsets of students.
Women over the age of 30 make up one of the lasggsgroups of non-traditional students
(Noel, Levitz, & Saluri, 1985). For many women, thetivation to return correlates with the
stage they are in life. As their children enterasattand women find more time for themselves,
they look towards their own development (Noel et E385). Another subset of non-traditional
students is international students. Increasinghgdr universities are looking towards
international student recruitment and retentiobdost sagging high school enrollments. At
Kansas State University, new undergraduate progemtablished with Japan, China, and Saudi
Arabia are providing an influx of new, traditioradre students with non-traditional needs each
semester (Kstatement, 2005). In a sense, thisqmgas created a unique subset of students

whose needs are non-traditional. Unfortunatelyy Vieite research has been conducted to
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determine if the needs of international studerfferdirom other non-traditional students (Allen,
1993). University officials must examine whethez findings from decades of research on
traditional college students hold true for non-ttiadal students. This is especially relevant
regarding campus involvement (Graham & Gisi, 2000).

Retention of Non-traditional Students

An emerging issue in higher education for th& @dntury is the development of adult-
centered educational practices that are respotsittee unique needs of non-traditional students
(Mancuso, 2001). Factors that affect the retemioattrition decisions of non-traditional
students are difficult to determine. The underlyhifficulty comes in defining the typical non-
traditional student because the characteristi¢tgisipopulation are constantly changing. This
diversity of student population makes tracking dasdifficult. Non-traditional students are
people who have assumed major life responsibilgieh as work, family, and community
activities. The attrition rate for non-traditiorstldents has been reported at approximately 32%
(Villella & Hu, 1991). In 1997, the Commission farNation of Lifelong Learners found that
many current higher education practices were dipaeld to the needs of employers and adult
learners. They pose barriers to participation, Winclude a lack of flexibility in calendar and
scheduling, academic content, modes of instru@ihavailability of learning services.

Limited research has been conducted to identifgiipdactors that can lead to
persistence in college by non-traditional studedtsvever, some factors that affect persistence
include communication about educational servicedetstanding previous educational success,
availability for non-credit classes, and attentiormdult developmental stages (Allen, 1993).
Student activity programs that promote college eatinent for non-traditional students should
be supported. Some of the factors that will kegserstudents reenrolling are promoting

participation in special activities of the schatquiring a part-time job on campus, providing
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child care on or near campus, and providing adegoartking near classroom buildings (Allen,
1993).

Retention efforts must emphasize academic andldotagration of students at the
beginning of a semester and throughout the yegp&tut services for the non-traditional student
should be maintained to provide the nurturancesssrg for academic achievement. College
administration, faculty, and staff need to be awdneon-traditional students on their campuses
and recognize the category of non-traditional mayivided into many subgroups (Allen, 1993).
Orientation programs should serve as a continuroggss of integrating students into college
life rather than just a transition between highosdland college. Periodic sessions should be
held so that students can share their frustraBodsneeds, in addition to providing learning
skills workshops (Allen, 1993). Academic advisingshbe improved through better training and
evaluation of academic advisors. Institutions stiqubvide competent advisors and well-trained
staff who are alert to the special needs of nodiicmal students who are at risk of dropping out
of school. Counseling programs should be availdtdewill help the student communicate the
importance of both educational endeavors and thd far the support of family and friends if
the student is to succeed (Allen, 1993).

Academic Adaptations

The literature analysis revealed one institutigarapting to tailor coursework towards
the unique needs of non-traditional students. Afdook at this institution provides a case study
for how to create specific programs tailored fon+taditional students. At Indiana University
Purdue at Fort Wayne, the School of Engineeringhmelogy and Computer Science worked
with a high population of non-traditional studeratadults who have been out of school for
several years (Henry Goff & Pomalaza-Raez, 200B8¢s€& students, like other non-traditional

students, usually hold full- or part-time jobs atél industry and are motivated to earn a degree
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in a technical field; but their knowledge of engnag, technology, and computer science is
limited. Other challenges facing this unique studmdy are a lack of a proper mindset and
attitude for academic success, limited computdlsskew opportunities to interact with others,
no experience to bring a design into a working qisgte, and poor written and oral
communication skills (Henry Goff & Pomalaza-Rae2032).

IUPU Fort Wayne created a high-tech student sucomsse that helps students acquire
sufficient computer and personal development sfollsa successful college career. Computer
skills and the right attitude towards obtaininggehnical degree have been strongly correlated
with retention (Henry Goff & Pomalaza-Raez, 2003)e culminating activity of the course was
a team project that required students to work bolatively to build a mobile robot. Small teams
of students designed, built, programmed, and testedbile robot. This project provided
students with the opportunity to work on a teant thstered their creativity, logic, and problem
solving skills. By working on the project, studemtsre introduced to product development,
working with systems, working in teams, modalitglabstraction, feedback and control,
attention to aesthetics, and the value of simpliaitd robustness (Henry Goff & Pomalaza-Raez,
2003). The importance of this introductory cous¢hie engineering, technology, and computer
science disciplines has been highlighted. The robjective was to increase retention; the course
is coupled with academic counseling and careernmdtion (Henry Goff & Pomalaza-Raez,
2003). With the addition of the course to the reegiicurriculum the percentage of students
retained to the academic program grew from 62.86gm¢ to 95.92 percent (Henry Goff &
Pomalaza-Raez, 2003). While the results are omlg fune year period they point towards a

positive retention outcome (Henry Goff & PomalazaeR 2003). This connection with student
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support services achieves the goal of involvinglehts in meaningful engagement with
members of the university community.

Adult-Centered Practices

As evidenced at Indiana University Purdue Fort Wayaractices focused on adult
students can be developed and implemented thatyabgimpact retention. What is needed for
their development is careful assessment of stuakseds during the first few weeks, including
advising that is tailored to adult students, aretglized student services. In other words, adult
students need specialized services (Senter & Sarg@8). By employing the use of
benchmarking, a research team designed and imptetcharcomprehensive study to identify and
describe best practices within adult-centeredtunstns (Mancuso, Strange, & Zakos, 1999).
Their findings revealed that institutions centeoedadult learners have a culture in which
flexibility, individuation, and adult-centered Ieamg drive institutional practices (Mancuso,
Strange, & Zakos, 1999). Flexibility and expectated change pervades every aspect of the
institution. These institutions have:

1. Clearly articulated missions that permeate isétution and inspire and direct

practice.

2. Institutional decision-making that is a shareshionsibility that uses collaborative
processes inclusive of faculty, staff, and studemtgeate rapid, flexible responses to
student and community needs.

3. Curriculum that is designed to meet the indiaicheeds of the adult learner.

4. Prior learning assessment programs to honocutit the learning which adults have
previously acquired and to help plan new learning.

5. Multiple methods of instructional delivery thalp adult learners meet their learning

goals.
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6. An inclusive, non-competitive admission processigned to determine the best

educational match for the adult learner.

7. A way to engage adult learners in an ongointpdige designed to assist learners to

make informed educational planning decisions.

8. Student services that are easily accessible@ameenient to adult learners through

many venues.

9. Full-time faculty in a blended role which comésninstruction, student services, and

administration.

10. Part-time faculty that enhance quality throtlghir special expertise, make

connections to workplaces, and deliver an accesdiekible curriculum while
assuring financial viability.

11. Technology to enrich one-on-one communication.

12. Continuous and deliberate efforts to ensureith@ducation remains affordable for

adults while maintaining access and quality. (Maac2001, p. 170-172)

The adult-centered institution has a culture ahd%tn which educating and serving
adult learners is seen as the role of every emplayel is reflected in flexible and individualized
practices (Sperling & Tucker, 1997). These indbtug embrace an approach that understands,
respects, responds, and partners with individwathlers. Students learn from the curriculum and
faculty in addition to the infrastructure formed twe principles that guide the selection of
faculty, the creation of curriculum, and the defwef student support services (Sperling &
Tucker, 1997).

Special Considerations

The impact adult-centered practices have on outs@ueh as student learning,

satisfaction, and retention is not addressed itt-@gntered research (Mancuso, 2001). This
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literature review revealed no research that addcedise impact of student support services on
the retention of non-traditional students.

For states such as Kansas that have decliningdeighol graduation numbers, this marks
a decline in the number of in-state students usities can count in their enrollment number.
However, the community college market with its w&aqiche in higher learning will continue to
support a healthy draw of post-high school enrsliéaitially, community colleges were viewed
as having the responsibility for assisting stude@mtbeir transfer process, but that expectation is
changing. Four-year institutions are increasingéywed as responsible for students’ successful
transfer and transition (Berger & Malaney, 2003hKKinzie, Schuh, Whitt, & Associates,
2005). After helping these students transfer, thug-fear institution then has the responsibility
of orienting, advising, and providing support seed (Kerr, King, & Grites, 2004).

As expressed in Tinto’s (1993) work, the integnatod academic and social opportunities
for engagement is a predictor of academic sucaass@ students. In a campus environment
where these opportunities and programs are geavedds traditional students, the transfer or
non-traditional students are overlooked and theyhtmot be retained (Herman & Lewis, 2004).
Creating a sense of institutional belonging throtighintegration of academic and social
endeavors will more likely lead to persistence,ibdbes not guarantee success. The factors
drawing a student’s time away from campus throughkvand family responsibilities must be
recognized and addressed. Many of these factastadf student performance can be addressed
through effective advising and targeted delivergtofdent support services.

Although much research has been conducted ongh#isance of a seamless transfer
process, particularly when transferring credit lsplittle attention has been paid to the specific

responsibilities that institutions are shoulderiognsure a successful transition (Townsend &
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Wilson, 2006). Student support services have arased responsibility to ensure this smooth
transition. Although suggestions for assistinghese processes have been made, including
learning communities and student interest groupsssessment of these services on the
engagement and satisfaction of non-traditionalesttglhas been conducted (Townsend &
Wilson, 2006).

Non-traditional Student Engagement

As mentioned previously, one of the challengesigtihe non-traditional student is the
demand on their time that pull them away from casaffime and effort spent on academic
pursuits and other educationally purposeful acéisiire viewed as student engagement (Kuh,
Gonyea & Palmer 2001). Beyond the traditional elegagnt activities associated with learning,
there are other key activities that have comeadahe front. Collaboration with peers on group
projects, problem solving opportunities and comryuservices are included in this expansion
(Kuh, 2001).

The National Survey of Student Engagement (NSSEJimsinistered annually to assess
the degree to which students at four-year instihgitake part in educationally purposeful
activities that are associated with high levelteafning and personal development. George Kuh
and colleagues evaluated the NSSE results for 28@@®001 and were able to identify
benchmarks of effective educational practice (Ganyaih, & Palmer, 2007). These
benchmarks call upon student support servicesawige connections between support offerings
and non-traditional students.

The challenge of academic coursework, opportunitiesollaborative learning,
interaction with peers and faculty activities ehing the educational experience, and a
supportive campus environment were identified axbmarks. The opportunity to communicate

with students from different backgrounds, partitgoia volunteer work and community service,
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and field experiences with peers were identifiedudsstantive (Gonyea et al., 2007). An
environment that assists students with their n@damic responsibilities and encourages social
interaction and quality relationships also faciate student engagement (Gonyea et al., 2007).
Those offices connected to providing students with-academic involvement need to
understand the impact their program offerings ardise delivery can have on the engagement
and satisfaction on non-traditional students. Reseng the work of student support staff and
their efforts to enhance the learning experiendside of the classroom can shed light on the
impact of their efforts to enhance student engagéme

Summary

Through the literature analysis above, the reseangrovided examples of multiple
theories that provide insight into essential elets¢mat can lead to the engagement and
satisfaction of non-traditional students. Throtigd exploration of student involvement theory
(Astin, 1993) as well as Tinto’s (1993) researctstudent attrition, it can be concluded that a
non-traditional students’ involvement and incorpiorainto the life of college impacts student
engagement. From the understanding of adult-cahf@actices and educational benchmarking
in the arena of non-traditional student engagenteistyeported that student learning can be
enhanced.

The current study attempts to discover varioumggeregarding the experiences of non-
traditional students when utilizing student suppervices and the impact of those experiences
on the students’ engagement into college life atidfaction with their role as a student. The
remainder of this dissertation addresses the metbgy for the study, the data collected through

interviews and observations, and recommendations.
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CHAPTER 3 - Methodology
Research Design
This chapter describes the research methodologl/tossonduct the study. This was a

gualitative study that relied on participant obsgion and interview methods to answer the
research questions. In many research scenariagligatjve approach is used when little is
known about a phenomenon and one seeks to gairspeotve that will be unique, new, and
richly detailed (Creswell, 1998). Because thereldesn limited research regarding the
engagement and satisfaction of non-traditionalestig] there has not been an inquiry into the
impact of student support services on the retengogagement, and satisfaction of non-
traditional students. This study focused specifyoah undergraduate non-traditional students
and those university offices providing student sarppervices at a large, four-year,
comprehensive university.

This qualitative study explored the experiencegrafergraduate non-traditional students
in relation to student support services. The follgwesearch questions were developed to guide
the study:

1. How do the experiences of non-traditional studertisn utilizing the services of

university student support staff impact their eregagnt and satisfaction?

2. How do non-traditional students regard their exgrares with student support

services at Kansas State University?

3. What types of program offerings do student suppeitices at Kansas State

University provide specifically for non-traditionsiudents?

4. What level of involvement with student support ssgvfunctions do non-traditional

students find as enhancing their learning expeeenc

Methodological Perspective
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The researcher used the phenomenological methadalgeerspective. This approach is
used when the researcher attempts to understamxpleeiences of individuals or groups who
have experienced the phenomenon (Creswell, 199&).approach was appropriate for this
study because the researcher conducted in-depttviews with non-traditional students that
allowed the researcher to listen, record, obsemwe,analyze the student’s experiences. The
researcher also interviewed student support staffodserved student support offices and
interaction between staff and students for addili@erspective into the non-traditional student
experience. The research questions were develogawyide the researcher with themes related
to the experiences of non-traditional student’slevatccessing student support services and also
the experiences of student support staff in medhegeeds of non-traditional students.

The goal of the interviews and observations wagatber data related to the experiences
of non-traditional students at Kansas State Unitxeasd the degree to which those experiences
with student support staff and programs impactestténgagement and satisfaction. Additional
consideration was given to the perspective of thetnaditional student experience through the
lens of student support staff.

Theoretical Framework for the Study

Tinto (2008) asserted that research points to@ixlitions within institutions that are
supportive of student success. These six conditialh®e used as a basis for the development of
research questions used in this qualitative stlidile 1 offers a brief description of each

condition and the connection to the interview questthat were developed for this study.

Table 1
Tinto’s Six Conditions that Support Student Success
Condition Description Student/Staff Questions
Commitment Institutional commitment is an » What type of experiences with student

investment of resources to enhance support services left you feeling as
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Expectations

Support

Feedback

Involvement

student success. These questions

explore the commitment student

support services are making to the

success, of non-traditional students

and students’ perceptions of the

efforts being made to engage them in

campus life and satisfy their
university experience.

Students can identify the differing

expectations that institutions have in
the way they are treated and labeled.

These expectations validate thei

presence on campus. The ways the

university demonstrates an
investment will be explored.

r

Support that promotes success muste

include elements that are academic,

social, and financial. The services
being delivered specifically to non-

traditional students and the utilization

of said services will be explored.

Settings that provide faculty, staff,

and student’s feedback about

performance provide an environment

for success. The development of
questions that allow students and

staff to provide feedback on the

impact of student support services
will yield data that both can learn

from.

Described by Tinto (1993) and Astin

(1993) as academic and social
integration, involvement is a key

student success. The exploration of

to

the phenomological experiences of

students and staff should capture the
meaning of the relationship between

student support services and their

non-traditional student clientele.
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though the university served you well?
How does Kansas State University
address the engagement and satisfaction
of non-traditional students?

In what ways does Kansas State
University demonstrate an investment
in you as a non-traditional student?
How does your office demonstrate an
investment in non-traditional students?

What type of student support services
(e.g. registrar, financial aid, admissions,
housing) have you utilized most
frequently during your time at Kansas
State University?

Based on your experiences, what are the
other student support service areas at
Kansas State University that offer
services geared for non-traditional
students?

What are the things that Kansas State
University could do to make your time

at the university more enjoyable and
enhance your learning experience?

In what ways does Kansas State
University evaluate the engagement and
satisfaction of non-traditional students?

What type of experiences with student
support services left you feeling as
though the university could have done
more?

What type of experiences with student
support services left you feeling as
though the university served you well?
What type of experiences with non-
traditional students left you feeling as
though the university could have done
more?

What type of experiences with non-



traditional students left you feeling as
though the university served them well?

Learning The more time a student can stay « What could be done to make your time
engaged in learning, the more at the university more enjoyable and
successful the institution will be in enhance your learning experience?
graduating the student. Questions  «  What are the ways in which your office
should provide reflection on whether enhances the leaning experiences of

or not student support services make non-traditional students?
efforts to enhance non-traditional
students’ learning experiences.

Background on Kansas State University
Kansas State University is a comprehensive, resgkamed-grant institution that was

founded in 1863. As a comprehensive university,d&arState University has responsibilities to
develop human potential, expand knowledge, enndtui@l expression, and extend its expertise
to individuals, business, education, and governr(ieaatt Book, 2007). These responsibilities are
addressed through a variety of undergraduate aadligte degree program offerings, research
activities, as well as outreach and public serpiagrams. In addition, its land-grant mandate,
based on federal and state legislation, establiaHedus on its instructional, research, and
extension activities. The development of land-grastitutions gave rise to an academic trilogy:
instruction, research, and service — a descrighiahnearly every institution of higher learning
possesses, however different the interpretatiartsngbn, 1983).

Through quality teaching, the University is comekto provide all students with
opportunities to develop the knowledge, understamdand skills characteristic of an educated
person. To meet their responsibility to prepardetits for successful employment or advanced
studies, the institution dedicates itself to pravgdacademic and extracurricular learning
experiences that promote and value excellence atwtal diversity (Fact Book, 2007).

Kansas State University's mission includes enrggtive lives of the citizens of Kansas

by extending to them opportunities to engage #ldifig learning and to benefit from the results
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of research (Fact Book, 2007). With program offgsion two campuses, research and extension
sites at numerous locations, outreach programseaffdnroughout Kansas and the United States,
and international activities, the university iseald extend services to a variety of students and
other constituents.

Background on the Researcher

The researcher is a Caucasian female who was raiseflidwestern area of the United
States. At the beginning of the study, the resesirbhd direct responsibility for the operation of
a student support office at K-State and was a dalctandidate in the Department of Special
Education, Counseling, and Student Affairs in tlol€gje of Education.

The researcher has extensive experience interagtthghon-traditional students and was
a non-traditional student herself. Her vested agem this topic began with her work in student
support services at K-State. The opportunity terentt, advise, and provide support to non-
traditional students revealed an appreciation @futhique needs of these students. The
development of personal relationships with nonitiagial students gave her insight into their
desire and need for support. In addition, the medea had the opportunity to interact with many
student support service functional areas and stely program offerings and outreach to non-
traditional students.

Pilot Study

A pilot study was conducted to test the interviavestions and ensure they could provide
rich data for analysis. Rich data was providedugtoanalysis that included a detailed
description of student experiences. This pilotudeld three student interviews that were
recorded, transcribed, and then coded for themefer®& beginning the pilot study, all
appropriate materials were submitted to the K-STatenmittee for Research Involving Human

Subjects who gave approval for the study. The rekeagathered student volunteers and
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scheduled interviews. Each student was given a obfhye consent form and the purpose
statement for their review. The students were uered at a date, time, and location of their
choosing. Of three undergraduate non-traditionalestts, two were non-traditional in the
categories of age and both were single parentmietuto school after being in the work force.
The third student was of traditional age, yet neatri

To code the data, the researcher used a step{bgspeoach to phenomenological
analysis that was suggested by Creswell (1998)lyaisabegan with reviewing the interviews,
jotting notes in the margins, finding statementthminterviews that described how the
individuals were characterizing the topic, and tgesuping them into meaning units. Next,
comparisons and contrasts between the codes oethemrre reviewed for patterns that describe
the phenomenological experiences of non-traditishadents.

Pilot Study Conclusion
It was clear from the results of the pilot studgtthon-traditional students were often left

to their own devices to navigate their transitiotoiuniversity life. From the student perspective,
there are challenges to overcome in order for tingesit support staff to improve their ability to
develop relationships with non-traditional studeiitse researcher felt confident that the themes
unearthed in the data would be rich and detailaialysis of the three transcripts provided
common themes of commitment, expectations, andastipp

The pilot study allowed the researcher to fine tthreeinterview protocol to allow the
opportunity to learn about the personal journethefstudent to K-State before jumping into
their experiences as a non-traditional student.r€searcher used Tinto’s (2008) six conditions
within institutions supportive of student succesfurther develop the interview questions and
provide additional structure to the study. Addiabguestions were added to the interview

protocol to gather data related to the studentsfaation with their role as student, their
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perception of efforts made to engage them intdith®f the university, and asking them to
describe opportunities for involvement into the ldf college.

The researcher also refined her interview schegubrencourage the student to select an
interview location of their choosing. This allowdee researcher to meet the student in a
familiar and convenient environment yet encourgen to select a location where they could
speak comfortably and freely.

Sample
Research participants were selected from data gedvby the Office of Adult Student

Services (OASS), whose mission is to provide supgEwvices for non-traditional students.
OASS is given a list of all students 25 years @& agolder or those who identify themselves as
being married on their application by the Registr@ffice. Utilizing, the information provided

by the Registrar's Office OASS maintains a listseirgtudents identified as non-traditional and
sends out informational updates to approximatedp@ students via e-mail. The listserv includes
students who self-subscribe to the listserv but n@ybe flagged as non-traditional by the
Registrar's Office. For example, a traditionallyea student with a child who wants information
on child care may contact OASS and subscribe ttigtserv.

A phenomenological approach calls for a more namawge of sampling strategies
because all participants must have experiencedhitbeomenon that is being studied (Creswell,
1998). Criterion sampling was used to allow theaesher to select participants who met certain
criterion: (a) full-time student carrying 12 cretiurs; (b) undergraduate student; (c) married,
traditional-aged student (18 to 22 years of agb)narried, traditional-aged student with
children; (e) non-traditional student age 25 yearslder; and (f) single parent, non-traditional

student.
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Participant Selection

All non-traditional students subscribed to the OAS&erv were contacted via e-mail
utilizing the OASS listserv to explain the purpagehe study and request their participation in a
brief online survey. To encourage students to @adte in the survey, there was an incentive of
the opportunity to win a gift card to a retail gdry completing the three-question survey
(Appendix A). The three questions asked the stdienself report basic demographic
information, rate the frequency of use of studepp®rt services, and finally indicate their
willingness to participate in an interview with thesearcher.

The e-mail text was approved by the director of GAR-State Committee for Research
Involving Human Subjects, and major professor eftyr dissemination. The purpose of the
survey was to gather demographic information andywehich student support services were
used most frequently by non-traditional studentsjulry of various student support service
offices revealed that each office has a uniquepeets/e on the definition of frequent contact.
Depending on the nature of services offered, fraquenay be weekly, monthly, or once a
semester. For that reason, the student was askedite “frequent” during the survey by
indicating daily, weekly, monthly, or once a sersesise of student support services (Appendix
B). The final question of the survey asked studemtadicate their willingness to participate in
an interview. Students who indicated a desire ttiqpate received a follow-up phone call or e-
mail based on the respondents preferred methodmofmunication to schedule a 60-minute
interview.

Student Sample for Interviews

The researcher consulted with Dr. Trudy Salsberiyyalitative researcher and professor
of qualitative methods course, to define a reprigime sample. It was determined that a

representative sample included 3 to 5 participeagpbndents from each of the defining
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characteristics for non-traditional students attét& These characteristics can be found in the
university’s definition of non-traditional studerdgad included: undergraduate students over the
age of 25, married students, single students vitldren, or an undergraduate student returning
to the educational system. Some of these defirtiagacteristics overlap, so a large enough
sample to have 12 to 20 individuals who could spgeaach element was necessary to add
relevance to the findings.

The online survey was active from October 9 to2008. A total of 381 students started
the survey; 334 completed it and 47 people quibteefinishing the survey. Figure 3 shows the
total number of survey respondents (n =381) andwalbreakdown of respondents who
indicated their willingness to participate in awalary interview with the researcher. The largest
portion of the pie chart includes 229 respondertits imdicated a willingness to participate in an
interview. This data was then cross-referenced thighcriterion to be part of the sample which
was full-time, undergraduate, non-traditional stitdstatus, which left 88 in the pool.

From the 88 remaining students a total of 44 cotedléhe demographic information
allowing the researcher to determine participagtsaining in the sample that met the
descriptors of non-traditional age single paraatjitionally-aged married, traditionally-aged

married with children, and non-traditional by age.

n = 377 Survey Respondents n = 44 Respondents
OYes, lam @ Single Parent
willing to
participate .
B Non-traditional
B No, lam
unwilling to )
participate L Married

[ONo response ) )
OMarried with

Children

Figure 3 Respondent pool.
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The second pie chart shows the breakdown of stademb self-reported as non-
traditional single parents & 7), traditional-aged married studemns=(9), traditional-aged
married with children{ = 16), and non-traditional not meeting any othesaliptor (i = 12).
From there, the researcher contacted the remastirtgents in each category to verify their
willingness to participate in an interview. Thegasgcher was able to obtain a representative
sample of 5 students for each descriptor.

Support Staff Sample
The student support services interviewees wereteeldased upon data from the e-mail

survey results and consultation with OASS aboutdpedive most used offices by undergraduate
non-traditional students at the university. OASSfshdicated that frequently used student
support services offices included admissions, furedraid, counseling services, educational
support services, and disability support services.

The survey results were analyzed for the highestem¢age of users in the frequency
descriptors of daily, weekly, monthly, and onceemester. Within that data set, the researcher
assessed which student support offices were usstfrequently. Recreational services had the
highest daily rate at 6.82% and the highest weektly at 17.85%. Lafene Health Center had the
highest monthly rate at 16.54%. The top three rfreguently used student support service
offices once a semester were the Registrar's O#fic.91%, financial aid at 53.28 % and
parking services at 49.08%.

The researcher evaluated the frequency of useafdr éescriptor of daily, weekly,
monthly and semester (Appendix C). While thereenstear breaks in reported frequency for
daily, weekly and monthly — semester use was mifieudt to determine. OASS staff had

verified financial aid and the Registrar’s Office faequently used by non-traditional students

34



therefore the researcher included those officasgalath the next most frequently used by
semester, parking services, to interview and oleserv

Preparations to Collect Data

The student participants were selected from thiviehglls who indicated that they would
be willing to participate in an interview throudtetonline survey. Participants were contacted
via phone or e-mail to schedule an interview timé Bbcation and answer any questions about
the interview process. The actual appointment wheduled for an hour to allow for ample
interview time. Student participants were givendpeortunity to review the interview questions
in advance of the interview and to select the iocafor the interview. Only two students
requested to review the questions prior to thewwege. The student interview guide was
submitted to the appropriate university offices anthmittees for clearance so that data
collection could begin (Appendix C).

A senior administrative staff member from the stidmipport offices identified by
students as frequently used was contacted by eareher to explain the purpose of the study,
share the student survey results, and to requeistgarticipation in the research project.
Appointments for interviews were scheduled for boar, followed by a half-hour spent touring
and observing office dynamics. The interview guiges submitted to the researchers, major
professor, doctoral committee and K-State Committe®esearch Involving Human Subjects
for clearance so that data collection could prodé@ggbendix D).

Data Collection Procedures

The researcher provided each participant withif@rimed consent form and reviewed
the form with the participant before each intervigyppendix E). Participants were asked to

provide their address and a copy of the consent feas mailed to them. The researcher
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explained that she would be taking field notesubgfmut the study, in addition to using an audio
recorder.

Field notes were taken before, during, and afteinterview to record the environment
in which the interview was conducted and the nuaricat could not be captured on audio tape.
Initial notes focused on the process through whntérviews were scheduled, as well as
challenges and concerns on behalf of the partitiparesearcher before the actual interview.
During the interview, the environment and physaradl emotional factors that could influence
the process were documented. The notes reflecéelathy language of the interviewee and their
physical reaction to the questions and environraemind them, providing additional
perspective for data analysis. The non-identifigdalgicipant codes that were used to code each
participant’s interview were identified in the fiehotes before beginning analysis.

The interviews were designed to allow each pawitifthe time to share their journey to
K-State as a non-traditional student and exploead¢isearch questions. The length of the
interviews varied from 19 to 69 minutes. Severahefstudent participants and all but one of the
support staff participants remained in contact whih researcher. Participants were interested in
the progress of the study and in some cases hatifieé the researcher as a resource able to
connect theme to services at the university. & esadent as the student interviews unfolded
that students were eager to be heard and thishedg st time they felt as though someone was
willing to listen.

Follow-up questions arose during the interviewse fbed or desire to ask a follow-up
guestion came from the researcher’s interest agdgament with the information being shared.
Time spent putting the student at ease beforargjatie interview yielded a rapport that allowed

the participant to feel safe and comfortable engg@ conversation. During this time it was
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noted in the field notes that the body languagiefparticipant became more open and relaxed.
The participants began to unfold their arms, leawhen answering questions, and take time to
pause and think before answering.

During the interviews, the researcher found hetsaling to refrain from adding her
opinion and thoughts about the interviewee’s answers hard to remove one’s self from the
emotional connection one feels to a topic and fasubeing an active listener, but it was a
necessary part of the research. It became easetloe course of the 25 interviews.

Allowing participants the chance to pause and awmrdhe question before giving an
answer was critical. The researcher knew that énegpants needed time for reflection before
answering to adequately express thoughts and ¢gselivat were coming to the surface.

Office observations were conducted at Lafene Headthter, parking services, financial
aid, recreation center, and the Registrar's Offidee student support service staff participant
provided the researcher with a facility tour anertlan introduction to staff. The participant
explained what the researcher was there to obsest@dent-staff interaction and the office.
Field notes included a drawing of office layout antally of incoming phone calls and foot
traffic. Each observation lasted approximately 3Qutes and at the end of the observation, the
researcher thanked the staff for their time. Foligreach support staff interview, tour, and
observation, thank-you notes were written and ithsted to participants.

Data Organization
The audio tapes were transcribed verbatim followireginterviews. Each transcript was

given a non-identifying descriptor to differentiaeong participants while protecting participant
identity. Every participant transcript was labeleith their descriptor and color coded to sort by
group before analysis. Included in each folder wiedd notes and copies of the signed consent

form.
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The researcher used the same process for the sBiggoort service staff interviews and
all files were color coded and sorted into the sgnoeip. The observation notes were included in
the participant folders as well as any handoutsaterials provided to the researcher by student
support staff.

Analysis

There is no consensus regarding the forms of asdiysqualitative research, but there
are common themes and similar processes recomméndadltiple authors. Creswell (1998)
suggested that the initial sorting process staitts aigeneral review of all information by
reading through all collected data and jotting satethe margins of transcripts and field notes.

Using the work of Moustakas (1994), there are sjpe@nalysis steps related to the
phenomenological analysis. The researcher begelysas by reflecting on his or her own
experiences as a non-traditional student. For tinpgses of this study the researcher
documented journal entries about her experiencasas-traditional student and as a staff
member working with non-traditional students. TJdwrnal was reviewed and those entries
assisted the researcher in clarifying researclaer thirough use of an autobiographical statement.
The researcher then read and reread the transetiitslooking closely at the words used by
participants to describe their experiences to rediie data and sort for commonalities. This
sorting of topical statements describing the exgpe@s of non-traditional students is referred to
as horizontilization and each statement is viewedaving equal worth (Creswell, 1998).

The meaning statements were grouped together watich of the four student and one
staff participant groups. The participant staters@fitheir experiences as non-traditional
students were reviewed, analyzed, and assignedeathat captured the essence of the meaning

unit. Each code was given a textural descriptidot surprisingly the codes related back to
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Tinto’s (2008) elements of student success framlewat was utilized in the interview protocol

development. The codes, symbols, and their textlgstription are detailed in Table 2.

Table 2

Data Analysis Codes
Symbol Code Name
+ Commitment

= Expectations

@ Support

$ Involvement

# Learning

{} Feedback
Verification

Textural Description of Code

Student’s perceptions of efforts tgaage
and satisfy them through an investment of
university resources.

Demonstration of investment in the
students and validation of their presence
on campus.

Provision and utilization of support
services that promote student success.

Student perceptions of the relatigmsh
between student and support staff.
Opportunities for academic and social
integration.

Efforts to enhance the learning
experiences of non-traditional students.

Suggestions for change and improvement
to the non-traditional student experience.

Analysis and interpretation of the data explorezlékperiences of non-traditional

students, how they experienced relationships wittent support staff, and the essence of what

those experiences meant to their engagement aisthstibn as a non-traditional student. These

experiences or themes are presented in Chapteodgtihtables demonstrating the reoccurrence

of meaning units, statements, or themes.

In a qualitative approach, the teomedibility is used to verify the data instead of validity.

Credibility can be determined through various me&meswell (1998) identified eight ways to

achieve verification that are considered the stahfta qualitative researchers.

1. Prolonged engagement and persistent obseniattbe field building trust, learning

the culture

39



2. Triangulation. The researcher uses multipledifidrent sources, methods, and
investigators and theories to corroborate findifigss corroboration sheds lights on
the themes.

3. Peer review and debriefing provides an extezhatk of the research. The peer
debriefer serves as a devil's advocate who keepsedearcher honest and asks hard
guestions about the methods and interpretatiaonait be a peer or another researcher.
Notes of sessions should be kept.

4. Negative case analysis. The researcher refm@shypothesis as the study advances
in light of negative findings.

5. Clarifying researcher biases from the outsetagnp researcher’'s assumptions. The
research exposes prejudices or past experienddsavashaped the approach to the
stuffy.

6. Member checks. Solicit the participants’ viewstle transcripts, findings and the
research.

7. Rich and thick description describes in detal participants and the setting for the
study.

8. External audits. Allow an outside consultantwib connection to the study to
examine the process and the product. The consuandetermine if the findings and
conclusions are supported by the data.

Creswell (1998) recommended that at least two eddtstrategies be engaged in any

gualitative research study. The researcher usegiadebriefer, clarified researcher bias, and
provided rich and thick description. Clarificatiohresearcher biases occurred through

reflexivity and was achieved through journaling aiseé of the autobiographical context included
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in Chapter 1 as the autobiographical statemenesvzzll (1998) defines reflexivity as the
researcher’'s awareness of his or her biases, vahgesxperiences that are brought into the
gualitative research process. The researcher sp@njournaling about her experiences as a
non-traditional student and her experiences worlgitly non-traditional students.

A university administrator and researcher who haatacted quantitative and qualitative
research into the lives of non-traditional studesetsyed as a peer debriefer. The researcher and
the peer debriefer met periodically through thersewf the research development to develop
and test research questions, sample populationngardiew protocol. For verification purposes
the researcher met with the peer debriefer anéwed the data analysis, findings and
recommendations.

The analysis explored the thick description anl detail of the participants’ report of
their experiences. Those experiences are summarsied the theoretical framework to
structure the findings. They are further validate@ugh exploration of their relationship to
answering the research questions. This descriptlows the reader to see that the findings from

data analysis are shared experiences.
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CHAPTER 4 - Presentation of Data and Themes
Data Analysis

The researcher used the descriptors provided bgd&8tate University to define the
population and sample. The university definitioraafon-traditional student is any student who
is 25 years of age or older, married, a paremntetrning to college after an absence. In order to
provide a meaningful sample, the researcher irdemil 20 students representing each of the
non-traditional student descriptors.

Many individuals assume that a non-traditional stiuds older than the traditionally-
aged college student, but that is not always tke.ddlany traditionally-aged students (18- to 22-
year-olds) are married or a parent and are clags#s non-traditional students. The researcher
interviewed five students of traditional age whaevearried without children and five students
of traditional age who were parents. This allowssl tesearcher to study the experiences of
traditionally-aged students whose life circumstang@ce them in the category of non-
traditional. The researcher also interviewed fittwlents of non-traditional age that were single
parents and five students of non-traditional age whkre returning the university following a
stop out.

The researcher then read and reread the transetiitslooking closely at the words
used by participants to describe their experienmesduce the data and sort for commonalities.
These statements were highlighted and notes jottdae margin of each transcript. The
researcher then reread the highlighted meaningrstatts, reviewed field notes and began
grouping the meaning statements together.

The meaning statements were grouped together watith of the four student and one

staff participant groups. Upon reviewing each grotimeaning statements a textural description

42



was written to describe the grouping of statemertiss textural description was narrowed down
to a word and code that captured the essence stdlmments.

There were two additional codes that were assig¢imatchre not included in the
presentation of data and themes. The codes waleghes and journey. When students were
asked if they had ever considered leaving and moipteting their degree meaningful data
related to the challenges they had over come wereed. While there was no consistent
element among the challenges facing the studeatddkire to achieve their educational goals
was what kept them focused on completing theiristudStudents and staff were asked what
brought them to K-State. Each participant desdribeir journey to K-State and how they found
themselves in the role of a non-traditional studerd/or a staff member working with non-
traditional students. Again there was not a ceestgattern to why students found themselves
in the role of a non-traditional student. Eactifsteember story of what led them to working
with students was different. While the data wasergsting it was not related to the research topic
and thus was not included in Chapter 4.

Table 3 shows the breakdown of coded themes wihah data group and the number of
respondents contributing the statements. The fabMdes a visual demonstration of the
frequency of the codes. The themes capture theiexpes of non-traditional students and are

discussed within each interview group to providedtre to the analysis.

Table 3

Breakdown of Data Themes for Student Interviews

Theme Group A— Group B — Group C- Group D — Total Participants
Number of Number of Number of Number of Mentioning Theme
Statements Statements Statements Statements

Commitment 15 16 12 12 18

Expectations 10 7 11 9 13
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Support 8 21 14 17 16
I nvolvement 4 17 8 15 17
Learning 3 7 6 2 11
Feedback 8 5 0 S 7

Note Interview group definitions are as follows Groig= Traditionally-Aged Student Parents,
Group B = Traditionally-Aged Married Students, GodD = Non-traditional Single Students,
Group D = Non-traditional Single Parent Students.

Analysis of Group A — Traditionally-Aged Student Rants

Commitment.Student perceptions of the university’s commitnraniged from a lack of
understanding about what student support servieee available to awareness that support was
there if needed. Institutional commitment was seean investment of resources that empower
student success. However, students seemed tgl&tiognavigate access to services as
described by this student:

They do a really good job of making you feel asufftoeveryone is cared for, but of

course some days you just kind of wonder. As fahasiniversity as an entity, | think it

is very hard for the average student that doeant leither the time or the knowledge of
the services to get an interaction with the unityeien a level that demonstrates an
investment. It is interesting because you donttyagk into the Dean’s life and they just
don't walk into your life. | know the university ée care and that they are interested in
making a connection with a student on that level ldknow that there are a lot of

programs out there designed to help the student,fbal as though they would make a

greater impact if there was more information ax@dédaabout them. | know we have so

many clubs and organizations out there, but sonestitris easy to get lost within that

list.
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Students in this group shared that they accesgesrand resources on their own without
parental support or other intermediaries. Withawtosme advocating for them non-traditional
students are often alone in seeking out resourt@s@mmitment on behalf of the university
seems lacking. A student reflected on her expegienc

Yeah, | had to do all my calling and setting thimgs— and financial aid has always been

really helpful. The people at the front desk areatways really sure what they're

supposed to be doing exactly — like when I've gmnand asked about different
scholarships they're not, | guess since they'reraally in charge of the full scholarship
line up, they don’t know exactly what's out therelavho to call either, so they’re not
really good for extra information, but if you gotimere and want to check something out
or something they're pretty helpful.

Perhaps due to the time-sensitive nature of tlebiedules, these students appreciated the
times that faculty and staff invested time and gnéo resolve their concern or connect them to
resources. A student who went in expecting diffieshid:

When | had to get my name changed, | went intofaceato see what | needed to do.

The front lady at the desk didn’t know everythingeleded to do and she wasn’t sure if

there had been policy changes so she made surghbestaff] all got together and were

all talking about it and decided on a game plawlere to send me and then they sent me

off and | went to all those places and | got it kemt out. | didn’t have a big mess or
anything and I thought it was going to be a mess.

If a student sensed a commitment on behalf of tineewsity, he or she communicated in
a manner that seemed engaged and satisfied. This them more likely to persist in their

endeavors and ultimately use their degree. A studbo aspired to teach shared.:
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| love being a student. | love learning. You kn®ame of the teachers that | have are just

inspirational. They are what keep me going. Sometimhen I'm like, well, you know if

| get this degree and my husband makes enough mbwey’t have to go out in the

workforce, but then I'm like | just really want take that leap and in a couple of years

use the degree that I'm getting. I'm really insgite be a teacher because of those
teachers I've had and I really appreciate the tina¢ they give and the effort that they
put in to do that [teach].

Expectations Echoing comments made regarding the commitmeninhesrsity was
making towards the engagement and satisfactioomitraditional students, the demonstration
of an investment was seen as an appreciation dttitkent’s time. Students can identify
differing expectations that the university hastfeem in the way that the student is treated or
labeled. Offering services that are mindful of ricaditional students validate their presence. A
student married with children who works full-timensmented:

As a non-traditional student, | am thankful for tiygportunity to take online classes. |

commute 90 minutes one way just to finish my degndamily studies. Most of those

classes could be offered online, in my opinion. Velhgn't they? I'd like to know.

When support staff makes efforts to cut througrebucracy and solve student problems
quickly and at the lowest level, it signaled a cleaestment in the student. This investment
allows the student to feel as though they are gortant part of the community and their
concerns are valid. One student shared a recestierpe:

The financial aid office helped make an adjustnienthild care — we went in and we

talked to my financial aid advisor and she said some has to review it before you can

get your financial aid, but | am pretty sure yoa going to get the credit. So she went
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ahead and put it out on my student account whentthd been telling us it could be up

to two weeks before we would know if we would gedrmfinancial aid. By that time,

our daughter had already started daycare and goadapayment was past due. We
must have looked disappointed because she saidwditute, you qualify | am going to
do it right now, we are really backlogged and themesothers in front of you but | am
going to go ahead and take care of it right nowds really nice.

Without an orientation session dedicated to nad#ional students, there are no clear
expectations communicated on how to connect toeusity resources. This lack of service
leaves the student feeling disconnected. The raghtional student is left wondering why they
are treated differently than traditional studemsmng to K-State straight from high school, as
shared from this student’s perspective:

It has been a really hard transition and | thimkould have liked some help to know what

to expect. Keeping up is hard, you know? They {thiwersity] have an orientation for

the general population. | wish they would have deomething for adult students. There
was no effort made to refer me to resources thatdeelp with my transition.

When students were asked about how the universityotistrates an investment in them
as a student, students said that online classes\dial aid resources, tutoring, and the
opportunity to work on campus were meaningful. Gnglent shared about the opportunity to
live on campus and work as a resident assistaetsitdent described finding purpose:

Being a RA, | have found an ambition to continueabthe university. It gives me more

of a sense of purpose within the university. It emkne feel as though | have a family

here. | feel like | have support. It goes a longywahelping me push myself when you

are talking to residents who are getting readyréalgate, and then all | want to do is get
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that diploma. It is so hard sometimes to visuaaaorrow and then it will come and you

need to get things done. | got to be part of Homeng and | got to be Willie on the

float, so having never been involved my first twaays | actually get to be the school
mascot for the float. It just gives you a senspuwrpose within the university.

Support.Due to the web-based delivery of university servjéecluding enrollment and
financial aid, many students commented that acadachising was their main face-to-face
support services connection with the universityndst every other service could be accessed
via the Internet.

When students do need to access support senihegswere usually in need of
immediate services such as emergency student &vahbfting holds. While students indicated
that staff was friendly and willing to track downsavers, they often had a difficult time getting
connected to resources in an efficient, meaningfhner. One student shared how she felt:

It's like you’re asking the wrong questions — thistudent support staff] look at you like

why aren’t you asking the normal questions? | wettt financial aid one time because

another student had told me she had thought thigyiet tme scholarship opportunities for
daycare. So | went in to ask the financial aidagffabout non-traditional students’ day
care — since that is where the other student $&idhad gotten her information. | asked
them about scholarships for that kind of thing tleked at me like oh my gosh | have
no idea how to answer your question - and so theytwo the people that worked in the
back and everything and you know people lookedatike why would you come here. |
left there feeling stupid.

To learn how to navigate the university system g@icthe support they need, students

must be resilient. One student described how h&edehe situation:
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| would say part of it is the right hand not knog/nwhat the left hand is doing within the

department that you are talking to, and so you kmayv that you need an appointment

with somebody, yet someone else is telling youa@gother route. The way | get past
that is | just walk past the secretary and gogittaio my financial aid advisor and say |
am here for my appointment. To get to that poins wiad of hard because knowledge is
power especially in the collegiate setting. Knowihg right way, knowing the services
available.

Even though the students were consumers and athdisoften struggled to feel as
though they have the credibility to ask for whatimeed. Students seemed to be waiting for the
university to offer to make accommodations and disem to want to draw attention to
themselves by asking for help. If students werepeosistent in their request or confident in
asking, they often ended up making the accommausto support themselves. A student and
mother shared:

When | was still nursing my daughter, | went iratteacher in history, a class that was an

hour and a half long and asked if | could leaveléisefive minutes of class and he said

no. | talked to another mom and that mom said yoigtake was you asked. You should
have gone in and said that this is the way it's1gdo be. | haven't even dared to tell him
that | wanted to nurse, so my daughter has kirtthdfto switch around her feeding
schedule and things like that.

Involvement.In an age where most communication involves teadwytather than face-
to-face interaction, it was interesting how thebitity to relate to others so heavily influenced

students’ integration into the university. Manyd#ats get discouraged and turn away short of
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getting the face-to-face time they need with supp@ff, despite many attempts to make a
connection. A student shared his challenges incidimg an appointment:

| went to talk to my advisor to set up an appoimim&/hen the office opens, my

advisor’'s schedule for the next week is released dan't make an appointment ahead of

time and it fills up pretty fast. | went in at 10:8hat morning to try to get an appointment

and they only had a few spots on Friday when | wdHe secretary asked me what the
meeting was for and | said getting my flag raised san enroll in classes. She looked at
me like why do you even need to meet and thentsitedsthat there are other students
out there that have bigger problems and really ne@deet with an advisor other than

just getting a flag raised. You know it is reallyticool to do that because | am really not

doing too hot in a class that | have already faileide already and | am really needing to

see about getting that replaced because | am goingve to get A’s in order to pass. |
guess my problem was that | didn't try to get gooagtment with her sooner. | said |

need to speak with my advisor, | just need fiveutes of her time, and the secretary says

do you have an appointment and | said no butahismergency, | really need to speak

with my advisor and she said | am sorry | can'phlu.

The same student indicated that they would renmathe class because the drop date had
passed and if they failed, they would have to takeclass over. For students with limited
financial resources, finding five minutes to coringith them assistance can be vital. When a
student works up the courage to search for helpeadd up feeling like they are an imposition,
they may be less likely to establish a relationshih that office that would help them to be

more engaged on campus. One student gave her pvepen how she was received:
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For the most part the staff are really personadkite. only people that ever looked at me

differently like | can’t understand what you're &y, you look like you're lost, | don’t

know what to talk to you about, are the studeras wWork in the financial aid building.

They look at me like, | don’t know, | have no idéan’t ask me.

Learning and Feedbacki-or these students, the need for child care wasanpunt
issue. All students shared their struggle to finchtiordable, secure, and convenient solution.
Students acknowledged that there was a child dpeedat center on campus, but struggled to
find a connection with staff that could explain tlesource. A student parent said:

Child care is important — more readily availabléhbetter hours. I tried looking up

information over the summer, | wanted to bringlitiee ones with me to spend more

time with them, but | could never get any informati The websites were always down
or being worked on. | think that is a big issuetfurse of us that have small children. |
realize we are a small percentage of studentsyeuount, too.

Another student shared that while he and his waie literally walked in and happened to
get the last infant spot at the on-campus chilcetigament center, cost was still of concern. Life
responsibilities; finances, securing child care etten unresolved impact the non-traditional
students learning. The student said:

For English composition, | wrote a paper on reduoest or no-cost child care for

students in exchange for community service houdsaaliressed that to student life and

adult student services, and | think there is samasibility to it. This is a world in which
people work double shifts just to pay for theditthings, but child care it is hard to find

especially infant care. We walked into a spot, iiyck
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When it came to the notion of the university segkeedback from students regarding
their environment, students agreed that outsiderondatory advising survey, the university
did nothing to solicit their feedback. When askbdw ways the university could enhance their
learning students were able to offer feedback fange. One student’s answer to what could
make them more satisfied and more likely to fegiagred in the life of campus was simply:

| wish there was a billboard. Just put it up onliddard, white in purple letters, K-State

students — problems - let us help, give one nurabdrave that person trained to refer

students to the right person.

Many students expressed the need for an orientaéission geared at non-traditional
students. The following student used the OASSfduund that she is often the only individual at
programs. She commented:

Some sort of orientation events at the beginninipefyear [would be helpful]. I think if

they [the university] could realize that they sayiyneed to be involved on campus, but

most of the things they have are aimed at tradatlgraged students. They have the
brown bag lunch for OASS and | go and | am the amlg there. | mean if there was
something else or even just some sort of group evixen could meet more often, it
might help.

Analysis of Group B — Traditionally-Aged Married 8tlents
Commitment.Student responses indicated a perception thatrtiversity’s commitment

to them changed over the course of their time ompees. Students with strong academic

advising connections indicated a higher level ¢is&zction with the commitment being

demonstrated by the university. This student shdrather initial perception changed over time:
| just feel like the bureaucracy of K-State is jagerwhelming and it's deceiving because

for example; the admissions process, when you domgour visit you're attended to
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promptly and my phone call was returned and thaltg | chose K-State. So it was really

deceiving that that office is like that, but it do& carry into any other issue or any other

service.

All students interviewed in this category became-traditional by definition after
starting at the university as a traditionally-agéatent. One student met her husband during her
time living and working on-campus. She felt tha thniversity’'s commitment to her changed as
her life choices changed. Her husband, who wasexvist, was quickly called up to active duty
and deployed overseas. She had yet to find an atlvéar her as she coped with multiple and
long deployments that left her stateside aloneveortting full-time while attending school full-
time. She stated:

| would say I've had a couple of professors thatehdefinitely gone out of their way to

either give me leeway when | needed it or suppertinactually had a professor refer me

to Student Life because | had a professor thatenma an e-mail that said, | know I'm

paraphrasing, that | was worthless, | should haxengone to college, | was the one of

making the stupid mistake of marrying someone @ttilitary. So that’'s how | became
aware of them [the Office of Student Life]. So Ién to meet with them, but then when
it came down to it they weren’t cooperative. | lzackal struggle with getting the support
| needed, which was really frustrating.

For those students connected to a strong acadevigoa, their perception of their
experience was overwhelmingly positive. This peasoelationship allowed them to overcome
other obstacles on their path towards degree cdiopld he students with a connector on

campus felt that connector was committed to thescess. A senior in his final semester shared,
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| don’t remember my advisor’'s name when | was ahfinean, but that was an interesting

experience. She seemed kind of scatterbrained aldmttwas going on - she allowed me

to enroll in physics as a first semester freshnmahldhink there was another class and
there were preregs for it so on the first day Ikjoked out and told | needed to go
reenroll and went back in and she’s like, “oh yeahould have thought about that.” |
was glad to get another advisor, who is a great geyis one of the best advisors I've
ever met. Any question | have at all, be it acadaity related or just personal, he’s
always known who to call whenever | have any is§&enerally any problem that | have,
| always go through him first and he’s always ableedirect me to wherever | need to
get help.

The same student shared that while he might usedarg support service such as Career
and Employment Services, he would still have higsad review his resume. A stronger
personal connection, trust, and rapport with hedamic advisor have been built upon
successful results with referrals that work to edlve student’s problem.

Expectations.Students in this group did not have favorable apision the university’s
efforts to validate their presence on campus. &lenarks of quality education and personal
touch were echoed by students as relevant to teabrthough an investment was being made in
them. This investment or lack there of relatechtoexpectation the university communicated
regarding the non-traditional students presenceaompus. One student’s viewpoint was:

| would say that the university hasn’t — | woulg $hat the university as a whole has

done nothing to keep me here. | mean, | didn’tkhire experience was anything super

special. | thought that there was definitely sigraiht professors that if it wouldn’t have

even been for those professors | wouldn’t haveestay
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One student shared that the personal phone calhamdivritten note from admissions
representative was what sold her on attending. Mew®nce into her major, she didn’t feel
efforts were made to clarify what was expectedasfds a student. She said:

That’s a hard one. | kind of have an idea of wixgieetations there should be, but | feel

like | got into the journalism and communicatioimmgeol and don't feel like they really

contacted me and | just don’t feel recognized leyrthl noted that when | was talking to
my advisor and he was talking about the alumni hettes and | thought you know he
was asking in class for ideas and stressing thertapce of contributing and it was like
maybe you should make students feel a part of shiredore they leave.

Support.Students in this group who had a personal cormeetith a staff member at the
university said that they were getting the supfitely needed. There was frustration over the
delay in connecting with support services that dgubmote success. Again, the themes of
knowing someone to guide them through the bureay@ad an investment of time by another
human being were paramount. For students who werking and attending classes, there was
the additional challenge of finding time to usevemss. This student shared how she coped with
getting what she needed. She said:

Yeah, and most of the offices around here areypvetird. | mean, they're closed on

lunch breaks. They open at, like, 8:30. You knoeythlose and often times the last

person left to talk to left at 4:30 and it's, juists really tiresome. With financial aid, they
need usually they need me to sign something aad’t get there with my work
schedule. If you argue with them for so long fomsany days they’ll eventually fax it to

me and then I'll drop it by because with them @mniis, after forms, and they’ll argue
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with you and tell you they can't fax it but theyesxually do. It's frustrating because

you've done it by fax the last semester but ike lihey don’'t remember.

Unfortunately, even those students with strong ectors to the university still struggle
from time to time to navigate support servicest#dent with a strong academic advisor tried
working through the system to get what he needeédiaally went to his advisor. He described
the incident:

Well, we dealt with the financial aid office fomehile just by ourselves and it got to the

point that classes had started and we were gé#tiadees on the account and then my

wife wasn’t able to get football tickets and it wasming up to the first game and it was
like we really need to get this in order. | actyalhme to my advisor and he got me in
contact with one of the head guys over at finarailand he explained what was going
on. Before that we just talked to students thaewaorking there and kind of had been
getting the run around, things like, “well we dokftow what's going on” - all this. Once
we got to him, he was actually the one that saitl veéke away the late charges here’s
your check within a day of talking with him we haaheck in the mail so that worked
out really well.

While generally students had a limited view of whapport services were available to
them, the true frustration was in the wasted time @energy before being connected to a service
that could improve their experience. A student axyad:

When | looked at your survey, there were a lohaigs listed | didn’t even know existed

- that | never used. That was kind of alarming. &bademic career information center

was one of those things | wish | had found soomeahbse | changed my major maybe

five or six times and when | finally went to themdal was in the right place [with a
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major] | wish | had known about that before. | mearthe whole, every interaction |

have had with staff here they love K-State and rpedence has always been positive,

it’s just that | didn’t know about all of the regees. | finally have a great advisor and it
is because of him that I'm focused on public relagi | think he is very good about
investing in me without bothering me and makingfeed valued.

Students expressed a true appreciation for stigilgtort services or staff members who
took the time to invest in them and understand theeds. A student involved in club athletics
shared:

Another really cool thing about my program is thitlked to my advisor she knew | was

playing club soccer, which is important to me ahd worked with me around my labs,

horticulture has tons of labs, she really tooktaofdime to go through and sit down with
me and make sure that my lab times weren’t oventapmy club soccer practice times
and if they were she’d let me enroll in a differ&ati. | don’t know if she was supposed
to, but she went through it with me. It was hugd she, like, helped me to really figure
out my schedule and even if we could limit it dowwrone day where | would show up to
soccer an hour late and we’d get that and we’d@dgat out. She was really helpful.

Involvement.This group of students had a strong connectionwolvement on campus.
The majority of student's were living on campu$ad lived on campus, which had allowed
them to connect socially and academically. Sewstaients’ academic programs had made extra
efforts to connect them to meaningful outside-afssl experiences. A student said:

| didn’t think | would ever get the chance to bestimvolved, but it's kind of like

everything else — you're as involved as you warligol know of students that take 13

hours a semester and they think that’s just thestttbing in the world that they're taking
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so many hours and they never have any free time kmow people that take 20 hours a
semester and school’s their life — it's what they-dand then people like me are involved
in every place that they can possibly be. | worlkcampus and I'm here on campus
sometimes on the weekends — either at work orhetad©r involved with clubs or
something else.

Living on campus provided a student still competmgtramurals during their senior
year the opportunity to look back and pinpoint it connection to that group of peers was
started as a freshman by their resident assistahihad evolved into a larger network that
reached across several fields of study. Anothefestushared that the opportunity to participate
in campus ministry and participate in volunteendtoés came about through her time living on
campus and relationships developed with other stisde

It was beneficial for students to develop relatftops with fellow students and support
staff while utilizing their classroom experienc&his exchange of knowledge helped them find
meaning in the investment they had made during timee in the classroom and validated what
they hope to achieve outside of the universitytudent graduating in 2009 said:

I’'m getting the opportunity to develop a finang@énning and life change program for

Reserve and Guard soldiers. One of my professetsaid I'd be great for this and got

me started and | love it. It's personal. | meas,nty life and it's what | enjoy, so it's

right up my alley.

For academic programs with a tradition of actiwedent groups, faculty, and staff
support of student groups, the student’s opporoitinvolvement seemed limitless. Students
shared that the outside-of-classroom connectioap k&em engaged with campus life. One

student said:
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At the university, you can go to the football ga@scourse, and use the rec center. I'm
president of the feed science club and vice-presidiethe Alpha Mu — that’s the entire
department wide honor society. | got invited astghed up for - NCSC — National
Collegiate Scholars. | never dreamed | would bangolved.
Learning and FeedbackStudents in this group felt that accessibility taffsand
financial resources were critical to their learne@gperiences. A student shared:
| would say if they would just make themselves maeessible. | feel like as a
university they should be accessible. They shoaldgen over lunch hours if that's what
the students need, especially the non traditioeehbse we — | — just feel like they [the
university] purposely have hurdles just to weedpdple. | really feel like even if you
try and try, they don’t return your call or they meter why you get agitated with them but
| don’t have time to mess around | don’t have tbmée on hold for 32 minutes and then
disconnected because they transferred me incoyrrectl
Students were aware that providing more finandat@all students is difficult, but that
providing more financial resources is an obviouy teaenhance their learning experience.
While many students are fiscally responsible andld/iput the aid to good use, there are those
who would not. A student admitted:
The general thing just every student wants — irsgeaholarships — the more you
increase scholarships, the less workload it tat@a the students. The less the student
has to worry about taking out student loans, yoovkrits kind of the double-edged
sword though because it kind of depends on howtigdly responsible the student is if

they just get that money and go straight out amthgit.
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In a depressed economy with tuition on the risejestts need the university to take steps

to ensure that when students are asked to invesidially, that their time is valued and they get

a return on their investment. Enhancing studemhiag was difficult when the student did not

feel that their time was valued. Another studeiireti about the investment of scholarship

dollars and actual course offerings. She said:

| kind of get a little upset. | just enrolled in apper level class this semester, but all
we’re doing is going over the textbook in classidan, nothing that we’re learning in
class could | not learn just by reading the bookrygelf. It's a complete waste of my
time. It would be nice if you could even e-mail thetructors before you enroll. | never
thought about that, but just to make sure thatsohat be a good use of your time and
money.

The students in this group had limited feedbaady tvere scheduled to graduate at the

end of the academic year and they seemed to bentiscting from their role as consumers with

perspective to share. They seemed uncertain afotise¢he university was making to solicit

their ideas for improvement. When one student piekésr suggestions, he remarked:

It's hard for me to think of instances where thare evaluations outside of professors
and things like that — | know that's completelyfeient. | guess maybe | just don’t really
have that many concerns. | don’t have these opsnatnout how things should be done
differently, so | don’t think there is anything ¢@d to do about it [feedback].

As with previous participants, several suggesteebitld be helpful to have one place to

ask all questions to and office hours that wereanfilexible than 8 a.m. to 5 p.m. There was a

suggestion to develop a database where studerts sarch for their problem and find different

solutions or contact information for staff at th@wersity who could assist.
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Analysis of Group C — Non-Traditional Single Studen
Commitment.This group of students began their undergraduatecaafter working or

pursuing other interests following high school.tAsy shared their perspectives, it was clear that
they had a different grasp on what it meant todeeiving an education. There was a stronger
sense of independence and a more realistic vigheafiniversity environment as an adult
student. Each participant commented on their agel@tion to their traditionally-aged peers, and
how their stage in life impacted their view of thn@versity experience.

Several students commented that the universitylsngmess to accept transfer credits
demonstrated a commitment to the student on beh#ie university. A student recently
discharged from the military shared:

What brought me to K-State was the availability aade. | served seven years in the

military. | was at Fort Riley and | got out, it tgawas not my intent to stay in Kansas.

But applying to various universities was just adhasl already had my associates’ degree

and a lot of other schools didn’'t want to accepthed credits because | got my degree in

1994. K-State is looked upon as a good universitithey were willing to accept my

credits and take me and they also gave me in-&tiien because | was in military and

got discharged at Fort Riley. Anywhere else | waisstdered an out-of-state student, so |
would incur all of those fees. | don’'t want youtldnk it was totally easy, but K-State
was more willing to work with someone in the mitita

One student shared that she felt efforts to engagkents and enhance their learning
experience were made, but in a false, unrealistiz. While false sense of reality did not
translate to true commitment in the view of thedstuit. She explained:

| was walking across campus yesterday after clagalking on the lawn, and | was like,

you know what a manicured world this is, what aéalorld, everything’s so pretty and
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everything’s laid out so nice and it's a collegenpas, but these kids come straight from

their homes to this. There’'s so much more out theexperience and I've seen the

realities of it and I've talked and I've worked Wivarious organizations. I've had lots of
experiences and it sort of, like, to me like adagnse of reality. When these kids get out
in the real world, it will be different.

The need for personalized services reemergedtangetin this group. Students felt that
there were not individual responses to their lifeagions and the key to satisfaction and getting
the resources was knowing who they needed todal®ne student described a situation that she
went through when she needed a personalized respdhs said:

| think a lot of their information is spit out bycamputer. | don't think the computer

leaves a lot of room for exceptions and it is tadkio the right people who know how to

look past the computer. Financial aid was a hdseslawhile. When | came back to K-

State, | wasn't talking to my parents and didnehaccess to their information for the

FASFA and you have to go through this whole appeatesses [sic] every semester to

prove that you are independent from your parenti$ you hit 25. This semester |

thought I'd be fine and | was picked to verify mgependence so | still had to go get

references. It is like never-ending hoops to juhgqugh, but in the end you get the degree

so you do it.

Expectations.This group struggled the most with finding validatiof their presence on
campus. They also struggled to understand whatdbelyl expect as a consumer from the
university. A student said:

| don't know — it gets really confusing where stigff- the school’s responsibility and my

own responsibility. | have had some really toughets up here, like moving out of Clovia

62



in the middle of semester and | had not planneddee out and it was a big surprise so |

was homeless for 12 days. | had nowhere to gowalriends lived there and | didn't

know where to go. | don't know if there is somewi® could help with that at the time

it happened so fast | didn't even know where téogook for help.

The majority of students in this group felt theyrevgiewed differently by fellow
students, faculty, and staff. This perception @eédtustration as one student described:

| think one of the main things | notice as an olskeident is that | get a lot of looks like

why are you here? Are you actually a student? hget of questions when I'm walking

into a place and | ask for assistance like for gxarthe library. Are you a student here?

I’'m like of course I'm a student here, | wouldn# lsking for a book if | wasn'’t a student

here! That’s the main thing | find most that whpkrception | have found to be most

frustrating.

Often students communicated that they felt as thahg university was unable to make
enough time for a relationship which would validdteir presence as a student. It was a
challenge to feel a sense of commitment on thegsdhte university when the student to staff
ratio was skewed or the timeline to access seresgicted. A student described her first day on
campus:

The day | enrolled, there didn't seem to be endingd, but there were a lot of transfer

students, which was frustrating. So | kind of datramed all at once.

While many students in this group felt as thoughirthcademic advisor served as their
liaison to the university, if students couldn’t o@ct to their advisor, they were left alone and
retreated within themselves to solve problems amidolutions. A student returning to the

university after a stop out said:
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| mean it would really help to have a liaison,ihth Since | don’t have an advisor — kind

of,  mean, I do - but | can’t ever get them td ca¢ back. When | was checking on the

classes | need to enroll in for next semesterrgmatlar sessions and it would be nice to
be 100% sure that these classes deal with thinged and | think the class I'm signing
up is going towards what | need — | can't get hafldhy advisor to ask. My advisor is not
responsive. He’s got a lot on his plate obvioustijnk, and a lot of students. | don’t
know. | went through a ton of crap to get here & bton't take it for granted. I've got
the government paying for school. I've earnedfive years in the Army fighting in
wars, and you appreciate it more.

This group of students was unable to identify wayshich the university was
demonstrating an investment in them. They knewdffatts were made to engage students, but
did not feel that those efforts were directed at-traditional students specifically. When asked
how K-State demonstrated an investment in thertydesat remarked:

| don’t think they do [show an investment]. | dottiink they do at all. | feel like I'm an

outsider trying to get in with other students. like | don't really see that there is

anything for non-traditional students. | work eveay, | work 10 hour days and I'm off
on Friday which is good, but a lot of times all tativities begin around 5 o’clock or

5:30 and if you get off at 5 o’clock and if you leato go home or if you have children

what do you do? | would like to participate, bus #iere any separate events for non-

traditional students if they just want to come thge and do different things? Everything
is catered towards the students who live hereanrésidence halls. | don't really think
there’s too much advertising of events that aretaglace that even if | want to

participate a lot of times | hear about them aterfact.
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Support.Students within this group had limited interactimith student support services.
Those out of classroom interactions were primdintyted to advising and often times not
enough support was provided. A student said:

Last spring when | was switching majors | talkeaty advisor for a few minutes and |

said I'm going to switch to geography and he’s lkexe’s the course list and you'll have

to start taking these classes and that was it + haden’t talked to him since. | don’t
think he knows who | am. I've walked by him andoihnd think he recognized me.

Initially when | went to talk to an advisor he eddg not being my advisor, he’s like

well I'm going to push you off on this guy becad'se got too many students. | didn’t

know what to make of it. | really don’t know anytigiabout college | have not really had
any help.

One student found support, but had to find a newcsoof guidance because she
received misinformation. The student was disapdind be graduating late, but also seemed
willing to accept the outcome as part of her ursitgrexperience. She said:

For a short time in there, my advisor was in anotlepartment and | had a new one that

| got bad information from, she didn't know, shdrdi mean to give me the wrong

impression about the class that | had to takestnisester that threw everything off. Then
my normal advisor came back and she was like yda'tdenroll in the right class for the
fall. | felt a little silly, | suppose | should havooked it up myself but | don't even know
where you find that information.

Students in this group have participated in origoeand enrollment sessions and seem

to feel that while the services were impersonat Whas to be expected. A student said:
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| really haven’t taken much advantage of any ofgtuglent support services at this point

just due to being extremely overwhelmed, it beingfirst year here. During enrollment

and orientation there were hundreds of other pesplgou didn’t feel like you got real
personal one-on-one attention, but that was vedgrgtandable.

Another student remarked, “They just gave me a ammpshowed me where to go.”

There were several students within this group wémb deeveloped strong connections to
the academic support staff within their degree @oyg A student in agriculture shared:

| spend most of time over in the agricultural sdreoal everybody’s so friendly, so open

and come knock on my door. | guess | haven'‘t thbagbut the student process outside

of agriculture.

Finding a place to connect and feel cared for et one student as finding their
family at K-State. She said:

When it comes to in [sic] the industrial enginegrdepartment they have been

wonderful. It is like family. | feel like | am padf that family. Any questions you have

they are on it, they follow you around make sure gce doing ok.

Involvement.Students within this group indicated a strong @efr the opportunity to
integrate their academic and social experienctdseatniversity. Each was striving to establish a
connection, find an opportunity, or maintain aventgeexperience being engaged in
relationships with others. A student new to theversity shared:

I’'m kind of running a club right now that is jugtsging this year with the military

veterans. We're trying to get it off the ground. Waeve five members right now and it’s

hard. It's something | want to support. | want tipgort that group because it's the right

idea to me. We need a group like that on campdisntt have a lot of time, but it's the
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right idea and | want to support it as much asdsgay can, even if we just get together

and talk, that’s all we really need.

For those students returning to school after a stapthere seemed to be a general sense
of being overwhelmed and unsure of where to begfin getting connected. A student described
her experience:

| use the rec center. It is a nice facility and part of your fees. Everything has been so

overwhelming going from a full-time job where yoe dold what to do all day; to now

I've got a schedule but my own time is managed by\Wwhat am | going to do with my

time?

Another student shared that she knew there werertappties to make connections, but
she needed to wait until she was not so overwhel®led said:

| definitely know what | want to do, but at the satime, K-State is an incredibly harder

program. I’'m extremely overwhelmed and discouragéat of the time. | think that one

of the biggest things for me being in agricultaenale-dominated field, and the fact I'm

a woman, there’s not a lot of support in agrictand that’s the hardest thing for me —

probably not really having any type of support.

One student suggested that perhaps the univemity do a better job of using non-
traditional students as a resource. Instead oflmgnin speakers or encouraging students to
attend outside lectures — use the life experieatdsose on campus. The same student indicated
that she felt labeled as old and was not a valuedhiper of the university community, but she
still desired the opportunity to become engagee. std:

It's difficult because I like more, | prefer humarteraction, and | think that’s part of the

college experience that interaction with other pedwm different walks of life. People
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need that human interaction, that human touch fétatto face. | don’'t see where there’s

a push or there’s an emphasis to get non-traditgtndents involved. You have a wealth

of expertise of student’s right here — a resowsigegol that is untapped. | want to get

involved in the student organizations, but | féed | well you're too old and maybe it's
just me and my perception of it. | look at somehaf events that | say how could | make
this better? What could | have done to bring maepbe to the mix? | would like to
sometimes be involved in more activities but | jdeh't.

Learning and FeedbackWhen asked about ways that the university couldeod the
student learning experience, students offered resgsosuch as smaller class size. When asked
about enhancing her learning experience, a stisdet

Smaller class sizes — | am sure it is just thehfrean classes, but to come here and walk

into a class with 300 people. In my psychology sldéisere are more people than worked

in our corporate headquarters of my old job. That iot of people in one room - in a

company you even split your meetings so they asertiig.

One student saw it as his responsibility to enhdmneexperience. “I don’t really need
anything — I’'m older obviously - and | don’t neezhseone holding my hand,” he said.

Students in this group were interested in develppiays to enhance their learning
experience that could build from their unique Bfgeriences. One shared the following
perspective:

| went to an event yesterday and there were & lpbung girls and people there and it

was fun, but I'm past that stage. | was lookingand kind of felt like well this is not my

thing. Where are the professional women? You kneevwvork full time and | don’t

really see that type of group and | would like vem if it's every other week or once a
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month. If there’s an organization where we can ctogether and we can sponsor an
event. | look at a lot of these young kids, | ¢h#m that now that I'm 34 and they’re just
naive to the ways of the world. There could yoydie] a mentoring program. I'm a non-
traditional student, I'm older, I'm working, and/€ got my associates degree. That's a
lot of information that | think we, as non-traditia students, we can impart.

Analysis of Group D — Non-Traditional Single Parei@tudents
Commitment.This group of students communicated a deep appi@tir support staff

that worked around their busy schedules and litdlehges to deliver services. There were
continued concerns about the 8 a.m. to 5 p.m. fiaree, which limits the accessibility of
support and programs. One student said:

| believe there was a general orientation sessiohit was during the day and | believe it

was the beginning of summer and with the office ttzam in, at that time there were

limited employees there and at that time there ddalve been no feasible way for me to
attend that session because we were down to twingegs.

One student shared that she felt fortunate thatvbet hours allowed her to pick up
course materials over lunch or after work, but thas not the case for her peers in class. If a
student worked normal business hours or droveria fmurse, they could not make it in to pick
up course packets. She shared that in one clagsstinector picked up and brought the packets
to class. Still students are left to juggle adwgsappointments and other on-campus
appointments between full-time work, family, anti@al schedules. Students find that they must
take time from at least one area of their livesof more, to make those appointments happen.

When the university personalized services for traditional students, it signaled an
investment on behalf of the university in the eregagnt and satisfaction of the student. A

student said:
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| got into a bind this summer. Financial aid [ie sfummer] is a lot different than spring

and fall because of they way they distribute theeyp you can start school the end of

May, but aid does come in until July and | try totg school on all financial aid rather

than to use my own home money. | called [finanaid] and explained my situation and

they offered me an emergency loan to buy bookd #&molight that was very helpful.

Expectations Expectations were made clear to this group of stisdghrough the words
used by staff and the availability of programs aadvices. There were students who felt as
though nothing was being done to reach out to thedithat the university was not prepared to
adjust their protocol to respond to their need® power of the spoken word was demonstrated
through the experience of one student:

The dean and the assistant dean have both toldamearhportant because | can converse

and understand at-risk youth. They have really nmddeel as though everything

negative | went through in my past life before tngi36 is just a prelude to all the

positive things | will be doing for the rest of rhfe.

However, there are students who had yet to fintigabn of their presence on campus.
One student shared:

In my opinion, | think besides the non-traditiostddents that work here, you would

want to reach out to those that don’t work heon’t feel like | am being asked to

participate in extracurricular things or activitisthings like that, and they are trying to

make a connection with me and saying we are glachye here.

Again, students raised the question of whether tiheir responsibility to demand services
or the support staffs’ responsibility to identifyetnon-traditional student and offer services

tailored specifically to them. A student shared ¢arfusion:
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| think with financial aid | haven’'t maybe demandstbugh. | feel like if | went in and

demanded more help. | never knew about scholarsinipeything because it wasn't a

possibility for me, but I think if | went in and wh | go in with specific questions they’re

always really good about answering my specific tjaaes but | do have a big financial
need and | feel like it maybe | have different reeadd they're not like, hey here are you
doing this or do you know about these things?

Ultimately, for this group of students, supportvéegs offered by the university indicated
a clear validation of their existence as studentsweere evidenced in their work towards the
satisfaction and engagement of students. A studemg on campus said:

That’s a good question — | think the availabilig{ of the fact of all the support services

sends a pretty clear message about what K-States waeir the student community to

look like — the kind of experience they want foeir students. | certainly think, you
know, that when you go to college you have to laglyeand in a big university like this
you have to be ready to put yourself into it. hththat the fact that K-State does try so
hard to anticipate its students needs and it msikels an investment — | mean look at

Jardine [student housing community] and all théed&nt kinds of student needs that are

being met through this one community is a reallgdyexample.

Support. This group of students had varied levels of sattgfa throughout their
experiences with support services. Similar to tiielostudent groups, they seemed to struggle
initially identifying which support services thegud access, but upon reflection could share
experiences from a variety of offices. A studemtsa

Financial aid has been outstanding. The only thiag is difficult is the tutoring services.

They have lots of tutors. To sign up, they give gdiorm to fill out and | put the hours |
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am available. | put after 5 p.m., but everybody tsdsic] to meet at 10:30 in the

morning. They don't make any adjustment to the digleeor offer you different times. |

am willing to be flexible, but they are working an 8 to 5 schedule and | can't do that

with my work schedule.

Another student shared her experience getting aded¢o counseling services. Initially,
connection was electronic, but the student sersscher needs were being addressed during
each step of the process. She said:

| have done quite a lot of work with the counselaffice and they, | think, do just a

fabulous job of respecting peoples’ anonymity. Wiea first seek counseling, there are

lots of different ways to apply to counseling ahdrt it's sort of an automated system. |
think you also probably could talk to a human befngu felt like you needed to, but |
think in some cases you don’t want to explain #seie that you're having over and over
again, and they do a really good job of sort ofgieg it all very impersonal until you're
connected with your one live human being and tlmngan develop a relationship.

There’s so much follow up and follow through, adein my experience.

Students’ stories illustrated the different extrerteewhich student’s access services. One
student said, “The only one [student service] thatve actually ever called is the financial aid
office and | have only called them. Everything dlave done online and | really had no contact
with any of the other offices and some of thos&hil even know existed. | haven't really
utilized any of them because | didn't really kndweyt existed.” If students in this group accessed
the service in person and established a relatipngen they viewed their experience positively.
One student said, “I think that K-State has indvklstaff and | think that you definitely get back

what you put in. So, you know, as an older studéanta little bit more willing to share.”
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Involvement.The opportunity for involvement that provides tifoe the integration of
all aspects of the student experience can be diiffior the time-challenged non-traditional
student. Many students retreated to the use ofreléc means of accessing assistance in an
effort to balance their time demands. A studentarpd:

Most of it is electronic, but you still have to me&eth your advisor to go over your

course schedule, so that is an issue with work coments so you have to make sure

you can get off work. As far as taking classes, tfasses | have taken so far have
needed course packs that are available in the caper that is closed over the lunch
hour in the arts and sciences building.

For those students that seek person-to-persoraatien, they often feel constrained by
time and leave feeling rushed. A student said:

Financial aid is really the only one [student segli have dealt with on a regular basis

and it is always over the phone or when | go mett my advisor the only thing about

when | meet with my advisor is | wish | had moraeiand sometimes | feel like | am
rushed.

Students in this group indicated an understandirigeoimportance of connecting their
academic experiences at the university to the@slioutside of academia, be it through
conversation that reinforces their educational eé®or through programming or services that
provide a connection to community. A student shanesistory:

| have met with financial aid a couple of times @ihas proved very important because

I’'m going to actually graduate the semester befoum out of available financial aid. |

have to tell you a story that just happened — whalk about Jardine [on-campus

apartment community] now | get a little teary. Weolv the cleaning crew. My son and |
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met them in the laundry room and probably a yearagl we’ve just gotten to know

them. They came and reversed trick-or-treated nugdovhile | was | out. | had just

gotten home from the grocery store and they brobghta packet of little healthy treats
and all four of them are on my doorstep and thegfrelecked out [in costume] and you
know they wrote his name on a note — that’s owghi®rhood, you know? | mean

Jardine is just an amazing place.

The opportunity for involvement that provides a magful co-mingling of their
experiences had a positive impact. However, tingpé role in finding opportunity for
meaningful involvement. A student parent explained:

It is frustrating to be at a place in my educatlarzaeer where | really want to be more of

a joiner and | would like to participate. | alwdysve some kind of demand on my time,

but so it can be hard to turn things down thatrikithat other students maybe take for

granted their time, but that sort of goes alondweting satisfied. | am happy as a

student so | want to participate but | don’'t artbh’t have enough time. They have so

many activities for where you can bring your kidsl @here are outlets other things |
think that campus is a really friendly place fodkito be. | know I'm talking about my
son, but to me that’s a really big deal. Even nagchers sometimes have welcomed him
into the classroom if that has needed to happen.

Learning and Feedbackin keeping with the tenets of student developmieaobty, it
was evident that students need to know that theylale to seek fulfilment while in their
student role. They also need to know that theida@an be met so they can focus on being a
student. In the case of single parents, this meanenly their own safety and security, but the

need for their children to be cared for as well.
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When asked how the university could enhance thamning experiences, student
feedback varied from support for their ideas tadaseds being met. A student shared that she
felt her ideas were supported.

| am trying to bring to their attention a documentso they [support staff] let me try to

come up with a proposal to show the movie. It wmi#an a lot to even that one student, so

to try to do something like that. | am big on humeman things. They are letting me
express my ideas.

Another student expressed the need for child caenvghe said:

Oh wow! You know child care. | know that child casea big worry for a lot of families.

We were able to find a good classroom for our sahwae have grant money that we

receive, but | know that for a while that was a woit was not really clear — the process

of finding that and making that connection was ey for us. | know | was really
stressed out about that and so | think if there avgsoup on campus that was students

who have small children or even a single parerdsgrl’m really willing to be, like, I'm

an old mom and I'm still in the classroom and dls but | think that that doesn’t hold for

everybody and I think that that could definitelyutbe a strength if there was some kind

of community for people who are parents at K-State.

Students in this group did not see that the unityewgas making an effort to engage them
in offering feedback, but they offered substantdesas during the interviews for how the
students could increase engagement and satisfasftimon-traditional students. One student idea
was:

| wish there was some way they could flag you i ywe a non-traditional student and

then maybe extend some sort of invitation to ses¢iupvening meeting with you to kind
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of go over what services are available at K-Statghat opportunities and how to go
about navigating the web site, how to enroll in¢lesses. It was totally new to me so it
was just kind of an intimidating experience attfis&henever | have called financial aid
it has been on behalf of someone else and we Kipgsbcompare answers and make
sure we are getting the same information.

The notion of combining high-tech and high-touctswaised through the use of a web

portal which would allow non-traditional studentsconnect and build relationships. A student

said:

| would like to know what all the programs are dadalie and how to use the resources
[sic] and navigate things. Even if it is just a wi® — maybe even a website for non-
traditional students where they can post infornmaind say contact this person or this
office or this meeting or get together things likat. It is a technology driven society, but
you still need human interaction — personal conaect so you don't feel like a number
and they are just here to get your money. | thinkauld enhance my learning
experience.

Finding new methods to deliver services outsidtef8 a.m. to 5 p.m. time frame is

important for these students.

| think offering more evening classes — there isanlot to choose from in the evening
and that is worrying me because when it is timgetbdown to the nitty gritty and get my
degree and all the classes are during the dayl hawve to wait each semester to take one
class. Right now | can take 12 hours, and 9 of thesrat night, but that won't work with
all-day classes. We have to take our work timeutoaround and get what we need from

student support offices and then you can't do wbatneed to do.
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Analysis of Student Support Staff Interviews

This portion of data analysis proved to the mosilehging for the researcher. When the
researcher made contact with each office, the respwas positive. Staffs in each office were
willing to participate and interested in the resbaiTable 2.1 shows the breakdown of themes

and the number of responses from this data group.

Table 4

Breakdown of Data Themes for Support Staff Intersie

Theme Support Staff Participants ~ Total Participants
Mentioning Theme

Commitment 6 5

Expectations 9 5

Support 5 4

I nvolvement 4 2

Learning 3 2

Feedback 5 4

Note Support staff participants were representatives frecreational services, Lafene Health
Center, financial aid, registrar’s office, parkisgrvices.

The researcher’s challenge was to find a meanimvgdiyl to structure and discuss the
findings. For consistency, the analysis of this graup of five interviews was structured in the
same way as the student interviews. In additiaiseussion on the office observations was
included.

When reviewing the transcripts, the researcherdatuimonic that several of the support
staff expressed that their office treated non-trawial students as they would any student. Yet
later in the interview, they acknowledged thatrba-traditional students’ needs were unique
and required a different type of service. Most supptaff said that they felt as though non-
traditional students were being served well. Howewtien asked if they gathered feedback on
how the office could enhance the learning expeasrmf non-traditional students, each staff said

they needed to improve on gathering feedback.
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The researcher was curious when the Registraris€débntact directed her to meet with
staff in the Division of Continuing Education. Rateestructuring within the university had led
to a change in staffing to encourage a strongéfrcianection with the creation of a Registrar’s
position within continuing education. While it isié that many students who take distance
education classes are non-traditional studentdestsa had indicated that when they think of the
Registrar’s Office, they equate that to securiaggcripts and an actual office visit, not
enrollment in a distance education course. Theareler found the interview with support staff
from the Registrar’'s and continuing education e$iquite valuable, but also found it necessary
to schedule a second appointment to complete aealbservation.

Commitment.Staff saw the commitment of efforts to engage atisfy non-traditional
students from a multitude of perspectives. A staginber remarked that they could not think of
a student support office on campus that was natighray services to non-traditional and
traditional students, and felt like it should beatbthat there are services available strictly for
non-traditional students. Another staff member stidhat they did not feel like their office did
anything different to engage or satisfy non-traxdhéil students. He said:

We understand that the student’s needs are ditfénan those of a traditional student

and the non-traditional population keeps gettirggbr and bigger so we understand the

things they (non-traditional students) have goingaod what they are bringing with them
as far as life experiences. We just try to anti@pheir stress areas.

Another support staff member shared that the\tlieltentire student life division is
concerned about all students and the retentioll sfualents. This individual felt that the
university’'s commitment was evident through theegahawareness that all students from start

to finish of their academic experience, regardéédgbeir age, are important. While staff
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members said there was a focus on retaining alestis equally, there were also numerous
descriptions of university bureaucracy that credi@diers to students feeling engaged and
satisfied. A staff member shared:
The university is a complex place...l came from thktany and it was a complex place
where you couldn’t always find one person who caileé you what you need, if you are
new and coming in and trying to figure out how &t Qere, it can be frustrating. One
day, a call came in and somehow that call cameetolihere was a student on the line
trying to figure out how to take a class | coulll $6e was about ready to go off. |
explained that | worked in parking and | had naigéo she needed to talk to, but | was
sure | could find somebody so | took down her nam@é number and make sure you get
called back. She said she has been bounced tdiféenent places. | think that is part of
our problem, we have a lot of people who don’t usténd how the system works.
ExpectationsWhen asked about the ways in which their office camicated validation
of the non-traditional student’s presence, thereewesponses of specific examples, general
approaches, and changes in mode of service ta Bettee students. A staff member shared a
specific example of their offices efforts to inveshon-traditional students:
We realized we were not meeting the needs of stigperuses. | went back and looked at
it, and we were charging the wrong amount, so vanghd the price and kept those
prices at the lower level even when other fees weased. We want to encourage student
spouses to come and use our facilities. They aataof student life.
Lafene Health Center has a promotion and wellnessthat develops programming to
meet student needs in an effort to be proactiveiahealth-related issues. Staff is sensitive to the

unique needs of non-traditional students and theyware of that when designing programs.

79



Staff pays attention to the needs and the backgrofistudents and the actual medical care the
student receives remains sensitive to individuadse Each member of the staff addresses what
students bring with them into the encounter andiifferent concerns they might have.

A word that was used repeatedly by student paditpand staff was “bounced.” The
students finds themselves getting bounced fronc®ti office and person to person in an effort
to get assistance. A staff member described besngded:

| think one of the things we seek to cause notagplen is we don’t want a student being

bounced around from office to office. Not everyd&mews the answers, so there has to be

some of that transferring. Everyone seems to b®isg and saying to themselves that is
not my problem so | am going to transfer them tmsone who can help them. We have
worked with students that have literally been tfamed four and five times and what we
do is stop the train. We get the information dofigyre out the problem and call the
student back. Asking the right questions is impdrfar anyone working with students.

Another staff member shared that “there just isndugh of an investment.” The staff
member shared that any time offices can come tegébhcreate opportunities to inform and
educate non-traditional students about resourbess will be more investment. Joint
programming occurs such as a scholarship workspopsered by OASS featuring guest
speakers from financial aid, but in the view of thterviewee, it was still too little, too late.

Support.Participants felt that if the need of the non-triatial student was expressed that
the support service staff were willing to heamtaise to the challenge. Staff members shared
several examples of altering the standard delieéservices or options to meet the needs of

non-traditional students. Fee structures were amdngrecreation services and student health to
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accommodate student spouses. Finding avenue®to thié voices of non-traditional students to
be heard was a challenge. A staff member said:

The non-traditional student coming to college ptipaoesn’t have the connection with

other students. | think within the classroom, ttuelents are fearful of how other students

will react to them, so they hold back. A lot of thetivities through the student
organization seem to be a challenge because ofislohg and availability.

The offices that had student advisory boards spokiee importance of having student
representation that included non-traditional staslelafforts to diversify representation, frequent
and regular meetings, and membership that recolitweers to replace them allow better
delivery and utilization of services.

Efforts to refine services and keep pace withnebétgy while providing a human
connection were identified as critical componeritsupport. A staff member shared:

The basic sense around the country is that students care what time it is in

Manhattan, Kansas. They are taking a class at ke &tad they expect help. Help center

hours will continue to expand. The continued usteofinology to deliver materials is

cost-effective and efficient. That will continuelie a trend. Responsiveness needs to

continue to be available. That is the paradox ditelogy. You are not talking to a

person, but you want reassurance from a persoeugwant to go to their phone for

help.

Involvement.Staff members identified opportunities to providemcections and forge
relationships with students, but the opportunitvese delivered with the traditional student in
mind. Across the university, traditional businessiis remain the standard approach. Each office

has a presence at recruitment and orientation &t has staff available to meet with students.
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However, there is not a recruitment or orientaggant specifically designed for non-traditional
students. It was clear that facilities, progranmgl services are in place. A staff member said:

| think we provide a facilities and programs [ditht are conducive to encourage people

of all different life situations to use at a reasble price. Anytime we hear of an idea

from a student, we are more than willing to trgut. We feel like we are getting
information to everyone — whether or not they cledtsread it is up to them.

Support staff shared that they are more than willongo out to reach student groups or
community living environments to build a relatiorshnd share information. However, this
method may be ineffective for a non-traditionaldemt not involved in a student group or not
residing on campus.

Learning and FeedbackRecreational services have responded to a neaddrsidy
their operational and office hours to meet the se#dstudents. Office hours have been
expanded to allow for those who work a traditio®a.m. to 5 p.m. schedule to come into the
office and purchase a user card or ask questidresrdcreational center now opens at 5:30 a.m.
to allow those who work the chance to come in leef@ading off to work or school.

When asked about the chances of providing comeo$@rd-hour, web-based service,
there seemed to be some wariness at attemptirgjit@da service that students might want that
does not match the high-touch image of the unityerai staff member remarked:

| don’t know that K-State will ever go web-baseul fine area of student services]. There

are a lot out there [web-based services] — canesgbnses — where a word can trigger

and pull a canned response. We are experimentitigonline chat. We are reluctant to
go there, some think it will save a lot of timef bdon’t believe it will. I don’t think that

is what K-State is all about.
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Most offices attempted to institute some sort aftiree satisfaction survey to gather
feedback. While some had not done a major surveydars, others surveyed every two years.
Financial aid surveys students every year to gathmmchmark for average costs, but not to
explore the specific needs of non-traditional shislePaying attention to a pattern of concerns
from students was deemed necessary to ascertaimmgéd suggestions for change. A staff
member said:

Students are not shy about giving feedback, bugfiep valuable feedback, not comments

like, 'm not happy with parking, or we need momglking. Well...that is not a parking

issue — that is an upper administration decisiowelget one person that is unhappy,
okay, but if we have 15, we better have alreadyesidooking at a change.

There was a feeling that students need to undelsiteat support services cost money.
More staff was a frequent request, but more stasfscmore money, which translates to a
financial burden for the student. Students do remitvto pay more students fees, but for support
services such as the health center and recreatidnr¢ which are funded by privilege fees, that
can mean a reduction in services.

Office Observations
The office tours and observations provided theareteer a view of facilities and

staff/student interaction from a student perspecthdl offices did a good job of having
materials on display for students. Several offarmations have a lack of waiting area space and
space for comfortable student/staff interactionfddmnately, these offices were those with the
highest level of customer traffic. Due to the dethahservices, these offices often employ
student staff as their front line support.

Often, students would serve a customer and haleate and go find an answer or look

over their shoulder to a professional staff menfibeguidance. The researcher did not witness
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students being offered the opportunity to retrea tmore private setting for conversations. For
matters related to student finances and enrollnitenuld seem imperative that before the
conversation advances too far that it be movednmie private setting.

Another high-traffic office had challenges with kdéing walk-in traffic and phone calls.

In this environment, there was little time for greg and building relationships. Service was
focused on information gathering and moving thelaiw through to the next step. This
environment was efficient, but seemed impersonal.

For support services such as the recreation cehtehblessing of dedicated space was put
to good use. On the day of the researcher’s obsenvand tour, she was able to watch two non-
traditional student spouses find a quiet exercike area that had televisions airing different
shows. The staff guide shared that intentionalreffavere made to find program space away
from the heavy traffic areas for a more private eochfortable exercise experience.

As the researcher toured each office and visited warious staff about the data being
collected and the researcher’s professional cororetd the university, many new ideas
surfaced. The researcher’s presence was viewedukelstaff members as a time to share ideas
and ask guestions of a student support colleagnee @gain, this interaction reinforced the idea
that all human beings desire face-to-face conviersat/nfortunately, constantly addressing
student needs leaves little time for casual coratens, networking, job shadowing, or
brainstorming. The researcher’s own work environnienot conducive to providing time to
focus on planning and connecting with others. Aitpasoffshoot of the observations and tours
was the free-flow of ideas that led to supportfgtaim other units taking the opportunity to tour

and job shadow in the student housing environment.
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CHAPTER 5 - Discussion and Recommendations
Introduction

The researcher’s literature analysis revealedtamliure related to the impact of student
support services on the engagement and satisfaaftioon-traditional students. Although a
limited amount of literature was found relatinghe engagement and satisfaction of non-
traditional students this research did not additessole that student support services plays or
could play in the engagement and satisfaction oftnaditional students.

This study is significant because it addressegxiperiences of non-traditional students
when utilizing student support services and theaichpnade on the student’s engagement and
satisfaction. The final chapter of this phenomatagstudy includes a restatement of the
research questions and methods employed by therobse, discussion of the results,
suggestions for future research and recommendftrgractice.

Restatement of Research Questions and Methods

The purpose of this phenomenological study was&ongne the experiences of
undergraduate non-traditional students at Kansatg Siniversity while utilizing student support
services and gather data on the connection betthese experiences and engagement and
satisfaction of the students. The study capturece#periences of non-traditional students
through qualitative interviews with students angisint support staff. The four research
guestions guiding the study were as follows:

1. How do the experiences of non-traditional studertisn utilizing the services
of university student support staff impact theigagement and satisfaction?
2. How do non-traditional students regard their exgrares with student support

services at Kansas State University?
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3. What types of program offerings do student suppentices at Kansas State
University provide specifically for non-traditionsfudents?

4. What level of involvement with student support ssgvfunctions do non-
traditional students find as enhancing their lesgreéxperience?

Discussion and Implications of the Findings

The discussion of the findings is based upon tee#s which emerged from the
interview protocol. The interview protocol framenkavas provided by Tinto (2008) who
asserted that research points to six conditionsinvihstitutions that are supportive of student
success: commitment, expectations, support, fe&gdbamlvement, and learning. While eight
themes emerged only six were relevant to this stddye themes of challenges facing the
student, and journey to non-traditional studertustare not discussed in the chapter. The six
themes that emerged are: (1) commitment - studpet@eptions of efforts to engage and satisfy
them through a commitment of university resour{@sexpectations - demonstration of
investment in the students and validation of theasence on campus by communicating clear
expectations, (3) support - provision and utiliaatof support services that promote student
success (4) involvement - perceptions of the m@hatip between student and support staff and
opportunities for academic and social integrat{éhJearning - efforts to enhance the learning
experiences of non-traditional students, (6) feekbagathering of suggestions for change and
improvement to the non-traditional student expexen

Commitment.Students who could describe a personal relationsitipa support staff
member were engaged and satisfied with their stugdgrerience. These students viewed the
university as making an investment in them as dividual and in return were more involved on
campus and integrated in university life. Studeakpressed a desire for greater connection to

support services at the university. Many studerge unaware of the resources and services
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available to them. Student support servicesdfdir programs and services on a traditionally-
aged student schedule of 8 am to 5pm. Front-lingl@yees in the five support service offices
observed were traditionally-aged students with malitraining in the developmental needs of
non-traditional students. The university has dertrated a willingness to provide flags to
student records for students that are first-geimgraind legacy students, but not non-traditional
students.

ExpectationsWithout an orientation session designed for nodHi@nal students, it is
difficult for the university to communicate its eeqiations. Students expressed a desire to know
they are valued and want to learn about and haws¢aresources at the university. Students who
had received assistance communicated that theydieled, often times this was as simple as
answering a financial aid question. Those studehtshad yet to find a connection seemed
unclear as to there role as a student. Studeposustaff stated a need to accept responsibility
to not bounce students off on another colleagukowit confidence that they have referred the
student to the person who can help the studené sbé/problem.

Support.What is needed for non-traditional student to gegdported, which should
include advising that is tailored to adult studeatsd specialized student services. In other
words, adult students need specialized servicag¢6& Senter, 1998). Support that promotes
success must include elements that are academial,sand financial. Student support staffs
were unable to identify resources and programmifegiags for non-traditional students and
instead saw those offerings as being no diffefegm those for traditionally-aged students.
Students who felt connected to the university Hagy felt supported. For students who had yet
to develop a connection, it was difficult to finapport for academic advising, opportunities for

involvement, or financial advising.
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Involvement.Academic and social integration is a key to studectess (Astin, 1993;
Tinto, 1993). Educational communities must be koilinvolve all students. Students who lived
on campus reported a higher degree of engagemersiagisfaction with their role as students.
Students who had found involvement in student aegadions or meaningful work on campus
felt engaged and satisfied. The opportunity fodshis to gain knowledge and confidence gave
them power as a manager of their learning expegiehais knowledge and power gave them
insight into achieving their educational goals.

Learning. As outlined in the literature analysis, institutsocentered on adult learners
have a culture in which flexibility, individuatioand adult-centered learning drive institutional
practices (Mancuso, Strange, & Zakos, 1999). Theertimes a student can stay engaged in
learning, then the more successful the institwwhbe in graduating the student. Student
participants who experienced quality teaching, wexgeriences, and meaningful involvement in
organizations reported that those events enhahegdéarning experience. A few students
suggested that a program in which non-traditiohalents served as mentors for traditionally-
aged students would enhance the learning of batltiwnally-aged and non-traditional students.
Students reported that they were not seen or usegsaurces.

As revealed during the literature analysis, what hat been addressed by adult-centered
research is what impact adult-centered practices ba student learning, student satisfaction,
and student retention (Mancuso, 2001). The findofghis study reveal that efforts to engage
and satisfy non-traditional students through sttdapport services positively impact student
learning and satisfaction. Students who had expeer a positive connection to the university
communicated that they would do what was needaglceve their education goals and receive

their degree.
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FeedbackPeriodic sessions should be held so that studantsitare their frustrations
and needs, in addition to providing learning skitsrkshops (Allen, 1993). Non-traditional
students did not feel as though the universityctssaly interested in what they have to say.
Student support service staffs offered minimal @mednsistent tracking of student experiences to
yield data about changes that should be made.diclear from student and staff interviews that
both are willing to share and learn from one anotbeafortunately, it was also evident that few
people are taking the time to learn from each oéiner gather data. Students stated that they
were willing to serve as resources for change arpgtovement.

Theoretical Framework Review

Reflecting on the work of Tinto (1993) and his perstive regarding the importance of
student integration into campus life student adtnicoupled with Astin’s (1993) view that
student’s learning is affected through involvemamicampus, the results of this research support
both theories.

The data found in this study supports the ideaulinsn a non-traditional student is
involved on campus they report a greater degreatigfaction in their role as a student.

Students who had support that was social, acadamdcfinancial in nature shared a greater
connection to the university community and a detgsirachieve their educational goals.

Answering the Research Questions

Research question one sought to answer how theierpes of non-traditional students
when utilizing the services of university studemport staff impact their engagement and
satisfaction. Students who had developed or expegeta positive connection with a student
support staff member or faculty member reported ttheir experience left them feeling engaged
in the life of the university and satisfied witrethstudent role. When comparing findings

between the four groups of students, the majoeudifice was the developmental perspective of

89



the non-traditional students by age. These oldetestts communicated that they were willing to
demand more from those around them in an effaattoeve their educational goals. There was
also a realization that their life experiences,levai times setting them apart, could be a resource
for traditionally-aged students.

Research question two sought to answer how noititaal students regard their
experiences with student support services at Kadtse University. The research points to a
lack of intentional relationship building betwedndent support staff and non-traditional
students. Generally students responded that thteiraiction with student support staff was
meaningful. When asked to share about specifiamte in which they felt their needs were or
were not met the answers were more emphatic. T$tagents, who had no personal relationship
with a student support staff member, communicatiedlaof engagement in the life of the
university and dissatisfaction with the qualitystdident experience. The findings support a study
regarding the impact of time limitations on adeliiners. The quality of relationships between
university administrators and non-traditional studevas a strong predictor of learning
(Lundberg, 2003). Students were confused about sthdent support services were available
and how to use them. In instances where the studehsought the help of support staff, the
student often left feeling as though the staffraddl understand their needs.

Research question three sought to answer whaotfypegram offerings do student
support services at Kansas State University prosbeifically for non-traditional students.
Student support service offices did not differaetisetween programs specifically for non-
traditional and traditionally-aged students. Whsked to share an example of a change that had

occurred the meet the needs of non-traditionalesttedsupport staff identified a change in
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service hours, program requirements, or requiresn@nteet the needs of non-traditional
students.

Research question four explored what level of menient with student support service
functions non-traditional students find as enhag¢heir learning experience. Students shared
ideas to enhance their learning experiences; nratigdted a desire for technology to be used to
share resources and information. However, eachdistadent shared a high-tech idea, it was
followed with the desire to have a person to cohmgith who could verify that the student had
found what they needed. The need to have humaaadahtough a live conversation remains
the desired experience of students. Finding onasepat a large, bureaucratic institution
requires a gatekeeper for the student — a persorhedps students navigate their journey.
Students identified these gatekeepers as havingugastudent support services roles that of;
academic advisor, admissions representative, fiahaitl advisor, housing staff member, faculty
member or others who have the opportunity to taheHives of students. Without a solid
relationship that supports and assists the stuglgrdrience, students stated that they were
frustrated and overwhelmed.

Recommendations and Suggestions for Future Research

For university administrators and staff, sharingexences will not be enough; more
needs to be done before change becomes a realitthdse reasons, a quantitative analysis of
student support services and their impact on tgagement and satisfaction of non-traditional
students would be meaningful.

The university is successful in recruiting studeéntsampus and does an excellent job of
recording and publishing those numbers. While effiof the university are becoming better
engaged through the use of satisfaction survegs;ahcept of following up with students is not

consistent and pervasive. One student felt likeetheas a commitment to track her engagement
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and satisfaction her first year on campus, bur #fte first year, that commitment disappeared.
The university does not have any data on why nadiional students leave without completing
their degree, nor do they track numbers. With mad#tional student enrollment on the rise and
tightening distribution of tuition dollars, it isnperative that universities track the retentiomlbf
student sub-groups. A study that analyzes the tietenf non-traditional students might yield
rich data that could enhance programs and imprugeat satisfaction and engagement.

The future of higher education reflects the futnirdmerica. The diversity of the United
States and the world is reflected in the changindet body in higher education. At this
moment, the typical ways of training workers, coctthg business, caring for our planet,
providing for home ownership, and accessing edocatnd health care are no longer enough. As
new business and education practices unfold, higthecation will be viewed as a leader in
creating change and opportunity for people andgs®es. During this time of change, it is
imperative that higher education reevaluate itg@ggh to student success. By listening and
understanding the experiences of non-traditionalestts at K-State the researcher identified
three policy recommendations to improve studenagament and satisfaction that will position
the university to successfully retain and recrom4traditional students.

Recommendation 1: Annual Review of Institutional &etices Related to the Delivery of
Services and Support of Non-Traditional Students

The results of the study indicate a need for atitit®nal policy that encourages an
annual review and monitoring of student supponises. As detailed in the literature analysis,
institutions can develop adult-centered culturesnetilexibility and individualization of service
drive institutional practices. An evaluation of Maso’s (2001) work, cross-referenced with

data from this study, point to a need to review analyze these institutional elements.
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1. Does the institution engage adult learners inragoing dialogue designed to help
learners make informed educational planning degsiidStudents expressed that they
do not feel the university was interested in theadback.

2. The institution makes student services accesaitdl convenient to adult learners
through many venues. Student support serviceestfand delivery of services were
still being offered around a traditionally-ageddsat’s 8 am to 5 pm schedule.

3. The institution makes continuous and delibee#fiarts to ensure that it remains
affordable for adults while maintaining access qudlity. Students stated that their
time was of great value. When students took tongeek assistance they did not feel as
though they received a return on their investméiinee.

Based on student comments, there is work to be shoagsuring that student services are
accessible. It is also evident that non-traditistatlents at K-State do not feel they are being
engaged in effective dialogue that improves treariting experiences. While some students
found their niche on campus and felt that efforésenbeing made to engage and involve them,
there were many who did not. If students are untbéecess services and make informed
decisions as consumers, their educational experieac become cost prohibitive. Students
expressed a need and desire for orientation sassftered around non-traditional students’
schedule to acclimate and connect them with ses\froen the start.

Recommendation 2: Development and Implementatioradfniversal Customer Service Model

The university should establish a comprehensiveoousr service model that focuses on
training student staff to understand the univeisityission and message. The plan should
include all student staff and front-line employadw® interact with students. Numerous students

commented that student employees served as gatgkampnformation within student support
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offices. Often, non-traditional students felt thead to figure out how to get through the student
gatekeeper to someone else that had the answepaltthelp them.

In an era of difficult economic times, it is likellyat the workforce at most universities
will remain student based. Students are a costtafeeway to deliver services. This learning-
through-work approach directly supports the edocati mission of the institution and student
development. Limited training is provided to frdime student personnel, yet the complexity of
clientele and questions can be over whelming. Wdtedents are unable or unsure of how to
respond, the customer leaves feeling unsatisfiddsaless likely to get assistance. As a result,
one of the university’s biggest marketing challengecomes controlling its message to the
customer through the voice of the front-line studanployee.

K-State has prided itself on putting students firsiorder for its actions to live up to that
self-professed standard, the university needsato student staff to provide more efficient and
effective customer service. This is a challenga world of instant gratification technology and
standards. There is no reason that a studentistafing program cannot be developed. We need
to ask the right questions and listen to our custsuBy training student staff to understand the
different needs of different students, they canregunderstand the different approaches they
need to deliver effective customer service. Ifualsht has a 5-minute question that can be
researched and answered completely and correffiige®should strive to provide that service.
Just because a student may have a 20-minute quéséibrequires research, consultation, and a
plan of action does not mean they should go unde&widents are willing to find time to get the
answers they need, but they need to know that soeneas listened to their situation, is

researching the options, and will provide them witlices.

94



Recommendation 3: Non-traditional Student Experienteadership Seminar

Universities are paying more attention to freshngear experience courses, leadership
seminars, and university experience classes tdyckudent expectations for involvement and
best practices in good citizenship. The universitguld spend time exploring and developing a
similar experience designed for non-traditionatietuts. This would provide a direct connection
to validate the non-traditional students’ presemt&ampus, nurture their development, and
could increase retention.

The opportunity for non-traditional students toegghack to the university through
curriculum designed to share their real life exgeees with other students and staff would
enhance their student experience and enrich tee b others. There are programs in place that
were developed to meet the needs of other undeesepted student groups that could serve as
models.

Closing

Throughout the study, when the researcher was ak@mat the findings, there seemed to
be a lot of interest in the experiences of the tmadiional student. When asked about the
proposed recommendations, the researcher was'W&d[K-State] can’t be all things to all
people”.

The research tells the story of unheard voicesy Hne the voices of the minority,
atypical, non-traditional student. Support stafirgd that student retention is about helping
every student succeed and complete a degree, and iththe responsibility of every person at
the university who touches the life of the studémtening to their stories and learning from
their stories cannot be enough. Support staff,lfiacadministrators, and students must engage in

dialogue that creates opportunities for involvenmaamt growth outside of the classroom.
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The research found that there was a connectiondegtstudent support services and its
role in positively impacting the engagement angstattion of non-traditional students. The
research also found that little time was set agdecus on opportunities dedicated to providing
relationship building, information sharing, anddback gathering. The study calls for more
extensive exploration of non-traditional studergdeand more frequent evaluation of services
to meet those needs. It does not ask the univecshig all things to all people, but to make
intentional efforts to provide support mechanisorsnion-traditional students. In doing so,
students will be empowered to serve one anothbareae their educational goals, and provide

answers to future generational challenges.
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Appendix A - E-mail Text Sent to OASS listserv

Good afternoon adult* students! We hope your seenésigoing well!

Below you will find an opportunity to participate research regarding
your experience as a non-traditional student atdteS The Office of
Adult Student Services did not compile the resednolwvever, we have
agreed to distribute the survey link through osiskerv. Although

this is an independent research endeavor, thesasithis research
will be shared with our office. Should you decidetrticipate, our
hope is that your input will assist us in bettavse the
non-traditional student population. Please undedsthat this survey
is completely voluntary. If you are willing to takart in this

survey, please see below.

Thank you for taking the time to read about a ueigpportunity to
participate in a study regarding the experiencesoottraditional
students at K-State and the chance to win one @b Target gift
cards. Like you, | am a non-traditional studer&tate, working
towards completing my doctoral work. | am approagthe data
collection stage in my dissertation and am looKorgstudents willing
to participate in my study.

| will be conducting interviews with students regjag their K-State
experience. To become eligible to win one of twd $2rget gift cards
simply click the link below to complete a very bribree question survey.

Clicking below will take you directly to the survey

https://surveys.ksu.edu/TS?offeringld=91495
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Thank you for taking the time to assist me with stiydy! Should you

have questions about the study you can contaghtiaduals below:

Stephanie Bannister

sbann@Xksu.edu

Dr. Fred Bradley
foradley@ksu.edu

* You have received this email because you have mEntified as a
non-traditional student. We identify students as-traditional based
on one or more of the following criteria:

- Students who are 25 years of age or older

- Students of any age who are married

- Students who are parents

- Students returning to school after an absen@arsfmore years

Adult Student Services
101 Holton Hall
785-532-6434

***You have received this message because you vderified by the KSU Registrar’s Office
as being an adult non-traditional student. If youndt meet these qualifications, or no longer
wish to receive these messages, please reply dtiress above or visit

www.listserv.ksu.edu.***
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Appendix B - Online Survey Questions
1.) Please check below all the descriptors thahdsfour student status:
Undergraduate
Graduate
Full-time Student
Part-time Student (less than 6 graduate or #i2ngnaduate hours)
Married
Married with children
Single Parent
Under 25 years of age
Between 25-39 years of age
Over the age of 40

No response

2.) Please indicate below the frequency with wiyigt interact with the following
student support service offices (Frequency desegpD=daily, W=weekly, M=monthly,

S=once a semester, N=never, N/R=no response):

. Academic and Career Information Center
Frequency: DWM SN O

. Academic Assistance Center

Frequency: DWM SN O

. Admissions

Frequency: DWM SN O

. Adult Student Services

Frequency: DWM SN O

. Career and Employment Services
Frequency: DWM SN O

. Computer and Telecommunication Services
Frequency: DWM SN O

. Controllers Office

Frequency: DWM SN O

. Counseling Services

Frequency: DWM SN O

. Disability Support Service

Frequency: DWM SN O
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L Educational Support Services
Frequency: DWM SN O

o Graduate School
Frequency: DWM SN O

L Housing and Dining Services (Residence HallsJandine Apartments)
Frequency: DWM SN O

. International Programs
Frequency: DWM SN O

. Lafene Health Center
Frequency: DWM SN O

L Parking Services
Frequency: DWM SN O

_ Recreational Services
Frequency: DWM SN O

_ Registrar’s Office
Frequency: DWM SN O

. Student Financial Aid
Frequency: DWM SN O

- Women’s Center
Frequency: DWM SN O

_ Academic Advising
Frequency: DW M S O

3.) Would you be willing to participate in a sh@mb longer that 45 minutes) interview
with the researcher about your experiences at ke3ta

Yes

No

4.) In order to be entered into the gift card drayylease provide your contact
information including name, valid email addressj phone number where you can be

reached at:

Thank you for your participation you will be entéri@to a drawing for one of two $25
Target gift cards. Winners will be notified via eiray October 28, 2008.
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Appendix C - Survey Report

Survey Name:
THE RELATIONSHIP BETWEEN STUDENT SUPPORT SERVICES!IB NON-
TRADITIONAL STUDENTS

Offering Name:

Adult Student Services Listserv

Offering Date:
10/9/08 to 10/17/08

Statistics

A total 0f 381 people started this survey.
334 people completed it.

47 people quit before completing it.

Question 1

Please select below all the descriptors the definar student status:
Undergraduate 198 (52.52%)
Graduate 176  (46.48%)
Full-time Student 260 (68.97%)
Part-time Student 79 (20.95%)
(less than 6 hours graduate and 12 hours undergaseju
Married 144  (38.25%)
Married with children 130 (34.38%)
Single Parents 25 (6.53%)
Under 25 years of age 42 (11.14%)
Between 25-39 years of age 236 (62.6%)
Over the age of 40 74 (19.63%)
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Question 2

Please indicate below the frequency with which yiateract with the following student support

service offices:

2.1

2.2

2.3

2.4

Academic and Career Information Center

Daily

Weekly

Monthly

Once a semester

Never

N/R

Academic Assistance Center

Daily

Weekly

Monthly

Once a semester
Never

N/R

Admissions

Daily
Weekly
Monthly
Once a semester
Never
N/R
Adult Student Services

Daily

Weekly

Monthly

Once a semester

Never
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4 (1.05%)

5 (1.31%)
15 (3.94%)
68 (17.85%)

243 (63.78%)

46 (12.07%)

3 (0.79%)

10 (2.62%)
13 (3.41%)
33 (8.66%)
276 (72.44%)

46 (12.07%)

4 (1.05%)

5 (1.31%)

18 (4.72%)
164 (43.04%)
144 (37.8%)

46 (12.07%)

3 (0.79%)
6 (1.57%)
16 (4.2%)
69 (18.11%)

241 (63.25%)



2.5

2.6

2.7

2.8

N/R

Career and Employment Services

Daily

Weekly

Monthly

Once a semester
Never

N/R

Computer and Telecommunications Services

Daily

Weekly

Monthly

Once a semester
Never

N/R
Controllers Office

Daily

Weekly

Monthly

Once a semester
Never

N/R
Counseling Services

Daily

Weekly

Monthly

Once a semester
Never

N/R
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46 (12.07%)

7 (1.84%)

6 (1.57%)

29 (7.61%)
86 (22.57%)
207 (54.33%)

46 (12.07%)

7 (1.84%)

8 (2.1%)

36 (9.45%)
88 (23.1%)
196 (51.44%)

46 (12.07%)

4 (1.05%)
6 (1.57%)
16 (4.2%)
140 (36.75%)
169 (44.36%)

46 (12.07%)

6 (1.57%)

7 (1.84%)

22 (5.77%)
24 (6.3%)
276 (72.44%)

46 (12.07%)



2.9

2.10

2.11

2.12

2.13

Disability Support Services

Daily
Weekly
Monthly
Once a semester
Never
N/R
Educational Support Services

Daily
Weekly
Monthly
Once a semester
Never
N/R
Graduate School

Daily

Weekly

Monthly

Once a semester
Never

N/R

5 (1.31%)

6 (1.57%)

5 (1.31%)

14 (3.67%)
305 (80.05%)

46 (12.07%)

4 (1.05%)

4 (1.05%)

6 (1.57%)

22 (5.77%)
299 (78.48%)

46 (12.07%)

12 (3.15%)

7 (1.84%)

29 (7.61%)
95 (24.93%)
192 (50.39%)

46 (12.07%)

Housing and Dining Services (Residence Halls andida)

Daily

Weekly

Monthly

Once a semester
Never

N/R
International Programs

Daily

Weekly
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12 (3.15%)
10 (2.62%)
20 (5.25%)
11 (2.89%)
282 (74.02%)

46 (12.07%)

5 (1.31%)

11 (2.89%)



2.14

2.15

2.16

2.17

Monthly
Once a semester
Never

N/R
Lafene Health Center

Daily

Weekly

Monthly

Once a semester
Never

N/R
Parking Services

Daily

Weekly

Monthly

Once a semester
Never

N/R
Recreational Services

Daily

Weekly

Monthly

Once a semester
Never

N/R
Registrar's Office

Daily

Weekly

Monthly

Once a semester

Never
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17 (4.46%)
27 (7.09%)
275 (72.18%)

46 (12.07%)

5 (1.31%)

8 (2.1%)

63 (16.54%)
98 (25.72%)
161 (42.26%)

46 (12.07%)

7 (1.84%)

5 (1.31%)

12 (3.15%)
187 (49.08%)
124 (32.55%)

46 (12.07%)

26 (6.82%)
68 (17.85%)
38 (9.97%)
45 (11.81%)
158 (41.47%)

46 (12.07%)

1 (0.26%)

5 (1.31%)

15 (3.94%)
213 (55.91%)

101 (26.51%)



N/R
2.18

Daily

Student Financial Aid

Weekly

Monthly

Once a semester

Never

N/R
2.19

Daily

Women's Center

Weekly

Monthly

Once a semester

Never

N/R

2.20 Academic Advising

Daily

Weekly

Monthly

Once a semester

Never

N/R

Question 3

Would you be willing to participate in a short (nonger than 45 minutes) interview with the

researcher?

Yes

No

N/R
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46 (12.07%)

1 (0.26%)

5 (1.31%)

37 (9.71%)
203 (53.28%)
89 (23.36%)

46 (12.07%)

4 (1.05%)

4 (1.05%)

7 (1.84%)

25 (6.56%)
295 (77.43%)

46 (12.07%)

5 (1.31%)

13 (3.41%)
54 (14.17%)
143 (37.53%)
120 (31.5%)

46 (12.07%)

229 (60.1%)
106 (27.82%)

46 (12.07%)



Appendix D - Student Interview Guide

Student interviews will take place on campus aication agreed upon by the researcher
and participant. The participant will be given tlappropriate paperwork to sign
indicating their willingness to participate in teeudy. | will explain that | will be taping
the interview and taking notes which will allow reego back and transcribe the tape for
data collection. It will be important to spend tirpetting the subject at ease with basic
conversation before jumping in to the interview sfians. A test of the microphone on

the recording device will take place before we hegi

Student Interview Questions
1. Why did you choose to attend Kansas State Usityer

2. What type of student support services (suclegistrar, financial aid, admissions,
housing etc.) have you utilized most frequentlyimgilyour time at Kansas State
University?

3. What type of experiences with student suppaxtices left you feeling as though

the university could have done more?

4, What type of experiences with student suppaxtices left you feeling as though
the university served you well?

5. Can you describe for me your experiences wittlesit support staff?

6. In what ways does Kansas State University detratesan investment in you as a
non-traditional student?

7. Have you ever considered leaving Kansas Stafeetsity and not completing
your degree?

8. What are there things that Kansas State Uniyecsiuld do to make your time
at the university more enjoyable and enhance ygaming experience?
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Appendix E - Support Staff Interview Guide

Staff interviews will take place in the student gap services offices. It is significant

that the interviews take place in the offices towalthe researcher to observe and record

the office environment. The participant will be givthe appropriate paperwork to sign

indicating their willingness to participate in teidy. | will explain that | will be taping

the interview and taking notes which will allow twego back and transcribe the tape for

data collection. It will be important to spend tiatting the subject at ease with basic

conversation before jumping in to the interview sfiens. A test of the microphone on

the recording device will take place before we hegi

Student Support Service Staff Interviews

1.

2.

3.

What brought you to Kansas State University ymd current position?
What changes have you seen in the menu ofcesrpirovided by your office?

Based on your experiences what are the othdest support service areas at
Kansas State University that offer services gefoedon-traditional students?

How does your office demonstrate an investnrenbn-traditional students?

What type of experiences with non-traditiontabents left you feeling as though
the university could have done more?

What type of experiences with non-traditiortablents left you feeling as though
the university served them well?

What are the ways in which your office enhartbedeaning experiences of
nontraditional students?

In what ways does Kansas State University ewaline engagement and
satisfaction of non-traditional students?

What changes do you see as necessary in tivergadf students support services
to non-traditional students?
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Appendix F - Informed Consent Form

KANSAS STATE UNIVERSITY
INFORMED CONSENT

PROJECT TITLE: Thelmpact of Student Support Services on Non-Traditional Students: A Qualitative

Study

APPROVAL DATE OF PROJECT: February 200EXPIRATION DATE OF PROJECT: February 2009

PRINCIPAL INVESTIGATOR: CO-INVESTIGATOR(S): Fred Bradley / Stephanie Bannister

CONTACT AND PHONE FOR ANY PROBLEM SIQUESTIONS: fbradley@ksu.edu 785-532-5937

IRB CHAIR CONTACT/PHONE INFORMATION: University Research Compliance Office, 203 Faithil

Hall, Kansas State University, Manhattan, KS, 66506
(785) 532-3224, Fax: (785) 532-3278,
comply@ksu.edu

Rick Scheidt, Chair, Committee on Research Invgvin
Human Subjects, 315 Justin Hall, Kansas State
University, Manhattan, KS, 66506, (785) 532-1483,
rscheidt@ksu.edu

PURPOSE OF THE RESEARCH:  The purpose of this phenomenological study wiltdenderstand the
impact of student support services on the engagersatisfaction and
retention of undergraduate non-traditional studahtsansas State
University. For the purposes of this study, studemiport services will be
defined as non-academic departments or officesigiraysupport services

to students.

PROCEDURESOR METHODSTO BE USED:

This will be a qualitative study relying upon quative
interview methods to answer the research questidesearch
participants will be selected from data providedtwy Office
of Adult Student Services (OASS) whose missio isdrve
non-traditional students. OASS maintains a listsdrstudents
identified as non-traditional by the Registrar’'§iGf and
sends out informational updates to approximatesp@,
students via email. Initially, students will be tacted via
email utilizing the aforementioned listserv to edplthe
purpose of the study and to request their partigipan a
brief online survey. The purpose of the survey blto
gather demographic information and verify whichdetot
support services are used most frequently by rexditional
students. The final question of the survey will agkdents to
indicate their willingness to participate in adalital
gualitative research in the form of interviews. d&&nots who
indicate a desire to participate will receive ddatup phone
call or email depending upon sample size askingttee
schedule a 60 minute interview. The student summEsttices
interviewees will be selected based upon input feonail
survey results and the OASS as to the top five mest
offices by undergraduate non-traditional studehtbe
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university. A representative from each office vad contacted
via phone and an appointment scheduled to exphain t
purpose of the study. The actual appointment veill b
scheduled for an hour to allow for ample intervigawe. The
interviews will be transcribed and the transcrigaded for
emerging themes. These themes will be compared and
contrasted with the data from student interviews support
service staff interviews.

ALTERNATIVE PROCEDURESOR TREATMENTS, IF ANY, THAT MIGHT BE ADVANTAGEOUSTO
SUBJECT:

LENGTH OF STUDY:  February 2008 — February 2009

RISKSANTICIPATED: No extreme risks are anticipated as the particgphave self-selected themselves and
are comfortable in sharing their perspective.

BENEFITSANTICIPATED: Participants will be able to reflect on their uniigy experience and take new
meaning and ownership over the utilitzation of sttdsupport services. The
research will also potentially benefit future noaelitional students in the
delivery of student support services to them inamner that increases their
satisfaction and engagement with the university.

EXTENT OF Upon transcription of the data, no names will bedusr reported in the results. At the

CONFIDENTIALITY:  conclusion of the research project, the digitabrdigs will be professionally deleted.
Transcripts of interviews will have no personabimhation connecting them to
individual participants

ISCOMPENSATION OR MEDICAL TREATMENT AVAILABLE IF
INJURY OCCURS:

PARENTAL APPROVAL FOR MINORS: N/A

TERMS OF PARTICIPATION: | understand this project is research, and that my participation is
completely voluntary. | also understand that if | decide to participate in this study, | may withdraw my
consent at any time, and stop participating at any time without explanation, penalty, or loss of benefits, or
academic standing to which | may otherwise be entitled.

I verify that my signature below indicates that | have read and understand this consent form, and willingly
agreeto participate in this study under the terms described, and that my signature acknowledges that | have
received a signed and dated copy of this consent form.

(Remember that it isarequirement for the P.l. to maintain a signed and dated copy of the same consent form
signed and kept by the participant)

Participant Name and Date:
Participant Signature and Date:

Witnessto Signature and Date:
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