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ABSTRACT 

Student affairs and services professionals are expenencing many changes in the way they 

conduct their traditional programming and support initiatives. One of these major changes stems 

fiom rapid developments in the field of Information Technology (IT), incIuding cornputer 

programming applications, efficiency models, and innovative techniques centered around student 

support. How these professionals adapt to such changes will impact on how student services are 

managed and delivered. This folio presents a discussion of the current state of student affairs and 

services, preparation initiatives for new professionals entering this area, and tùture directions the 

profession may take. The prirnary research question addressed was: How can student affairs 

professionaIs embrace, adapt, and utilize information technology in the profession? 

This folio was a study of V ~ ~ O U S  research initiatives from post-secondary administrators 

and managers including articles, books, and research projects detailing IT impacts. In addition, 

interviews were conducted with six post-secondary administrators in the field of, or related to, 

student services. Their perspectives on the acceptance and utilization of technology and what the 

hture may hoId for student affairs and services if technology is &lly utilized, were presented in 

consideration of what future service models might look like. 

The research highlights several key points. Current student service practices are 

embracing IT opportunities slowly. The profession is challenged by restrictions in financial 

resources and the ability to operate in new environments that are technologically advanced. The 

prioritization of this challenge has been hrther restricted by the limited availability of reIevant 

operational models involving technology in student services. Another key element is the 

importance of appropriate training and preparation of personnel. This includes the education of 



curent professionals and the integration of new professionals with technical training into the 

student services profession. IT opportunities aIso produce issues of confidentiality, effectiveness, 

and the need for a systematic and intentional process of learning and application of IT skills. The 

fùture of student services and IT development is certain to be one of opportunity and challenge. 

The research found that senior administrators realize the potential of IT development but agree 

that the profession rnust define itself as the architects and program deveIopers of the ZT resource. 

This folio concludes with recommendations that there is need for fùrther study and research on 

the developrnent of IT services. 
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Introduction 

This folio was developed to identifY and describe some of the challenges currently facing 

student services providers as they specifically pertain to Information Technology (IT) 

developments. The three main areas concerned were: The current state of student services 

related to IT; the preparation initiatives that are available to update and train new professionals in 

the field reIating to IT; and the vision of what füture student services may provide as IT pIays a 

larger part in its evolution. Readers will learn that the profession has many options and roles to 

play in the continued support of the successful student through applications and use of IT. 

Background 

Change is inevitable and affects âI1 domains of society, including the profession of student 

affairs and senrices in post-secondary education. One of the major factors creating change in this 

area centers around IT and the emerging use of its various forms in the delivery of student 

services and related program developrnent. Student affairs personnel are beginning to embrace IT 

in a way that aids, for example, in the expansion of integrated learning activities that result in the 

development of students who are more responsible for their own learning. This is especially 

important in light of the growth of distance education initiatives and the popularity of home 

leaming as opposed to the traditional campus stmcture. 

The changes in post-secondary education require student services personnel to appreciate 

the potential of information technology as a tool to develop and enhance the academic and social 

learning expenences of students (Willis, 1998). The role of post-secondary education in the "new 

millennium" will be directly influenced by the ability of service providers to harness the potential 

of IT and therefore reach students frorn al1 backgrounds. 



Information TechnoIogy as it applies to student services, has the potential to improve 

accessibiIity to support seMces for students. These range fiom counseling, academic advising, 

and social support, to the fùndamentals of improved career preparation and program 

development. Student affairs professionals are working towards the shared goal of improved 

student support and success (Rhoades, 1995). The profession is embracing change and doing so 

carefblly to ensure high standards and efficiencies are maintained. This folio endeavors to 

contribute to that change with the discussion of the three topics identified. 

Problem Statement 

The identification of new initiatives can bring with it expectations for more resources to 

accomplish tasks. However, it is possible that technological impacts within student services may 

mean less of a need for personnel or programming as it is traditionally known. Student services 

personnel have limited options in this regard. Students require and demand updated servicing 

techniques that center around such resources as the internet and web sites. The efficiencies of 

this type of servicing automatically means less individual and more multi-contact with students 

on a more frequent basis. Although new professionals will become highly trained in this area they 

will probably discover they work with Iess people in the ofice, and have fewer resources to 

foIlow the traditional mode1 of providing services to students. On the positive side, IT utilization 

can encourage innovation and the development of partnerships with other areas ofthe post- 

secondary field that would not normally be considered, such as liaison with the registrar or 

program development with various faculty. 

How student service professionals deal with this uncertainty will impact heavily on the 

leadership and management of the profession in the future. This folio explores how these 
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professionals are dealing with the uncertainty of, and developing strategies to cope with the 

change. In considenng the options, the main problem is whether student services professionals 

can pursue new approaches of operating under various IT developments that will provide a long 

term response to new opportunities. The perceived impact on the structure and traditional way of 

operating within the profession is an important consideration in discussing this problem. 

Alternatives are presented in the final discussion of the future of the profession in the Iast section 

of the folio. 

Research Question 

The following primary question was investigated: 

What is the impact of Information Technology (IT) on the development and delivery of Student 

AfEairs and Services? 

In addressing this question, the following issues were studied within the student services 

field and form the basis for the three papers that comprise this folio: 

What is the current structure of student services as IT impacts on its operations? 

What are the preparations new professionals are carryinç out to aid in their development? 

What are anticipated changes in the future IT development of student services? 

Kev Concepts 

Key concepts are defined throughout this folio; however IT development is the central 

concept used. In the student services context, IT is described as general information technology 

centered mainly around computer applications and developments, and encompasses 

communication technotogy within the general terminology. IT is now directly related to terms 

such as "customer satisfaction", "support counseling", and "program development". IT is 
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suggested as a primary means of irnproving servicing and programming for students and student 

services professionals, commoniy referred throughout the folio as "the professional". 

MethodoIow 

The literature reveals limited information on IT and student affairs and services 

development. As expected, much of it is very recent and relevant to the past six years, 1994-on. 

References to the current status for student services are limited to verbatim information €rom 

Senior Student Services Administrators (obtained through interviews), recent journal writings, 

on-line articles, graduate research initiatives. Special attention is also given to journal articles by 

prominent student services personnel who have been widely recognized by their peers in the field 

of student se~ces/deveiopment. 

To supplement the research analysis six interviews were conducted with senior student 

service administrators representing vanous post-secondary institutions. These interviews were 

utilized in the final paper of the folio as perspectives frorn practicing administrators ofstudent 

services. The purpose of the interviews was three fold: to determine various interpretations of 

the impact of IT in the field; to assess what responses are taking place; to determine what the 

vision is for the fiiture of the profession as it relates to the use of TT. 

Folio Structure 

This foIio focuses on three areas of concern centered around the application of 

technology and effective student services. The starting point, presented in the first paper, reviews 

how professionals are currently utilizing information technology in the management of student 

affairs. This paper argues that there are important changes on the horizon due to student 

consumer expectations and the current and emerging capabilities of information technology. 
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Included is an overview of current student services and IT practices and applications as wefl as 

dear  examples and implications of technological developments that will lead to redefining the 

professional roles and responsibilities of student services administrators. The secoixi paper deals 

with the integration of technology into student services preparation programs and addresses the 

importance of preparing and training professionals who can make the best utilization of IT in the 

field, especially as it relates to advising, research, teaching, and administration. There are 

examples of realistic and practical ways in which IT can be integrated into post-secondary 

student affairs professional preparation programs to improve teaching, advising, counseling, 

research, programming, and administration. There is also an overview of the knowledge 

professionak should attain in such professional development initiatives. The third paper reviews 

the processes and policies required in the hture of student affairs in relation to information 

technology, including deaiing with the unpredictable. There is consideration of the management 

strategies that may be required to promote the use of IT in student services. Interview data from 

senior professionals was also used for a discussion of the role of senior staff in helping 

institutions embrace IT changes. 

S c o ~ e  and Significance 

The next few years will prove to be chalienging for the student services profession. The 

sheer size of the implications of IT on the profession, in combination with the complex nature of 

the management of post-secondary institutions, is a pressing issue. The benefits of embracing 

technology in the evolution of student services are evident and are part of the fiiture of this 

aspect of post-secondary institutional organization. 

Although the impact of technology has been a topic for some time, the effect on the 
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ability of the profession to respond has not been thoroughly discussed. This folio provides an 

understanding of how successfül the profession has been to date in embracing and adapting to 

the change. Within the framework of the three papers, this folio provides an understanding of 

how student services is changing due to IT. It is not the intention to presume that the research 

applies to al1 post-secondary institutions, it is left to the reader to utilize the information in 

deciding the applicability to specific post-secondary environments. 



Information Technology and the Management of Student SeMces 

Introduction 

This paper aims to identie and describe the current status of the student services 

profession related to the emergence of Information Technology (IT)' as an operational factor. It 

examines the present service challenges faced by student service professionals2 and how they are 

beginning the transition to fully embrace the incorporation of IT into program and seMce 

development. In studying select aspects of student service operations, it is hoped the reader will 

understand and appreciate the IT challenge and how it is only now beginning to affect a 

profession that will be heavily impacted by such developments in the future. 

Overview of Student Affairs and Services 

Student services management and administration has undergone a variety of changes in 

the past Çew years due to a number of factors including budget restrictions, philosophical 

challenges, changing students, and impacting technological changes. The latter includes the 

growth of ernail communications, use of web sites and courses, and on-line services and 

supports, al1 previously delivered in the student services realm on a person to person face to face 

basis. Each change or innovation in technology has tasked student services professionals to 

consider the development and support of alternative services to students and other clients 

traditionally supported in the post-secondary environment. These developments have meant 

changes in the thinking surrounding delivery of such senices. The advancement of TT into 

'IT is a describer of al1 eleinenrs of Informaiion Teclinolog? including Infonnaiion and Communications 
Technology 

%lie term '*professional" is a descriptor for al1 types of shident services adminisinior. dean, directors, or 
managers and may be used witliin the paper. 
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student seMces has been progressive but rapid. 

Not only have technological changes affected student services on a basic level, they have 

amved at a time when the mission and reason for student services itself has begun to change 

(Moneta, 1997). Ten years ago, student seMces management was primarily based around 

histonc roots as a support service and mechanism to aid traditional students in their social and 

academic growth (Ausiello, 1997). This historical mission has changed and now includes 

partnering with faculty. This has heIped student services become a profession where support 

programming has become a learner oriented mission supporting traditional leamers, as well as 

the new and evolving non-traditional student. In the last decade, student services has moved 

away from the independence of programming and support services focused on the social 

development of students towards a focus that concentrates on the student as a whole. This 

includes academic and personal social success. The impact of technological change, in 

combination with the shift in student services mission and focus, have meant major changes in the 

management of student services. 

These chanjes in management are sometimes as subtle as the shift in administrative 

reporting, or as abrupt as the reorganization of the overall operations model. Deans, directors, 

and programmers within student services can no longer repeat past program activities and events 

and expect the same success. The recruitment, support, and retention services offered in the past 

are almost irrelevant in the new era of student services, as is the historical view that students are 

not customers as much as they are just students. Today they are customers that demand excellent 

services in a competitive post-secondary environment that provides students services through e- 

mail systems, web sites, interactive support and other innovative cornputer-based technological 



services. 

According to Green & Gilbert (1995), fùture student services management and 

development needs to be more innovative and less restricted by office hours, staffavailability, or 

ofice space. Services are beginning to be more effective when offered through the internet, 

virtual systerns, and voice services. These changes require personnel to be more adaptive in 

management and methodology and also require them to hlly understand the reasons for these 

changes, a concept this paper attempts to promote extensively. 

Factors Influencing Technology in Student Affairs 

Economic Forces 

The concept of technology changing procedures in student services is a result of, and 

reason for, implementing new management techniques (Levy, 1995). In the past ten years the 

chaIlenge to institutional budgets has created reviews of al1 aspects of operations from cleaning 

services to student services. In most instances, the focus has been on saving money and 

managing money more effectively through eficiencies and accountability. This challenge has 

inevitabIy included the review of technological applications that can substitute for human contact 

and is more IikeIy to be cheaper yet effective. 

A select and very specific example of this is the traditional application procedure to a 

residence complex at a university or college. Traditionally the student applied welI in advance of 

the calendar deadlines in order to attain a room for the first year of studies. This process required 

paper application that included references, staternent of application, and other required details. 

This was then mailed to the residence offices where each application was dated received, fiIed, 

and reviewed for acceptance. In conjunction with this, factors such as room mate compatibility, 
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food requests, and any health issues had to be considered. This process took considerable time 

and human resources. Recent computerized programs have eliminated the time requirements and 

amount of human resources devoted to such a tedious task. A student can apply on-line through 

a home cornputer with immediate confirmation of receipt. The process is also instantaneous as 

specific criteria are automatically matched and the students needs are met by pre-determined 

critena in the computer-based application- Most irnportantly, a database is automatically created 

that can quickly recall statistical information that readily aids the student services managers in 

their planning tasks. Ali this is accomplished in minimal time at minimal expense. 

In student services, as in other units, managers are expected to do more with less. 

Without consideration of technological applications this task would be almost impossibIe in light 

of the financial aspects. However, the benefits of actually repIacing the human professionat with 

technology are not easy to substantiate. Student services has traditionally been a human contact 

profession, and as such, the qualities associated with it are aimost immeasurable (Mills, 1990). 

Institutions are increasing their use of technological adaptations. Not only are students able to 

apply for a residence room on-Iine, as previously discussed, they are also able to access grades 

and financial information through the web. These are al1 examples of user directed applications 

requiring no assistance from external sources such as university personnel. Cornputer programs 

and systems Save money, however it is important that the professional staff using them be 

educated on their efficient use. This creates an expectation that staff members receive continuous 

professional development and training that complements the technology. 

As an institution ernbraces technological change in search of efficiencies and financial 

gains, many departments or professions such as student services find themselves resigned to 
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accepting the technology or they are forced to adapt. The embrace of new technologies is very 

appropriate when it increases eficiency and improves services to clients such as students. 

However, the larger issue is one of embracing technological change in consideration of the 

human services element that have made up the basis for student services. If technology is 

embraced too quickly, or haphazardly, problems rnay arise. Well planned technological 

development creates service opportunities. Consider the concept of counseling services being 

available 24 hours a day for al1 students from a11 backgrounds. With the arriva1 of email systerns 

and web sites, students are able to seek information at al1 times without restrictions of office 

availabiIity and trained staff. The electronic information allows student service staff to steadily 

field a vanety of inquiries and therefore lends to efficiencies in financial and support service 

aspects- 

The 24 Hour Student 

The modern student in post-secondary institutions is breaking down the stereotypes that 

people have become accustomed to (Sewart, 1993). No longer will you find the traditional 18 - 

24 year old student who goes to classes on campus, studies set hours per day and lives a 

prescribed lifestyle. The student of today is a '' 24 hour customer " who expects the best service 

for the financial resources invested in their higher education. In this regard they dismiss the 

traditional nine-to-five sewicing and expect access to information and answers at al1 times. 

Technology has made this possible and it is into that domain that student services has, and must, 

continue to move if it is to prosper. 

The 1990's were a decade of phrases and terms related to the business philosophy of 

customer service and support. One of the most popular phrases has been that of TQM, or Total 
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Quality Management (Hammer & Champy, 1993). This reference to quality in al1 you manage has 

been applied extensively in the area of student services. There are many types of people who 

require services at the post-secondary level but they can generally be categorized within two 

areas: Intemal customers include administrators, and program personne1 who are traditionally 

bound by working hours of the institution; while external customers inchde the students who 

attend classes, study period, and research activities and therefore expect to access services at 

times which are more convenient for them. For many students these times include late evenings 

and weekends when traditional services would not be available. 

Campuses which have a majority of students who are not residents on campus, discover 

that students want to access information and services from their homes. Students do not 

appreciate having to travel to the physical campus when they know the option to access services 

through the internet is available at other institutions. This also includes the delivery of courses. 

Distance education enables the student to choose many aspects of their prograrns through Iess 

costly intemet and web site applications. They do expect to have to travel to campus for such 

services as library pickup and bill payment, however even these particulars are being addressed 

through technological means (Green, 1996)- 

TechnoloeicaI Changes 

Technology in institutions has advanced rapidIy in the past few years. These changes 

include many components centering around services such as how information circulates, the 

application of communication tools, business operations and research, and developments in 

program delivery (Kozma & Johnston, 199 1 ; Kotter, 1995). 

The availability of information has expanded in the fom of venues such as web sites, 
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telephone information systems, CD-ROM presentations, and campus information systems such as 

campus TV. Institutions that have their campuses networked arlow their students, faculty, and 

staff to access information ranging from grades, to finances, to health records, each with their 

own specific restrictions according to their responsibilities. University systems are now 

developed whereby student information on academic performance is recorded inchding relevant 

notes on grades, residence selection, degree pursuits and any number of related factors. This 

ready made information can then be compiled into a database that serves the institution in efforts 

such as identieing potential students in recniitment drives, interpreting strengths and weaknesses 

in academic areas, and alumni growth. Memorial University (1 999) now utilizes the Banner 

computer records system that is compatible with the Microsoft windows operating system. This 

aIlows irnmediate data availability on statistics related to many institutional goals and objectives. 

In al1 cases the information is also secured by coding and passwords. For the student services 

profession this impacts in the area of counseling, program development, and related initiatives 

designed to improve the student experience. 

The most prolific communication tool now in massive use is the internet (Norris & 

Dolence, 2996; Zelesky 2000). Email is often the first choice of communication amongst 

students. Institutions have corne up against such an explosion in service demand through this 

medium that their infrastructures have been strained to provide the expectations of the service 

(Cam & Johansson, 1995). Email access has also allowed greater access to almost anyone with 

an internet account. Presidents, deans, and directors are al1 open to more accessibiiity as paper 

trails are removed and access widens. The student services professional falls into this realm and is 

commonly called upon 24 hours a day with enquiries: The developrnent of information list 
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servers have advanced access to information so that thousands of people simultaneously receive 

the same information or inquiry. The concept of instantaneous response thus alters work patterns 

and protocols- For the student service provider the implications are rnany and could easily 

comprise a full paper discussion on the one elernent of email impact. 

Business conducted in post-secondary institutions has been dramatically altered through 

technological changes (Laurillard, 1999). The traditional paper approach of application processes 

has been replaced by on-line application and response systems. Students are now able to apply to 

a residence structure, register courses, pay fees, and organize social events through web systems. 

Any service that requires business activity or personnel service is now able to be organized 

through electronic means. This impacts student services in relation to structure. Electronic 

servicing dilutes the need for office centered services available at set sites, and leans ta the 

development of student-centered services available to them in their homes or in areas where they 

gather socially or academically. 

Business transactions are also being forged through mediums such as the institutional 

"smart card". Essentially, the replacement to the traditiona1 institutional identification card, the 

smart cards serve as debit cards for payment services, keys to open roorns, storage of personal 

data such as health, and other related persona1 service information. Highly popular in Europe 

(Green & Gilbert, 1995b) due to the popular distmst of central data bases, smart cards allow the 

owner to hold control at ail times. The one card environment is a practical approach that can, 

arguably, work well with wired institutions that have centra1 data bases. The two approaches can 

be supported together and create a fùlly accessible environment. The student services 

professional can utilize these technologies in preparation of counseling initiatives, service supply, 
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and program development. 

Entertainment technologies are also impacting the student services profession. These 

technologies have grown faster than most of the related technology (Gilbert, 1996b). The 

development of entertainment technology stems from the public demand that has been 

histoncally routed in leisure activities. Where pinball machines and arcade video once reigned, 

manufacturers have developed interactive CD ROM games and virtual reality products- 

Institutional recreation centers now offer the Iatest in electronic games and simulations. Access 

to this entertainment also includes the lap top computer as not only a learning tool, but an 

entertainrnent one as well. For the student services professional a unique challenge presents itself. 

The availability of the desk top format has begun to replace the need for a social area for 

students. The campus center now faces the challenge of offering social activities that attract 

group gatherings as opposed to the solitary entertainment of such mediums as the lap top 

simulation. The trend seems to favor a growth in the solitary entertainment option for students, 

this can be seen as socially disturbing as it does not allow or foster the growth of the individual 

(Moneta, 1997). 

Some aspects of entertainment technologies are being applied to the traditional classroom 

as a learning center. Classrooms are now being electronically wired and provided with the latest 

in electronic technologies that alrow access to such tools as the intemet, projection screens, and 

even holographic emitters (Gilbert, 1996a. Olsen, 1999). Sorne institutions provide plug-in 

access at the lecture seat for the student laptop computer. Faculty and staff who provide lectures 

using web based products, are opening the boundaries of t h e  classroom to the student. 

Discussions on class content are then moved into other areas through the development of Iist 



servers and home pages for course materïaIs with conversation groups. A science cIass at Mount 

Holyoke has started using video fiom microscopes to study living cells. This video has been 

placed on the university computer systern. " 1 wanted students to sit in their d o m  rooms and 

watch the video ... 1 knew they would be fascinated by it , " stated Rachel Fink, an associate 

biology professor (Olsen, 1999). She points out that the next step is the students developing their 

own videos. Donovan and Macklin (1999) both point to simiIar examples in other academic 

fields. They hrther restate the need for technologies to be " flexible and adaptable to diverse 

teaching needs" (1999). Thus, there is a migration of the technology between different areas of 

interest. 

Managing Student Services in a Technical World 

General management and administration of student services and the specific organization 

of student services divisions are very different when measured against the change in students 

needs, traditional institutional administrative and educationaI practices, and the expectations of 

society for higher education (Ehrmann, 1995). Al1 higher educational institutions have 

stakeholders who want the most efficiency, accountability, and positive return on their 

investment through their payment of tuition fees, taxes, donations, and other forms of support. 

Professionals in student services must also respond to these demands. This creates technological 

implications in the services and management of student services in various areas. 

Financial Considerations 

One of the most important impacts of technology is it's effect on the tinancial 

management of student services. There are rnany elements that contribute to this impact. These 

include desktop hardware and software, student records tracking, assessment, and other 



computer applications and specialized programs associated with student services. 

Desktop computing has grown rapidly through word processing, spreadsheets, 

presentation packages, and desktop publishing applications readily available for purchase and use 

by personnel with basic operational training (Donovan & Macklin, 1999). The computer supply 

industry constantly upgrades and refines the available equipment making them faster, stronger, 

and able to apply continuously larger numbers of applications. Just as fast is the change in the 

software upgrades that take advantage of the equipment improvements, but also requires that 

same equipment in order to operate- This creates a major problern for institutional users such as 

student services professionals (Barratt, ad). Zelesky ( 1  999), suggests that technology has 

disturbed the already "unlevel" playing field ofstudent services. He States " The question anses 

as to the appropriate equipment and software purchases required for the tasks of the student 

services organization. 1s it essential to have the latest, most up to date hardware and software? 

What are the standards to which you apply the needs of the department? Finally, in consideration 

of al1 these questions, how can student services stay updared and current with the rapid changes 

in desktop technoloa?" 

These challenges create one of the most critical aspects of student services planning and 

management. The development of a desktop upgrade and replacement plan becomes essential 

(Willis, 1998). As costs for computer equipment and programs seemingly continues to drop, 

more student services professionals must be equipped. No professionals are immune to this 

development, and the concept of conducting their duties without computer usage is one that - 

cannot be considered. A11 student services professionais are affected. Residence life directors, 

advisors, programming, and materials staff are al1 included through the simplest process of 
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purchase order conveyance, emaiI communications, bulletin postings, preparation of reports and 

accessing the internet for research (MUS, 1990). The costs of such upgrades is financially 

chailenging to an operational budget. Standard five year upgrade programs require an 

assumption that there will be a 20 percent replacement cost annually (Memorial University, 

1999). A well thought out plan to support such a project would include recovery of finds 

through salary units that are replaced by technology. This is not easy to do in light of changing 

roles and responsibilities of student services personnel. Therefore, student services leaders must 

accommodate the fiscal realities within current budgets, many of which are shrinking. The 

accommodation must include not only the replacement of the technology, but also the 

consideration of salary units and benefit increases. 

Software purchases and refinement comprise a large piece of the budgetary pie in student 

services. General word processing and similar applications rnay be declining in price, however 

the manufacturers of such programs adjust for this in the development of newer and more 

specialized applications. Residence hall directors have available specialized application and room 

tasking programs such as health alerts and room-mate compatibility. MedicaI staff utilize new 

health record systems that help students track their health concerns. Program developers access 

new statistical and tracking programs that provide clear pictures of student demographics helphl 

in planning, and other student services professionals can use planning and budget programs that 

aid in their forecasting goal planning (AusieIlo, 1997)- The attention to this challenge of costs 

may be the most difficult part of adapting to the technological era in student services. A general 

response to technological replacement without a well developed strategy and plan will result in 

the less efficient application of trained financial resources. This scarcity of new money may 



impact greatly upon the personnel and their functions within student services as they face 

technological challenges in the near fùture. 

Professional Qualifications 

A standard hallmark of technology and computer usage is the apparent competency gap 

that appears between the computer literate and those who fear cornputers (Gilbert, 1996a). This 

occurs within student services and appears to grow as the technology evolves and develops with 

each new generation of machines and programs. In the profession, the standards of email usage 

and electronic spreadsheets has gained acceptance and popular use. Professionals who have not 

embraced the technolo~y will be even more challenged to consider and accept the use of newer 

applications such as electronic mailing, discussion groups, and web based activities. Information 

posted on line, such as calendars, program events, and planners rnay be problematic for those 

student services professional who still use day planners. tile folders and related paraphemalia. 

This creates another challenge. The question of professional development opportunities 

becomes even more important in the workplace that utilizes a çreat degree of information 

technology. Modem computer equipment is excellent when utilized by professionals who have 

the training to mêximize their offenngs. Student services leaders must provide the training for 

this to occur or else they nsk inconsistencies and inefficiencies within their program offenngs. 

Abilities utilizing technologies may differ in various staff members. Front line staff are most likely 

to be involved in servicing and word processing support using standard program packages, while 

managers may be involved in specific computer proçramrning applications and technologies. 

New professionals will enter student services wirh greater technology skills than their own 

managers. They may discover that the equipment and programs they have to work with are 
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responsibilities. New student services professionals may even discover that the tight budgets 

fùrther restnct opportunities to upgrade, or that senior student services managers may not share 

an understanding of the benefits of technological applications (Carr & Johansson, 1995). These 

new professionals will bring with them high ski11 levels and will require less formal training and 

updating than older managers and staffwould receive. This is, in many ways, a positive aspect in 

terms of budget items saved from training needs. 

Senior managers and staff in student services should be familiar with the use of the 

appropriate technology in specitic situations and program events or activities. This is especially 

important in terms of the support of the goals and objectives of their programs and the ability to 

stnke a balance (Zelesky, p.24,1999). This requires managers to stay current with programs, user 

applications, and skill sets for appropriate staff members. A modern structure of student services 

support should include a staff member who is computer trained and a webmaster who can 

translate, develop, and plan intemet and web based applications benefitting the student services 

profession specific to an institution. Zeleshy suggests, " We must learn the technology and ride 

the wave of change, but we must also be prepared for the pendulum to swing back ... if and when 

our students step off the cliff of technology, we must be there to provide support" (1999). 

Management bv Internet 

Email has impacted society in a massive and rapid way within the past ten years 

(Simonson, 1997). Perhaps no single development in communication has done so this decade and 

the result has been an ovenvhelmin,a change in the way business and communications are 

conducted. Student services has not been immune from this technology. Communication by email 



is immediate on an institutional campus that is wired and connected with modem equipment. 

Email provides benefits that include not only instant contact, but also opens up communication 

by removing traditional bamers and standards such as phone messages and hour availability. 

Email is a 24 hour service tool that is stifled oniy by eIectronic maintenance problems. That is not 

to say there are no problems with the medium. Concerns over pnvacy, harassment, too much 

accessibility, and miscommunication have occurred and are only slowly being addressed. 

Electronic communication is growing in popularity on campuses (Rhoades, 1995; 

Laurillard, 1999) as students, faculty, and staff set wired into the services. This is not restricted 

to schools as businesses, govemment, and households join the wired revolution. Institutions have 

discovered the value of email communication as the preferred tool to keep in touch between 

students, faculty, and staff. This is a partial response to the frustration of telephone 

communication and the hit or miss approach in that medium. This includes the problem of 

telephone messages and unreturned calls. However the popularity of email is also attributable to 

the eficiency and accessibility it offers to the user (Olsen, 2000). Staff are able to communicate 

with each other without the paper memo format, students can sliare information between 

themselves and the faculty, and even administrators are more easily approachable amongst 

themselves and through students. This is particularly important as it relates to student services 

personnel and their responsibilities to students weH being. New email systems provide "windows 

fnendly" usage through the "point and click" tùnctions of the computer mouse. Updated email 

packages also provided features such as chat opportunities, video and paper attachments for 

files, audio components, and automatic response options. The University of Houston offers a log 

in site that greets them with a photograph of "Clara", the smiling virtual administrator whose job 
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is to "listen to and take care of students ... 24 hours a day" (Olsen, 2000). Students are invited to 

ask questions, voice opinions, or offer compliments on the system. These sorts of features 

increase the reliance, popularity and therefore the usage of the electronic medium. 

Email usage has aIso created some challenges for student services personnel. Email use 

includes the constant availability of an emaiI conversation box on the processing screen of the 

staff members computer. This is potentially a source of interruption between the staff member 

and people communicating with them, whether it be students or acquaintances. The challenge is 

to support email use in an environment that is productive and used to supply and disseminate 

information for the benefit of students in particular. The term "netiquette" (Norris& 

Dolence, 1996) is new and reflects the requirement to utilize the technology appropnately and to 

benefit those beins served. Rules and manners. Student services, because of its historical status 

in providing accommodations between human and institutional services, may be weIl suited to 

lead the way in this area of promotin,o acceptable and responsible usage of the medium. 

Another result of the electronic revolution this decade Ilas been the development of direct 

communications and access to anyone who has an email address. Students, faculty, staff, and 

parents have discovered this and have seemed to place high value on the openness. This may be 

especially tme as senior administrators have become more readily accessed by this technology. 

Traditional standards and procedures used to establish communication in administration are now 

obsolete as direct communication kom students and parents occurs between student services 

leaders, administrators and even Presidents of institutions (Findlay Rr Findlay, 1997; 

Rhoades, 1995). This will most IikeIy lead to the evolution of operating practices that alIow such 

administrators to confirm receipt of messaçes and permit re-assignment ofresponses to the 



appropriate level staff member or administrator. Student services operations traditionally 

expenences a high level of inquiries tr&c so they may be well suited to develop such policies 

and procedures to establish fiinctional responses. 

There are other challenges associated with the ernail climate. There are the basic 

embarrassing incidents where correspondence is misdirected to the wrong person. This can be 

personally, as weIl as professionally embarrassing due to lack of diligence by the author. In 

actuality, there may be a tendency for email correspondence to encourage communication of 

thoughts that would not normally be conveyed. More probIematic for student services 

professionals, however, is the often excessive use of email tliat can produce Iack of quality in the 

correspondence (Willis, 1998). This can result in misinformation and lead to even more 

confùsing responses by servicing staff. There are ako probIems with confidentiality. Included in 

this concern is the fact that originality of ernail messages can be altered as it passes through 

communication channels resulting in a final message not representinç the original intent of the 

correspondence. In addition, the author of such correspondence may intend messages to be 

directed at a specific target, only to have it passed onto others for whom it was not intended. 

This Ieads into the discussion over the legality of the process of email communication. In 

the United States, there have been several test cases that have developed precedents that suggest 

once email is composed and sent it becomes public domain (Gilbert, 1996b). This impacts the 

subsequent redistribution of the message meaning it is out of the control of the original author. 

There have also been legal challenges to address the ability of management groups to monitor 

ernail and establish strict rules and regulations governing its use (Gilbert, 1996b; Willis, 1998). 

This has a great impact on student services ability to manage by email. The priority for electronic 
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communications as a management tool is the carefiil consideration and appropriate use of where 

it shall be utilized. This is to clan@ the use in tems of counseling, program development, and 

initiatives that communicate any form of personal information. In many ways, the standards of 

confidentiality and client privilege must also be applied in electronic communication to prevent 

the false impressions of security that the email system may seem to offer. 

There are many other negative factors associated with electronic communication. Email 

technology and usage has severely changed conceptions of the home versus work. Ernail 

addictions and sickness have become commonplace and evident among student services 

professionals as well as students (Kotter, 1995). Students begin to suffer from "netlag", a "clinical 

diagnosis for spending too much time ... over the computer" (ZelesLy, 1999). Student services 

staff often spend long hours attending to the needs of students in the mode of ensuring their 

success, and thus they can be prone to vulnerability of the need to stay connected with their work 

and students most of the regular day. This emanates from a possible desire to service students 

who they know can be helped 24 hours a day. As such. it is incumbent upon senior student 

services leaders to develop the policies and procedures that govern emaiI communications. This 

includes the communication of what expectations are for checkin3 email messages outside the 

reguiar work day. In instances centering around counseling or help lines, this is a fact of the 

profession, however general inquines and operations cannot be expected to endorse constant 

email applications. This would be unrealistic. However, it is also important that the appropriate 

use for email is clearly identified. Email is not the appropriate device or medium for emergency 

related information such as crisis interventions (Ausiello, 1997). I t  is also inappropnate when 

cntical information is required concerning subject areas. Phone conversation or personal contact 
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cannot be replaced by electronic communication, the details may be too important. In essence, 

email should most favorably serve as a supplement to personal contact and not as the sole means 

of communication (Levy, 1995). It should not replace the management protocols established 

through in person consultation. 

The issues concerning user confidentiality are of paramount importance. Computer 

administrators with expertise in eiectronic communication, suggest that email be treated like a 

traditional post card that passes through the mail system. It is unlikely to be read by others than 

the intended target however the possibility does exist and the user must guard against it. This is 

the same in the use of email systems. It is unlikely that many will read the message as millions of 

these communications interface daily but student services professionals must be vigilant as they 

field inquiries, and offer advice or information through email. Confidential information is not 

meant to be transferred electronically unless it is especially encoded, an option that is available, 

but not yet in wide use. 

EmaiI use can be an excellent management tool for student services professionals to 

communicate with, especiaIly as it relates to the question of accessibility for student inquiries and 

concerns on a 24 hour day basis. In his early work, Jones notes that " the adoption of technology 

which will abolish dirty, dangerous and dehumanizing work must be welcomed unequivocally, 

but we must assert our right to choose appropriate types of technology at our own pace and to 

express a preference for those which enhance and extend human capacity, dignity, diversity, and 

understanding" (1984, p. 238). Student services professionals face the same challenges. Zelesky 

argues, " We must not forget that we exist for students, not the advancement of technology. Our 

role ... has been that of provider, nurturer, and mentor" (P.28, 1999). The challenge is to choose 
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the technologies that support institutional goals, professional practices, and student preferences 

without sacrificing the humanistic approaches that clearly identiQ the profession of student 

services. 

Conclusion 

Student services is unlikely to resist the integration of IT technology into services and 

prograrns. The acceptance of IT wilI allow the profession some flexibility in developing strategies 

that will complement its application in the interpersonal and humanistic base of student services. 

In the past ten years restricted operational fùnds have translated into operationai changes that 

saw diminished services. We are hitting the threshold, operationally at least, of where we can go 

with reductions. It appears that IT development is being supported by governments in al1 areas. 

In this regard, it is wise for student services to embrace IT development and access such fùnding 

in the creation of services. 

Returning to and restating the purpose of this paper was to identie and describe the 

current status of the student services profession related to the emergence of IT as an operational 

factor. In researching this topic two main areas were studied. In the first area of study, factors 

that influence technology in student services looked at the economic forces affecting program 

development. Reduced operating budgets, and demands for eficiency are part of this challenge 

and have lead to replacement of personnel with technological applications where practical. This 

has created many related challenges as they relate to the question of whether reduced personal 

servicing is a benefit or hindrance to the overall experience and success of students. A second 

influence was found to be the concept of the "24 hour student". EssentiaIIy students are 

becoming workers and customers that expect servicing at their convenience. Research has 
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supported this and the student services profession is beginning to respond by orering automated 

answering seMces and availability of supports through resources such as internet servicing. This 

has prompted a debate regarding the concept of the student as a customer o r  as a student in the 

traditional sense. A third influence has been that of technological change. The development of 

technical seMces that are personalIy driven has created higher expectations of what institutions 

can and should offer as an educational experience. The internet has been the driving force behind 

this. Persona1 communications through emaiI and servicing through computerized registration 

and support has started to develop a technologicaliy dependant student. This, in turn, has 

motivated student services to begin adjusting to meet those expectations through IT 

deveiopment. 

The second area of study was the management of student services in the technical world, 

The first factor studied concemed the financial considerations of IT development. With reduced 

financial resources the ability of service professionals to stay current with IT resources is 

restricted. An essential element of coping is the development of a cornputer resources 

replacement plan. The second factor is that of professional qualifications. As the profession 

begins the development of lT services it is challenged to upgrade the skills of older employees 

and develop support for consistent professional development on an annual basis. Without this 

planning the profession will not remain current with institutional and student expectations. A 

third factor is the manasement of services through the internet. Controversial at best, the concept 

of impersonal advising, support, and administration through electronic means is a difficuIt 

prospect. Combined with suspicion are the problems of internet abuse, poor information, and 

general misuse of the tools available. 
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FinalIy, the challenge of properly integrating TT services into the profession can be 

successtU1 if a careful plan is developed that combines traditional operations with new and 

evolving technologies. Part of this process is the forma1 preparation and training of student 

services professionals, the next point of study in this folio. How the profession of student 

services chooses to handle the technoIogica1 revolution wilI determine its future. This carefil 

development can allow post-secondary institutions to hlfill their primary mission while at the 

same time being innovative in responding to program challenges and caring for the relationships 

we have with our evolving students. 
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Utilizing Emerging Information Technology Applications in Professional Preparation 

Introduction 

This paper aims to describe the types of emerging information technology (IT)' resources 

being considered by student services professionals and the ways in which that technology is being 

applied to help these professionals4 adjust and plan for the programs and students they service. 

This paper is a look at the changing face of student services as it evoIves from traditionai roles 

and works to support irs professionals in embracing that change. while at the same time 

motivating and supporting the student. In studying various changes it is hoped the reader will 

understand that the student services profession is evolving with iT change and developing the 

professionals to meet the challenge. 

Background of Emerging Applications and Professional Preparation 

History is replete with distinct examples of advances in educarion that created major 

changes in how people learned. The printing press contributed to the accessibility of scholarly 

works that were usually the privy of leamed scholars and religious leaders. The open universities 

of Germany offered populations wider accessibility to education systems. The development of 

the computer advanced the science of mathematics by enhancing the formations of theones and 

formulas. 

1s the current expiosion in information technolosy (IT) a similar example? Many 

educators argue that the impact is the same and society is heading into yet another period of 

'IT is a descnbcr of al1 elcincnts of Infortnation Tcclinology includiiig Information and Communications 
Technology 

te lie term ..profcssional" is a descriptor for all types ofstiidcnt scniccs adininistretor, dean, directors, or 
managers and may be used witliin the paper. 



adjustment concerning education and how it is pursued. Green (1996) reported through a 

campus computing survey that more than seven million college students and faculty used the 

Intemet and World Wide Web as part of daily and weekly activities. This large number, now 

three years old, indicates that IT has emerged as a permanent, and accepted part of the college 

experience. 

The emergence of the technoIogies also coincides with the development of student- 

centered initiatives in the past decade. The timing is wholly appropriate. Student affairs and 

services main purpose is the promotion of student developrnent and learning. 

In relation to these developments, undergraduate students are increasingly exposed to, 

and utilizing, advanced technologies in their pursuit of a post-secondary education (Sewart, 

1993). In turn, graduate students and student services professionals wiIl expect the same 

technology to be integrated into the university student services graduate preparation programs. 

Graduate students will expect to finish their programs and be able to apply technology in the 

development and improvement of their student services programs. In the course of their studies, 

the exposure to new technologies can be exciting and act as innovative tools to expand the 

leaming environment for students. The student services professional is dedicated to promoting 

student leaming, so it is important that graduate students and professionals in this area 

experience al1 the benefits that new IT offers to their profession. This is especially important as 

new graduates complete their studies and return to their profession to address the needs and 

preferences of a growing and diverse student body. Preparation programs should be dedicated to 

learning that utilizes emerging technology and encourages active student contributions to the 

institution, classroom, and the society. IT applications encourage faculty student interaction at a 
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social and acadernic level, something that encourages positive student service development. The 

ideas for using this type of interaction shouId also be included as a part of professional 

development. This paper studies four main areas in which professionai development and 

emerging technologies heIp prepare the student services profession. First, there is a discussion of 

the reIated learning principles which must be used to guide applications of technology. Secondly, 

there is a discussion of the major components needed in student Iearning that uses IT in the 

World Wide Web. Thirdly, the use of technology in advising programs is discussed- Finally, there 

are examples of selected competencies that professionals should have related to IT that could be 

considered standard and that are necessary for the professional to adapt and grow. With this in 

mind, this paper addresses how IT can be utilized by student services professionals in the 

promotion of student involvement, learning, and development. The areas concerned include: the 

fundamental learning principles that should be used by student services professionals to guide 

applications of IT; major components of student learning-centered information technologies that 

use the World Wide Web; and the use of IT in student advising, instruction and development 

initiatives. 

Stages of Fundamental Learning 

The key to enhancing learning and personal development is not simply for the faculty to 

teach more and better, but  also to "create the conditions that motivate and inspire students to 

devote time and energy to educationally purposehl activities, both in and outside the classroom" 

(Amencan CoIlege Personnel Association, 1996, p. 1 18). These points also apply to the student 

seMces professional who supports the development of the student at the post-secondary level. 

There are many significant developmental challenges for post-secondary students including the 



development of social and individual personal skills, academic, and career related skills. 

Fundamentally, student services professionals would arsue that al1 students must have equal 

access to leaming activities to attain these skills and their related goals and objectives. This equal 

access includes those students who face economic, learning, physical, and cultural challenges. 

The leaming pnnciples that govern and support this access in conjunction with emerging IT 

applications are student preparation, planning, and reflection (Baier & Strong, 1994). 

Student Pre~aration 

Electronically gathered information can be utilized in many ways to assist high school 

students prepare for post-secondary studies (Carr & Johansson, 1995). The teachers, counselors, 

and students thernselves are now able to access on-line tests that assess student abilities and 

performance. This, in turn, aids student services professionals in identiGing basic skills and any 

type of rernediation that may be needed before the studenr commences studies in higher 

education. The use of web sites also improves access to information on academic performance 

which includes such planning tools as career search and comparisons, various school programs, 

and identification of accessibiIity options. These are important considerations before a student 

attends a specific school with a specific program in mind in order to realistically prepare for a 

relevant program of study and career choice. 

Plannine; 

Student Services professionals must be able to teach students about the resources 

available to them to identify such things as career goals and how best to achieve them (Cuyjet, 

1996). Technology gives students the opportunity to develop a link between planning an 

academic program directly and planning to establish a viable career. Electronic linkages can 



easily be established that allow the student to develop a specific academic plan for a program, 

and the activities that complement such studies in the field of voluntarism and research. 

Feedback on electronically formatted student pians, can be provided by academic faculty, 

staff advisors, friends, and parents. Administrators who access such plans are able to plan future 

resources that help students rneet course demands. The participation of students in such planning 

exercises can be assured through the requirement to register in a specific course designed to 

introduce post-secondary leaming. Such a course would entai1 introductions to al1 aspects of the 

college experience from social to academic development and would be linked to the use of IT. 

Such linkages would include exposure to Internet based information distribution such as 

databases that can increase studenr involvement in campus events and organizations. This in turn 

can increase the educational potential of student government, sports, residence Iife, community 

services and public events (Mills, 1990). 

One of the greatest potentials of developmentally organized IT in planning is the 

guidance it can provide students in identiGinç, assessing, and recording leaming competencies 

(Benedict, 1996). Learning abilities occur through college activities in which students leam about 

and develop skills in their academics, persona1 behavior, social life, and career searches The 

skills developed in these instances are the measurable outcomes that are directly related to 

student development. The education of students in planning for. observinç, and evaluating their 

learning competencies offers a way for students to acquire responsibility for their personal 

leaming. Students are then able to acknowledge these accornplishments in the college setting in 

ways that prepare them for professional careers. 



Reflection and Assessrnent 

Learning competencies indicate not only the acquisition of skilIs, but also the awareness 

of competencies serving as a guide for fùture learning. Students deVeIop this awareness when 

they reflect upon the development oftheir skills. The student services professional plays an 

important part in this aspect of leaming. Assisting a student in documenting and reflecting upon 

Iearning accomplishments is part of the responsibilities of helping students develop a learning 

portfolio. This is panicularly important in developing such accomplishments as career plans and 

goals. 

The three learning principles ofpreparing, planning, and assessing are best applied in 

relation to each other. These principles help to create the conditions that maximize student 

involvement, Iearning, and success and faIl to the forefront of the responsibilities of student 

services professionals in student development. 

Developing Student-Centered IT Programs on the World Wide Web 

The choice of institution can be determined by many prospective students based on their 

ability to get most of their answers €rom one source (Levy, 1995). An institution that can put 

applications, calendars, course information, and activities on the Internet increases student 

satisfaction. Student services professionals are able to take this accessibility and ease of 

information even furthet-. In 1 995 the University of Minnesota Diilut h ( 1999) became one of the 

first North American Universities to consider such accessibility for their student satisfaction. A 

guide to the developrnent of web-based student leaming centers around two basic guidelines for 

development and growth: the programs must be student centered for student use; and the IT 

programs on the web should incorporate preparation, planning, and reflection components into 
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their design. There is no one perfect example of such applications in student affairs and services. 

However, the next section describes a collaboration of student service strategies in the 

development of web-based services. 

Design Considerations 

Student centered IT systems on the web should consider useful design features in their 

development by student services professionals. This wili help ensure the relevancy of the system 

to the student, as well as the fiendliness of the services to make them attractive to use. 

IT designed to support and grow the student experience of Iearning must first be included 

in the academic curriculum before students will use it rneaningfi~lly. Advising and first-year 

experience activities must a!so be adapted to incorporate iT in order for it to be used wisely, and 

responsibly. This approach will encourage and allow students to use the technology appropriately 

at the right time and in the right instance. 

The practice of student services and learning itseif is a social as well as academic activity 

(Dewey, 1990). The fostering of student deveIopment will occur if IT encourages the 

development of social relationships among academic and social groups. As such, IT should not 

repIace the traditional college campus but rather, work within the college learning community in 

strengthening such relationships and prornoting their growth and sustain abiiity. IT may pose a 

risk of rernoving the traditional interactions of students and faculty, however it can also 

encourage that reIationship building by designing programs built into the web that specifically 

facilitate interactive and personal contact. 

Accessibility is another important consideration. Al1 students, faculty, staff, and student 

services professionals must have access to, and be trained in, up  to date cornputer use. This is 
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especially tme as it pertains to the Entemet and web-based technolog. Training opportunities 

should be available to ensure computer literacy, incIuding the training to learn email usage, 

navigation of web sites, search techniques, and efficient usage of cornputer resources (Sproull & 

Kielser, 1995). 

The design of IT systems should be informative. Campus information should contain up 

to date and correct information resources that will be available to respond to questions, 

especially ones that are email based @hoades, 1995). This point asserts that web documents 

must be considered officia1 college documents and therefore have al1 the traditional information 

such as citations indicating sources as well as authenticity. It therefore becomes necessary for the 

specific departments that utilize web seMces to identifi who owns the information source, and 

to have resource perçons available on-line to respond to inquiries. 

Systems design should be interesting, One of the attractions of the world wide web is that 

it offers interests based on the excitement of the electronic medium. Many of the interactive 

video and audio components make it incredibly exciting to use because of consistent change. In 

addition to it being interesting, web formats allow more accessibility to more students who have 

various learning styles (Sewart, 1993). The variety in type of user, and type of service can thus 

create a user fnendly environment, and enhance the learning experience. 

Finally, the system rnust be easy to explore and follow through in its navigation. The 

amount of information appearing on web sites is phenomenal. Therefore, it requires organization 

that is simple, interesting and satisfjing. Search engines are the mainstay of this process (Baier 

& Strong, 1994; Kramer, 1997), however campus information can be organized into specific 

institutional indexes. This will better ficilitate the campus user in their efforts and inquiries. 



Evaluating 

IT offers opportunities to pursue and comple~e tasks more eficiently (Kuh, 1997). The 

writing, analysis, and organization of information effi ciently can help to Save money and other 

related resources in the pursuit of projects and research. The greatest effect in this area may be 

on students. There is a shifi away from the traditionaP approach of department centered servicing 

towards a student centered approach of servicing. This move , in combination with IT servicing, 

may reduce the amount of time students spend searching for information and services. Ideally, 

the leveI of satisfaction with such servicing will improve along with the quaIity and efficiency of 

routine college processes. 

Development of IT servicing alone is not enoush. Effective assessment and evaluation 

tools must also be built into the process. Any programs and services offered through the web 

must be measured for their effectiveness and impact. T h e  irnmediate nature of the medium allows 

many such measurement tools to be built right into th e system being used. In cases of web 

registration for courses. for example, completion of t h e  registration process can be evaluated by 

a short questionnaire at the end that measures satisfaction- The responses to speed, ease, 

availability can quickly b e  counted through the computer application thus giving the programmer 

immediate pictures of the service and constant irnprovements t h  may be needed. 

Issues and Concerns 

The growth of web-based and Internet techno logies of communication has also created a 

series of issues and concerns revolving around personial, professional, and ethical challenges 

(Green, 1996). Institutions that have embraced the ne w technologies must also address the 

inherent problems that corne from their use. This includes a willingness to develop strategies, 



programs, and resources that aid the user and remove obstacles that might curb leaming. The 

developrnent of IT services cannot be done without consideration of the impact on the student 

and the institution. The issues and concerns are exacerbated by the reality that accessing IT 

resources c m  be done through persona1 cornputers owned by the user. In this case, an institution 

finds itself in the position of service development and offering without the traditional direct 

controls associated with such efforts. This becomes problematic as described in the following 

sections. 

Distractions 

The web offers many distractions and opens up information opportunities that have 

traditionally been restricted, or dificult to access. These include such things as pornographie 

sites and materials, ovemse and abuse of chat rooms, and the use of advertising and marketing 

tools (Sproull and Kiesler, 1995). This creates social situations such as dienation, unacceptable 

social and sexual behaviors, and general social problems in the student environment. There are 

also a variety of academic works on-line that may distract a student from the required work of 

their academic studies (Dewey, 1990). These distractions are very dismptive because they are 

combined with the attraction of advertising and muItimedia, making thern entertaining 

distractions that lure students away from their immediate tasks. As technologies advance, 

students are also utilizing programs and equipment that have a combination of services. The 

personal cornputer is now able to serve as a word processor, email server, televison, stereo and 

much more. This creates even hrtlier distractions and requires the student to apply even more 

discipline. Because of al1 these options there are challenges on how to best control them. The 

obvious solution seems to be the promotion of internet use throujh a combination of directed 
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assignrnents and encouragement of students to develop self-discipline (GiIbert, 199651) in 

recognition of what the consequences are for irnproper or wasted use- 

Social and Acadernic Withdrawal 

One of the bigçest strengths of the Internet and web-based services is the ability to 

deliver information directly to the user without interveners or "middle men". For the student 

user, this means the possibility of utilizing the home computer for rnost information, thereby 

reducing the need for travel to campus libraries, service areas, and academic classes. These 

students rnay rely on the computer for almost al1 information and be so satisfied with the results 

that they withdraw from campus activities, social involvement and academic activities with larger 

groups (American CoIlege Personnel, 1996). These students may also develop their social 

interactions through chat rooms and Iist serves, discussion groups and links that deliver 

information. This type of activity then contributes to the development of the illusion of social 

interaction, when in reality such activity has been supplanted by the artificial sources (Simonson, 

1997). 

Incorrect Information 

Students of a traditiona1 age and background rnay develop complete reliability and belief 

on everything they hear and read on the Internet (Kuh, 1997). This is due partly to the fact that 

younger students have grown up witli the technology, have developed its lise, and relied on its 

sources for much of their social and academic information. However, the problem of 

misinformation exists over the Internet, prinlarily because of the ability of anyone to devetop web 

pages with words. Web publishing is subject to creation without the benefits of strict publishing, 

editing, writing, and research that ensures reliability and accuracy for the user. In the post- 
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secondary field the problem is made even worse by the lack of systems that can easily identiQ 

whether information posted is oficial institutional information or a combination of unofficial 

facts and figures. Finally, electronic information does not currently have built in systems that 

ensure accurate comprehension by the user, despite the possibility that the information is actuaily 

excellent beyond a doubt (Kuh, 1997). In ternis of student services however, this is much less an 

issue than those of social disruption and academic under performance due to IT rnisuse. It is a 

factor in combination with al1 of the issues we have discussed. 

Accessibility 

In the post-secondary environment of 1999 it is apparent that not al1 student services or 

academic departments have equal budgetary resources or interest in developing electronic 

information for the use of students (Mernoriai University, 1999). This may be in part because the 

leadership is not willing to do so because of unfamiliarity of the potential, or they have deemed it 

a non-essential item on the list of deveIoprnent and operationaf concerns that they might have. In 

order to address this challenge, student services administrators must demonstrate leadership in 

the provision of guidance and solicitation of funding to develop electronic information for 

students. This includes ensuring that students and staff have reasonable access to that 

information through the proper equipment and services. The technoloçy requirements for this 

seMce change rapidly, therefore it is incumbent upori student services administrators to develop 

effective budgeting and research information tliat suppons such servicing as a prionty. This will 

ensure that students are able to access Internet services without lagging technical support. 

Safetv and Securitv 

The Intemet offers opportunities for the transfer of personal and private information, 
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whether intended or not. This creates unique circumstances and issues around the issue of how 

to best protect the user in such instances (Green & Gilbert, 1995b). lncluded in the process is the 

development of security safe software, development of user protocols, and clarification of who 

actually controls the secure information belonging to the students and the institution. This issue 

is a very important one, and tends to be taken less seriously than should be by both students and 

professionals alike. This can change through the careful development of electronic services and 

subsequent updating of security measures. The topic of security and safety is vast, and can be the 

subject of a separate research project. 

Utilizing Technology in Advisin3 

One of the bigsest challenges to student services professionals is planning how to keep 

current with the fast paced changes in technology that is used by students and professionals alike. 

Within the field of student services, specialists in this area have begun to appear to service that 

specific challenge (Baier and Strong, 1994). Professionai journals servicing student services, 

have begun to report on research and services that address the issue of updating the technology 

used. This includes regular reporting on information f?om professionals in the field that are facing 

the challenges of keeping the technology current and relevant. These professionais are reporting 

fiom ali areas of student seMces including advising, programming, student aid programs, health 

and other support services. This process supports the awareness issues that many professionals 

face annuaiiy. This sharing of information and reporting of operations also benefits fkom the 

development of list serves, web sites, and similar resources by professional support groups and 

institutional programs. The Canadian Association of Coilege and University Student SeMces 

(CACUSS) supports such information dissernination through its divisional list serves and support 



services. Residentiai, healîh, and career support sections are aii able to consistently share 

information on technological advancement, resources, and challenges through these medium. In 

this way, the information is current, and the resolutions are numerous. 

Desiening Student AfFairs Directed Programs 

While student affairs services and programs have traditionally evolved outside the 

classroom supports, there is a new philosophy and operational reality that views class approaches 

as an appropriate tool for support development- This includes the preparation programs for 

students to ensure healthy academic planning and skills. IT advancements currently support the 

consideration of many related services within these programs. lnternet discussion groups are 

recommended to become the norm as opposed to the exception when it concerns course 

seminars and prograrn involvement. Assignments for students are encouraged to be web-based, 

or at the very Ieast, have major elements that require the student to access web sites for research 

and servicing as a component of the seminar. Students are also encouraged to develop skills in 

the presentation field using such software as Power Point, Presentations, or Excel as a means of 

familianzation and preparation for technological development (Willis, 1998). Finally, use of email 

for discussion purpose, fonvarding of research work and general communication can be 

encouraged as progressive tool. This offers opportunities to develop working relationships with 

others outside the immediate campus and as far as the continent or world itself. This includes the 

utilization of video conferencing and real video for conferencing, presentations, and other related 

activities to the specific seminar or program. 

Student Orrranizations-Advisement and Support 

One of the most important aspects of student services operations is the support and 



advisement of student groups and organizations. This includes many types of organizations 

ranging fiom traditionai clubs, societies, fraternities and residences, to the more formal 

operations of student governments, service agencies, and programs (Moneta, 1997). TechnoIogy 

offers opportunities of change in how these organizations function on a level of communications, 

business operations, promotion, and general operations. Students can benefit most through direct 

access to advisors through email systems especially as it relates to urgent and important 

questions. Student organizations can also be encouraged to develop comprehensive and effective 

services such as email responses to enquiries. Not only is this a relevant service, technological 

servicing also allows the organization to prornote important information that not only covers 

social activities, but also allows coverage of important academic information that may be more 

likely read by the student in the student organization (Moneta, 1997). Within the actual 

operations of the organization itself, the opportunity exists to "democratize" the operations to 

the fûllest extent through posting of current issues, topics. and agenda items and to open them to 

discussion by the general student populace being served by the particular group. This allows a 

fairer and more equitable response to certain issues especially those that rnay be deemed 

contentious. 

Student organizations, like business, are increasingly involved in the development of their 

own web sites to inform students about what their organization is doing, the leadership and 

members, as well as the prograrns and services they offer (Mernorial University, 1999). Some 

institutional organizations are offering services and systems that offer group accounts and 

passwords through the web servers. A specific group is then able to develop their own web site 

and information services that can then be directly linked with the iarger student organization. 
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This is especially attractive to student governments and their varied clubs and societies that have 

annual changeovers and development. Student services advisors who work with such 

organizations are encouraging them to develop research activities that study Iist serves and 

technological supports that help these groups grow and prosper on an academic as well as social 

level. The concept is the direct development of information sharing systems that cover a variety 

of topics that can be dealt without outside of the traditional borders of the institutional campus. 

Residence operations are at the front of this process (Kotter, 1995). Student leaders of 

residence cornmittees and social groups are utilizing IT to keep their felIow students inforrned, to 

solicit input, and to share the information with other residence operations. TraditionaI meetings 

are k i n g  replaced by the constant shating of social and academic information on the Intemet. 

Web site offerings produce pictures and updates on activities, foster comrnunity activities, and 

prompt wider exposure to the community. Most importantly, the technoIogy offers residence 

operations the tool to develop and promote spirit building, tradition, and reputations through 

pro-active and progressive activities shared by the residents as a whole. This is probably one of 

the most positive effects of the web-based technologies in residence, the development and 

€ostering of cohesive community that is so essential to collegiate residence operations (Benedict, 

I 996). 

IT can also be an excellent tool for the developmenr of the individual student. Students 

can be encouraged to share ernail addresses with new friends and student services professionals. 

This is effective when the professional develops discussion groups that encourage inquiries on 

vanous aspects of the post-secondary experience. The student services moderation role is best 

applied here in the fostenng of dialogue that encourages students to talk about their anxieties, 



expectations, fears, and ideas. In this regard, students do not fa11 into one specific category, 

rather they are a variety of backgrounds and experiences. These categories include cornmuter 

students who Iive outside the campus, students from specific cultural backgrounds, religions, and 

semal orientations, as weIl as physical and learnin~ disabilities. In most cases technology offers 

the opportunity to grow on the vaned experiences through such discussion groups for the 

technology is a communication support system, 

One of the most important roles of the student services professionaI is the leadership role 

assigned to them in the development of student work shops and courses that teach skiIls in the 

use of the Internet. Memorial University ( 1  999) has developed Internet seminars into its 

orientation programs on a departmental and campus wide basis so that first year students in 

particular, are familiar with the proper use of Intemet technolo~ies. Although traditional students 

from high school systems may bring with them knowIedge and understanding of the 

technological usages, they may still require familiarization in the etiquette and proper use of the 

Internet in an academic setting. 

Finally, there are many opportunities that the Interner and other information technologies 

can offer to students and staff alike. Student services professionals must learn to incorporate 

such support in the development of their operational and strategic plans for the support of their 

students. Think tank and planning sessions will aid in the developrnent of advising, program 

development, and teaching strategies that help to develop quality services for student groups, 

individuals, and their involvement in the post-secondary experience. 

Information Technology S kills and Abilities 

The abilities and skills related to IT slio~ild be integrated across the curriculum of 



professional preparation, and student education, and not isolated to specific classes (Gilbert, 

1996b). Professional training prograrns for student services professionals rnust develop 

mechanisms that ensure they leam the basic technical and operational skills for technology 

appIications in their field. These include: use of ernail for communication and discussion groups, 

use of search engines in web systems, using the Internet and CD rom's in research activities, use 

of list serves and news groups, designing web pages, transfemng files and other word 

processing, and general operations through electronic means. The tools to accornplish the 

teaching of these skills can corne from current campus students and support services that have 

developed expertise in the area. This is important as it is apparent that many current students are 

much more knowledgeable in the area of IT applications than are many current student services 

professionals. Their knowledge and experience can be readily tapped in pursuit of the training an 

development of professionals. They are able to communicate their expectations and student 

services staff are then given the opportunity to respond accordingly with effective programs and 

services. This process can also be accommodated through courses and ancillary workshops. 

It is also important to not teach the appropriate skills in isolation (Willis, 1998). Training 

should include specific applications of technology to prornote student learning in residence 

compIexes, counseling applications, student development, and career planning among rnany other 

fünctions and activities. Professional training and development should also include exposure to 

campus information systems, data based decision making, and analysis of technofogical data as it 

pertains to direct program development. Not only is the education to systems important but the 

training should also extend to the development of working relationships with technical, program, 

and operating staff that deal with IT. This will help in the development of an effective 



relationship where communication addresses specific wants and needs of the student services 

professional. This, in turn, results in development of good programming. 

The professional preparation also includes the examination of critical issues that emerge 

from the integration of technology in a campus environment (Cuyjet, 1996). Student services 

professionais must be educated and trained in the urgencies that technology brings. Many 

questions arise inciuding: what the impact is upon fieedom of speech through the Internet, the 

development of standards, policies and procedures, and what are the financial implication upon 

students who are expected to absorb and embrace new technologies? These are questions that 

fa11 into the reaim of the student services practitioner. 

The importance of a well developed structure to explore questions related to technology, 

is also a consideration. It is important to be aware of the development of technology services for 

student services that leave students feeling out of touch. This must be avoided at al1 costs. There 

is a need to strike a fair balance between the educator, adrninistrator, programmer, and 

counseling roles (Baier, 1993). The development of distance education courses and programs 

firther requires redeployment of the traditional student services roles of support and servicing. 

The professional training may require that participants re~ister for such an experience to gain 

first hand information and expertise on what the distance and technical experience is actually like. 

This experience reaches as far as the examination of the effect that IT has upon the nature of 

student services organizations and the relationships between students and practitioners. 

In any case, it is obvious that there is a need for a well coordinated approach to 

developing student centered electronic information. The major benefit of this approach is the 

simplicity of maintaining and developing a centralized electronic information system. In contrast, 



the traditional information system of paper copy and materials is less efficient and iess user 

friendly. Finally, the development of the electronic approach to information and support is best 

maxirnized through the proper preparation and training of the student services professionals who 

are involved in the development of such prograrnming. It is imperative that these professionals be 

trained in, and kept updated on, the latest technological advances in student service technology. 

In this regard the development of IT can help students prepare for the modern college experience 

if the student services professionals providing the services in their many forms, are thoroughly 

farniliar with the possibilities that emerge from technological applications. 

Conclusion 

Returning to and restating, the purpose of this paper was to describe the types of 

emerging IT resources being considered by student services professionals and the ways in which 

that technology is being applied to help these professionals adjust and plan for the programs and 

students they service. Stages of fundamental learning were researched presenting the importance 

of preparation, planning, reflection, and assessment in the preparation of professionals in students 

services as well as students themselves. Funher research studied examples of how to develop 

web-based student proçrams firom the perspective of programmers and students. This revealed 

the elements of design to be considered, and a select number of examples of issues centering 

around design. These included distractions, questions of accessibility, safety, and the correct 

presentation of information through web services. In this section skill sets and operational 

challenges that student services staff would encounter were presented. Specific to the student 

seMces professionai the impact of IT was studied in the traditional area of academic and social 

advising services and how best to adapt technologies to the service. Important points raised 
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included designing directed programs and the development of advising structures for student 

groups and organizations. Lastly, a summary of the skiils and abilities student seMces 

professionals must have was presented for consideration. In combination, the paper supports the 

idea that professional training and preparation wiII benefit mainly from exposure to IT in various 

forms throughout the profession. 

Finally, this review of the endless opportunities for integrating IT into the preparation of 

professionals suggest that any IT program efforts must include a systematic and intentional 

process to enhance the learning and teaching process. In this manner, professionals and students 

will be able to use IT to promote student development and learning. 



Utilizing Information Technology in the Future of Student Services 

Introduction 

This paper aims to identie and describe the challenges facing Student Service 

ProfessionaIsS in the 2 1'' century and the roles, trends, strategies, and operational models needed 

to ensure the growth and development of that profession. This paper is a look at the emerging 

and future service challenges and how student services is coping with that change and creating 

new programs and services involving Information Technology (IT). By studying various options 

for future services it is hoped the reader will learn how student services is responding to the IT 

challenge and to what extent these services can be developed in the future. 

Background of Future Planning Initiatives 

The millennium has brouçht with it the inevitable question of change. TT has never pIayed 

a more important role in our lives than it does now. In student services, it is equally important 

that the profession stay current in new developments. applications, and responsibilities in 

technology. 

IT has seen its geatest progress in the academic field (Findley, 1997). Innovations and 

new uses abound, for example, the electronic classroom and touch button library are realities that 

have gained acceptance and popularity amongst post-secondary students. These academic 

applications have generally been successful and that has encouraged their application in the 

student service field. The question then posed is, how should student services evolve and plan 

for the future utilizing IT? This requires the development of a plan to establish technological 

' ~ h e  term  professional al" is a descnptor Tor ail iypes orstudcnt s c n k s  adminisirators. deans , directors, 
or managers and may be uscd witliin the papcr. 
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innovation that supports, yet does not detract from, student services programming. The student 

service professional must facilitate the changes by communicating effectively with stakeholders 

such as students, faculty, staff, and the community. The student service professional aIso 

becomes the teacher and educator as they share their knowledge with the community. This 

indudes teaching the importance of IT to others, while at the same time learning about the 

newest h s  of technology and how best to incorporate them into student services. This 

approach will enable student services to develop into a learning organization, partnering with its 

faculty coIIeagues in challenging traditional thinking and promoting innovation (Simonson, 

1997). 

Student services professionals should be viewed as policymakers dealing with al1 the 

legal, ethical, and administrative implications associated with IT and its untested ef3ects. These 

policies may center around electronic guidelines that retlect traditional policies, rules, and 

regulations but deal reatistically with the associated technological implications. This requires 

senior student services professionals to support change by taking a positive approach and 

embracing IT. This will enable institutions to apply the technology and improve student Iearning 

through the development of new operational models. 

MethodoIogy 

The literature on tùture IT implications in student services reveaied various opinions, 

suggestions, and ideas on how student services will evolve in the near fùture. However, 

references to the cuvent strategies being considered utiiizing TT are limited to journal items, 

specific student service writings, and technology articles. 

To suppIement the document analysis, six interviews were conducted between November 
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1999, and January 2000. Interviewees included individuals representing senior student services 

administrators, deans/directors, managers and service providers such as the registrar. These 

individuals held vanous posts within the university and coflege system and remain anonymous for 

professional reasons. The purpose of the interviews was two-fold. First, to detemine how 

successful the student service profession has been in adapting to IT opportunities and challenges. 

Second, to discuss in broader terms issues and fiture developments of IT within the student 

seMces field. References to the interviewees insights are indicated through identification as 

Administrator 1 - 6 accordingly. 

Each participant agreed to one interview iasting approximately one hour. Dunng this time 

the following questions were asked: 

How effective have student services practitioners been in responding to the impact of IT? 

How could student service professionais better deal with the future impact of IT? 

1s the utilization of TT essentiaI to student services development, growth, and survival? 

In what areas is IT utilization most effective and usefirl'? 

What resources are required to develop and implement IT related student services? 

What are the barriers to such development? 

Whose role is it to develop hture IT services? 

What are the benefits and negative implications? 

What is the hture of IT dependant student services? 

Allowance was also made for general commentary and suggestions regarding the topic. Al1 

comments were combined and presented throughout parts of tliis paper in the appropriate areas. 

In assessment of the interviewees responses it became clear that the IT resource has 
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general acceptance among practitioners in student affairs. Participants generally concluded that 

IT offers exciting opportunities that have never existed before in the development of student 

affairs. In addition, the perception is that the profession must embrace IT advances or risk falling 

behind in support development. Suggestions on how best to achieve this is varied depending on 

the current state of various student seMces operations. 

Structure of the paper 

This paper focuses on some main concerns of future student services operations. The 

administrator interviews are utilized in conjunction wit h currenr researcli to present perspectives 

on what the major topics wiil be. The paper begins by presenting a discussion of the roles of 

student services professionals in the future followed by examples of general trends in society that 

will affect post-secondary institutions. The third aspect of this paper discusses the specific 

implications of IT development in student services related to these trends. This is then linked 

through a review of suggested technology models that cm be utilized by student services 

professionals in order to best facilitate program development and operations. Finally al1 of these 

points are combined into seven distinct suggestions on how professionals can best cope with IT 

challenges without risking persona1 and professional failure. 

Future Role of Student Service Professionals 

Traditional roles and responsibilities of the student services professional are changing 

rapidly in relation to the impact of IT. College and university communities must stay current with 

technological innovations that meet the needs of the institutional members. Student services is a 

part of this process and the professional within must evolve accordingly. 



Professionais as Architects 

Student services does not have a strong tradition of operating as institutional architects, 

defining an institution through planning of goals, objectives, and philosophy. As a result, the 

profession has been traditionally defined through its responses to institutional pIans that have not 

been the result of their involvement in the design process at the senior level. According to one of 

the student services professionak interviewed (Administrator 2, 1999), student services need to 

become architects of planning as it relates to IT. In doing so the student services professional 

becomes the leader in initiating and developing consensus on a strategic planning process for 

student services, including the development of fundamental questions that help build the goals 

and objectives for a technological plan. Such questions include: "How will technology change 

current work practices? What is the balance between academic and social development through 

technology? What way can student services professionals make themselves players in the 

technology revolution?" (Administrator 2, 1999). 

These sample questions help address current technological impacts. Assessments wi11 

identi@ trends and changes, thereby guiding the planning process. The constant changes, 

improvements, and break throughs create new ideas and causes IT plans to change as the needs 

of diverse groups are addressed. New initiatives require critical evaluation to measure 

effectiveness. This is primarily because teclinological servicing is very expensive and a 

cornmitment of resources to such ventures requires resrilts that demonstrate positive impacts on 

student learning (Administrator 3, 2000). 

The construction period will see the vision and plan grow. It is the responsibility of the 

student service provider to gather information from stakeholders and define the vision (Cornish, 
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1996). The vision is then integrated into long and short term plans that should heIp staff members 

think broadly about the impact of IT rather than focus on a narrow problem or working area. 

This approach helps to discourage a focus on individuaI or separate department areas. 

Another eIement to consider as a technology plan grows, is that it be in sync with the 

mission statement of the institution (Admuiistrâtor 3, 2000). By directly Iinking the student 

seMces technical plan with the mission of the institution, the impact of the plan can be 

strengthened rnaking it more viable to the whole institution. This creates partners within the 

institution that will help the plan, as well as the mission, grow to meet constant changes and 

demands. 

Beyond the development of a technological plan, is the accessing of the financial 

resources to accomplish the task (Hall, 1991). The past decade has been marked primarily by the 

shrïnking of financial resources to accomplish tasks at hand. This is especiaily true in post- 

secondary institutions where budgets have shrunk enormously. Given this challenge, the student 

senrices professional can identiQ allies within the institution that support such initiatives as a 

technology plan. Traditionally, these allies will corne froni areas such as the registrar, library 

services, computing departments, faculty support areas, and student bodies (Administrator 6, 

1999). The student services professional can remain close to the changes because results will 

take some time to be realized, a period of years and months. This enables the professional to 

develop response protocols, plan for change, and continue to develop partnerships and resources 

for fùture program changes. 

Professionals as Facilitators 

The idea that technological change and adoption will be immediate is false (Comish, 



1996). Students, faculty, and staff will leam to utilize IT resources gradually as they are 

introduced into their working and academic routines. Because IT projects are new and evolving, 

the communication must include education so that the stakeholders will learn to accept them into 

their daily lives. This is extremely important, (Administrator 2, 1999), as it aids in the 

development of the team approach, removes fear of change, creates cohesiveness in the working 

unit, and makes the implementation of the technology plan much easier. Each person involved 

will have V ~ ~ O U S  comfort Ievels conceming technoIogy. In recognition of this fact, a variety of 

techniques should be considered including training sessions. focus group, large group meetings, 

and individual counselling or training. 

The form of introduction to such IT change can be varied. The discovery of linkages 

between the different elements of IT and Iearning can be a cornerstone of this approach (Mi Iam,  

1999). Development of a training package that includes e-mail, Web page creation, List serve 

groups, and video conferencing may serve to identi@ the benefits of IT, Users can have the 

option of choosing one service, but in doing so are also offered the reaIization of what al1 the 

services Iinked together can rnean for the user (Fhdley, 1997). Ifthey become familiar with one 

aspect of the technology they may b e  more inclined to embrace the other aspects as well. If, for 

example, a user is exposed to e-mail and realizes the relationship between it and the web, the 

possibilities of student learning can be realized to the fiil1 extent. 

ProfessionaIs as Educators 

The implementation of a technology plan will require more training and education for 

professional leadership (Kvavik, 1998). To be effective, the professional rnust continually leam 

about IT innovations. This can be accomplished through national, regional, and institutional 
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research projects that provide new ideas on how the profession can best utilize new innovations 

in IT. The traditional student seMces professional has been a user, not a developer, of IT. This 

can chanse with other institutional expertise that is developed through partnerships. The 

computer, library, and registrar services have banks of experts and expertise in IT that can be 

properly applied to the student services profession. Student affairs can serve as the mobilizer of 

these resources into a shared knowledge base. The development of these leaming and 

educational partnerships enables the profession to develop Funlier technology plans and 

programs in general for their students. 

Professionals as PoIicvmakers 

New ZT developments bring considerabie lesal, operational, and ethical obligations. The 

Internet demonstrates the biggest challenges in this field with etiquette rules, confidentiality 

questions, academic freedoms and persona1 ownership. The ramifications of such an evolution 

are many and require constant adaption and review. Institutions must develop appropriate 

responses and policies that outline evolving user and developer responsibilities as IT seMces 

grow. 

Student affairs professionals must also assume an active role in facilitating institutional 

policies (Komives & Woodard, 1996). In collaboration witli departments, academic units, staff, 

and students, student services must lead in the development of cohesive policies that will not 

Ieave students confused about expectations and responsibilities as it concerns technology usage. 

Policies and guidelines that regulate IT should be consistent witli, and complement, 

institutional harassment policies, codes of conduct, and discrimination policies. This includes 

identi&ing what is. and is not, a violation and how breaclies should be reported. 



Professionals as Futunsts 

Student affairs professionals can pIay a useful role as guides to the fùture of IT in 

institutions. They bnng a set of useful values and knowledge about human behaviour in higher 

education that will help those who fear IT (Kvavik, 1998). The idea of what a füturist is, cornes 

complete with mystical images of what society has been exposed to over time. This includes 

conceptions of what future cities will look like, what will be eaten, how people will dress and so 

on. So it is within higher education and the field ofstudent services where visions of servicing 

are offered for consideration. 

Absolute predictions of the fùture are not possible, but society is getting better at 

predicting it using indicators of what is happening around us (Memorial University, 1999). In 

student services, futurists build plans based on alternate models such as assuming a 10 percent 

increase in student enrollment and developing models of staff support for that increase 

(Mernoriai University, 1999). Trend analysis is conducred to see how decisions impact upon 

aspects of a service. For example, in recent years institutions began to study the impact of 

reduced budgets and fiinding from the Federal Government of Canada on students ability to 

purchase learning technologies such as a persona1 cornputer. This in turn was studied regarding 

academic success. In these ways, fùturists attempt to plan to address urgencies. 

The 21" century will probably continue to see rapid technological developments that will 

change how people do their work and conduct their lives, yet the biggest chançe may be the 

expansion of the concept of what it rneans to be human. This includes the challenges raised by 

medical advances in technology that affect choice of birth sex, communications helping human 

rights develop globally, or the effect of technology on learning in general within higher education 



contexts (Moneta, 1997). Many of these new questions will evolve and student seMces 

professionals will be well placed to pose the human questions that any technology advance will 

bring. 

Trends for the Future 

The United Way of Amenca's Strategic Institute (1989) projected several trends about 

the hture in North America that have direct implications for post-secondary education, and are 

influenced by technologies. Student Affairs professionals should tikely study these predictions 

related to the profession. These trends are the maturation of North America, the continent 

becoming a mosaic society, a redefinin~ of the role ofthe individuai and society, the economy 

becoming information based, globalization, new persona1 and environmental health, economic 

restructuring, the redefining of family and home, and the rebirtli of social activism (Komives & 

Woodard, 1996). Many ofthese trends are shaped by teclinolosy and will benefit from, and find 

answers in that technology application. 

The student services professional should heed such trend predictions and apply 

implications to the prokssion to each trend for the opportunity to see what the results will be. 

This application will alIow the professionals to stay ahead of potential trends and plan and 

project programming to met their unique sets of challenges. Administrator 5 (1999) noted that if 

a specific trend, such as globalization of economies, continues as it is developing now, what are 

the upside and downside implications? If this trend continues and something else happens in 

between, what are the upside and downside implications in student services? Or, How will this 

trend affect the whole post-secondary system? The principIes of continuity and analogy must be 

applied to successfiilly analyse and respond to chanses, especially that of IT related progress. 



Specific Implications for Student Services 

For rnany of the reasons discussed, it is dificult to predict al1 of the possible uses of 

technology in the near fùture. The Pace at which new technology quickIy becomes obsoIete is 

staggering and rnakes such predicting useless in a paper such as this. However, the challenge can 

be addressed by studying some new innovations and their immediate affect on the higher 

education field. In doing so, we are able to illustrate how technological change also tests Our 

values and assumptions. In student services, such examples can aid the professional in their 

approach to questioning analysing, and connecting the decisions made when it concerns 

technology and the application to the profession. The folIowing three examples demonstrate IT 

impacts on the student services profession as part of perceived trends in the near bture. 

Telecommutinq 

As an example, Susan, the research officer in the Student Development Office suggests to 

the Director that she be permitted to work at home three days per week. The research oEcer 

States that most of her work is done on the cornputer using various programs and that telecom- 

muting is now accepted widely in corporations across Canada. With the addition of automatic 

statistics packages, voice serviced software, and international student databases, she can 

complete her work witliout physically coming into the office. She also has a fast service phone 

modem in her home with digitalized service so compatibility is not an issue. Finally, she points 

out that she will be better able to work at home unintermpted and that her productivity wi l I  be 

enhanced without office interruption. 

The possibilities that te le~ommutin~~ offers is the ultimate professional dream, especially 

%elativeiy new tenninology no[ yet used ivorld wide in diciioiian fonnats. 
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for those who live in traditional urban areas where work cornmuting and a11 inherent problems 

are a daily routine. Although student services operations would suggest that the presence of the 

professional on campus is essential, recent technology simplifies the process €rom remote 

locations. "The traditional mode1 is open to change, and it must be given serious consideration", 

stated Administrator 4 (1999). 

Telecommuting offers many benefits including easing stress caused by cornmuting to 

work from long distances on a daily basis. Telecommuting also provides flexibility to the work 

schedule which rnay benefit professionats with families, disabilities, or varied spousal work shifls. 

It rnay also enhance productivity as the employee is offered a work environment that is removed 

from the traditional distractions of the work place. 

Managers who receive a request to telecommute rnay hastily deny it based on the belief 

that the traditional student services structure must be maintained and to change that structure 

would be too dificult. In addition, such changes rnay affect the balance of the office environment 

and the interaction that takes place between CO workers and fellow professionals. Managers rnay 

be challenged to address the question of how to evaluate a workers performance when that 

employee has no daily interaction. "This issue can be iooked at in the light of goal oriented 

performance", stated Administrator 5 (1999). " It is ridiculous to believe ... that student services 

professionals cannot adapt to the conditions ", he fùrther States (1999). Questions of perceptions 

of other employees who cannot telecommute are not so easily answered. Employees rnay view 

such requests as unfair, especially if their specific tasks do not allow the option of home work 

environments. This, however, should not serve as an excuse to deny the consideration ofthe 

option. EssentialIy, it may require the student services adn~inistrator to educate the collective 
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work group to the benefits of the telecommuting option on the operations of  the unit as a whoIe. 

Computer Ownership 

Many institutions have placed an emphasis on either creating open access to computer 

resources for al1 students or expecting them to own updated cornputers for their use when they 

amve on campus (UMN= 1999 & Southem Iüinois, 1999). Institutions have moved rapidIy to the 

connecting of residence rooms, devetopment of campus connection and labs, and classrooms that 

are fùlly developed to new computer technologies. 

The IT revolution has affected nearly every Iiigher educational institution. Funding has 

moved to support new technology in al1 aspects of campus Iife, however, the cornpetencies of 

students, faculty and staff have not necessarily kept pace. Student services professionals have 

noticed this problem and raised the aIarrn when necessary (Administrators 1, 3, 6, 1999). "We 

have fùnneIled resources into areas that are disproportionate to others. Sciences have benefited 

greatly in cornparison to arts, and this causes problems" states Administrator 5 (1999). This 

leads to a question of effective resource allocation. Sciences are already under represented by 

wornen and rninorities, s o  it rnay develop into a modern version of have and have nots, described 

as "know and know nots" by Mayer and Gutierrez (1 997, p. 17). On this point, professionals are 

eager to work on preventing the detraction from other institutional goals by the growth in 

emphasis on IT. The decision making structures must be aware of t h e  competing goals and 

priorities. The speed of the IT agenda may take attention from other goals, and create 

inequaIities. Because the student services profession is cominitted to equality, they must ask 

questions about universal computer ownership. These include: Who will be disadvantaged by 

such a policy? How will economically disadvantaged students be supported? What interventions 
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will be available to compensate for different cornputer skiils and levels of competency? Holding 

to the belief that students corne from many backgrounds, these types of questions should be of 

paramount importance. Administrator 2 stated, "We cannot repeat access failures of the past 

such as lack of financial resources, or poor secondary academic training. The question of access 

to technology rnust be resolved completely before the student applies to the school of choice, or 

else we lose a student, alumni, and contributor to society in general (1999). 

Student Leamine Orientation 

Higher education institutions are revising their academic missions to reflect the move 

€rom a focus on teaching towards a focus on student learning in general (Moneta, 1997). The 

Northern Territory University of Australia (NTU) is an example of leadership in this area (NTU, 

1999). The faculty has been called upon to adjust pedayogy to incorporate new technologies into 

the learning process. In conjunction with this, administrative leaders have changed the reward 

structures to encourage innovative learning. An exampie of this is the development of a Center 

for Learning (NTU, 1999) that has designed work shops for faculty aiding them in moving from 

traditional teaching to student Iearning. 

New technologies will continue to affect the ways of students services for the foreseeable 

future. The move from teaching to learning processes is jtist one example of that change. The 

challenge to higher education is fairly clear. The change of society frorn the Industrial Age to the 

Information Age has already begun and is now in the throws of fast Pace change. Noms and 

Dolence (1996) refer to this change quite clearly. '' The changeover is a global phenomenon with 

very significant local implications ... everyone is affected, although at different paces or degrees. 

The institutions that realign their practices most effectively to Information Age standards will 



reap the benefits. Those who do not will be diminished or replaced. " (p.2). 

The changing paradigm Is probably not as dificult to embrace for student services 

professionals as it is for faculty. Adrninistrator 6 stated: 

What we have occurring in many cases, is the defending of tradition by academics versus 

the promotion of change by professionals. It is hard for them to accept that teaching can 

be replaced by Iearning models. Many academics simpIy refuse to embrace the approach 

as a benefit to their practices, and this has been frustrating for us as student seMces 

planners and leaders (1999). 

The next century will be marked by the learning model indicators that measure the ability 

of students to comrnunicate one on one wlth faculty, have access to global information, network 

at home, use a flexible c~rriculum, and demand more services on a faster basis. This is in contrast 

to the past model that used indicators such as administrative costs, parking space, tuition 

revenue, graduation races, and the number of institutional access cornputers. The challenge for 

student service professionals will not be embracing the change, but to reshape the role of the 

profession in the change process. This includes such questions as: What changes will be required 

of the learning model student services profession? Wiil learning age focus threaten or enhance 

the profession? What are the opportunities the change presents for the profession to work with 

faculty and administration? 

Recommended Student Services Technology Models 

The specific implications of IT in student services presents an opportunity to discuss how 

best to address and implement them. In this regard it is essential tliat a consistency be developed 

in the research, development, and implementation of operations related to LT that meet and 
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exceed al1 the standards under which an institution operates. Failure to develop a professional 

technology mode1 wiIl result in service delivery that is ineffective and prone to crïticism and 

failure in addressing student needs- 

Reasons for Change 

Attitudes and expectations conceming easy electronic access to information are rapidly 

changing. SeMces for students that are web based or student based, used to be options for 

institutions (Administrator 1, 1999), but this is no longer the situation. if an institution did 

develop such services they were viewed as an advantage in conlpetitions with other schooIs. 

However, today students require such services and expect choice and convenience when they 

attend a particular institution or when they are deciding on which one to attend. Students who 

can now buy videos and books over the Intercet also expect to be able to research an institution 

through their web site and gather al1 they need to know froin that resource. They also want 

immediate service and no line ups or waiting periods for persona1 meetings. In such an 

environment institutions compete in the physical and virtual worId, and their services must reflect 

a dedication to a horizontal mode1 of servicing 

Models of Operation 

Most higher educational institutions have a Web site providing information and services. 

A quick glance at most of these will tell the user whether that institution is using the site as a 

portal for information. Staff will be trained to answer email and web enquiries. The web shouId 

reflect a student centred horizontal process (Administrator 5, 1999). This horizontal approach 

will reflect the steps a student must follow to attend or enroll in an institution. The process 

should be designed firom a student perspective and be seamless and without boundaries. " What 



we have encountered in the past 30 years of student services is the development of process ... that 

saw students making separate appointments, going to separate offices, lining up, and being 

fmstrated. That just does not work any more and we would be denying ourselves if we said any 

different" States Administrator 3 (2000). With a student centred process students should be able 

to register on Iine, veriQ persona1 information changes, make appointments with advisors, and 

seek book orders and other services through their computer. 

Creating a web site is not easy. Many institutions have followed a process whereby one 

department may post information fo1Iowed by another and then another. Each section is specific 

to that department and does not provides services as a whole for the institution. This approach 

creates silos, each containin= much information but little integration. Administrator 6 said: 

"We would never create a registration book without reviewing and editing closely, why is the 

web and other technology treated so differently?" (1999). 

Models of Technolow PcrtaIs 

Northern Territory University WTU) 

NTU, located in Australia, is a Ieader in the development of student services and 

technology. NTU was the first institution in Australia to develop online enrolhents. In 1997 it 

began looking at solutions to improve enrollment and address the challenges of a small 

population in a large geographic area. The solution considered \vas Internet based because it 

pulled together many types of resources and eliminated geographic location and remoteness as 

bamers to becoming part of NTU. As a resuit of their researcli, NTU now uses the web portal 

for severaI services: A student information centre that provides student with qui& access to 

services of al1 types; An online handbook where course, faculty and staff information is on 
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display; Course development and approval where results of exams are listed, subjects of courses 

are offered and evaluations are canied out, 

NTU also developed its immediate web site as a student friendly area calIed LaunchPad 

(1999). It is designed so that students are able to navigate the web site with areas such as: New 

Student HeIp; Admission Information; Courses Offered; Social Supports; Academic Advice; and 

Financial Services. 

Universitv of Minnesota WMN) 

UMN is also recognized as a leader in using technology to service students. It developed 

its One Stop Web to support and enhance the student experience. In surveys of student 

satisfaction, tTPL/IN discovered that students satisfaction with their experience worsened as they 

moved from their first year to senior years (Kvavik, 1998). Students were spending much of their 

time walking from office to office for services and gettiny little satisfaction. Robert Kvavik and 

Michael Handberg, senior administrators, decided to address the situation with a goal towards 

using technology to service students better. Technological services were developed that provided 

access to service that was streamlined and seamless. in the old process, specialists handled rnost 

of the student services (See Figure 1). Very few services were available through self service, 

whereas with the One Stop Web students manage most of their own service needs. The new 

mode1 developed into a systern where there were no more silos and segmentation. The seamless 

process became student centred and much more progressive (See Figure 2). "Kvavik set a 

standard for future student service developers" states Administrator 4 (1999). "We, as 

professionals must acknowledge the need to turn old operational models on their head .... change 

can be a good thing" he tùrther states. 



Figure 1 
Student Services Process (Kvavik, 1998) 
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User Centred Design 

User Centred Design (UCD) is a methodology for developing products. The focus on the 

user rather than the technology allows UCD to ensure the applications are fnendly and easy to 

leam- The two main aspects of UCD are that the users should be continually consuked for feed 

back, and the users should be the focus of the development (Mernorial University, 1999). Teams 

working on this process should have a variety of skills. This includes those with expertise in 

student services, visual design, leadership, and marketing. 

The main benefit of UCD practices is that it leads to satisfied students, a direct benefit for 

the institution. Involving students in the design process allows for critique and review of 

solutions to meet their needs. Another benefit is that it is cost et'fective. Administrators have an 

opportunity to be assured that the student senrice is effective. They can be sure that the service 

will be developed to meet student needs. Traditional planning would be done in relative isolation 

whereas the UCD process opens it up to development that will not be met with surprise 

problems or expenses. The UCD process wiII be highly successful if the sites are developed from 

a student perspective, information is consistent across the institution, there is cooperation 

between departments, and the resources are allocated for the continued support and development 

of the service. UCD is not a one time deal or expense. I t  is ongoing and must be fùnded and 

staffed as other traditional information services are. 

Coping With IT Change 

The predicting of the hture of IT in student services is dificult. Developing an 

understanding of the impact is equally troublesome. There are, however, steps that can be taken 

to adjust to the changes and take positions that lead the profession forward in the information 
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age. Administrators and other student services professionals have many suggestions to consider. 

1. Student affairs professionals who feel they are behind in technologicai use should not 

panic. The information age has amved and evolved so quickly most institutions are still adapting. 

Senior administrators may feel overwhelmed by the changes however, new professionals are 

coming to institutions with increased understanding of technological expertise and they will 

contribute to the process. Student affairs professionals rnust be willing to embrace the change 

and consistently work on a technologica1 plan. 

2. All student service professionals should irnmerse themselves in IT servicing 

(Administrator 4, 1999). Everyone will not be an expert but within the organization of the 

profession there must be dedicated personnel who understand the developments and possibilities. 

3 .  Ongoing professional development is crucial. (Administrators 1, 2, 3,  4, 5, 6, 

1999).Training that develops cornpetencies in IT progranls will enable student service personnel 

to develop servicing reiated to needs and expectations. 

4. Maintaining a balance between the electronic and otl-ier forms of communication is 

imperative. Administrator 2 said: "We have a tendency to believe that the IT advancements wilI 

answer Our concerns in areas of traditional persona1 interaction. That is a fallacy and one that 

should be addressed prominently" (1999). 

5 .  Necessary financial resources must be allocated to the operation of IT services. 

Innovations in technology soon render current offerings obsolete. Upgrades and replacements are 

a fact of life in TT sewicing. 

6 .  Student affairs professionals at al1 levels must becorne futurists as much as is possible. 

(Komives & Woodard, 1996). Traditional approaches have not ernbraced t his concept, however 
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performance indicators have become so refined that planning fùture initiatives is now possible to 

a certain degree. It is not perfected, however it is more reliable now than before, Information 

sharing between professiona1 groups is especially important. 

7. Finally, any IT planning must remain rooted in the mission of the institution, its history, 

and its experiences. 

Conclusion 

Student affairs can be the professional goup  that determines the direction and 

performance of the institution. By using technology to track student trends, attitudes, and issues, 

the profession can develop the information flow needed for an institution to understand its 

students. Using IT, student services can become leaders and educators that help to transform 

institutions so that they are able to service students and make the learning experïence complete. 

The profession can set standards by which institutions operate. 

Retuming to and restating, the purpose of this paper was to discuss and illustrate the 

effect of IT on the future of student services. In researching this topic, proposals for the future 

roles of student service professionals were presented. These included a shifl from traditiona1 

responsibilities towards more innovative roles such as architects and policymakers in program 

development. Further research studied the implications of IT for the student services profession 

on a specific basis. These specifics lent themselves to a review of recommended technicai modeIs 

that could serve the profession in its fùture development. These models demonstrate an endless 

possibility of IT services that will benefit the student and institution involved in the higher 

education process. Finally, the interviews with senior student service administrators confirmed 

most of theoretical frameworks available. They supported many of the suggested models of 



fiiture IT operations and the IimitIess technological services that can be incorporated in the 

student service field. For example, K v a a  (1998), points out that the majority of higher 

educational institution students entenng schools in 20 15 were already born in 1997 an 1998. 

They can be tracked over the next 15 years to determine their needs and wants prior to their 

attendance in a post-secondary institution. The chalIenge is to connect their trends and make the 

service respond accordingly . 

Finally, IT is not an answer ont0 itself. Lt is, rather, a rool ro be considered as a support in 

conjunction with traditional models of student services. By working with, and not replacing 

traditional services, the tT projects of institutions can be highly successful in the attraction of 

students to an institution, retaining their presence during that education, and enhancing the 

satisfaction of that experience while they attend. In doing so, IT and student services will work 

hand in hand towards the growth and maintenance of the institutional primary mission and goals. 



Summary and Implications 

The objective of this folio was to identiq and describe many of the Information 

Technology (IT) challenges facing student services providers in post-secondary institutions. An 

important aspect of this research was the investigation into the current status of IT development 

within the profession, how professionals are being prepared to adapt to the changes, and what 

some of the fiiture implications of IT deveiopmenr are upon the profession. It was revealed that 

student services practitioners realize the need to embrace IT applications but they require the 

resources to do so, both financial and theoretical. This final section presents some of the 

implications for policy and research in post-secondary institutions. 

Policy and Practice Implications 

Three key findings emerged €rom this folio that have implications for policy and practice 

within post-secondary institutions. These areas involve resource availability, professional training 

and support, and IT leadership. 

Resource availability has been a factor in the utilization of IT within student services and 

post-secondary institutions in general. With budget cut backs and reassignment of existing 

finances, many student service professionals have been replaced with technological applications. 

Generally, retirement options and staff reorganizations have forced the use of technology when 

appropriate. This is in rnany ways an ironic developrnent as reduced financial resources would 

ordinarily lead one to conclude a reduction in servicing. This has not necessarily been a reality. 

What has occurred in the student services profession is that budget pressures have forced 

professionals to seek service alternatives. This process has allowed for the raising of alternative 

seMcing resources and therefore the development of efficient technological applications. This is 
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certainly tme in the case of web portals and self-service financial and registration processes for 

students. However, cautionary approaches wouId dictate that human resources cannot be 

completeIy replaced through the application of IT. The implications of this on policy is that the 

human resource needs to be professionally trained and supported to complement IT 

developments. This leads to the second key concept. 

Professional developrnent, support, and training is essential to the growth of student 

services, especiaily in relation to Information Technolosy. Current professionals in student 

serviges must be supported in the training to use IT services, and in the efforts to generate 

acceptance of technological applications in a profession that has traditionally been very 

humanistic in its operations. The development of such skills and expertise should include 

systematic and intentional processes for training and operations involving IT. The policy 

implications of this approach include the need to devote specific amounts of operating budgets to 

the development and support of staff including updated equipment and related support. 

A third key concept is that of the evoliition of student services as leaders in the 

formulation of policy and procedures in post-secondary institutions. The use of IT to track 

student trends, developments, attitudes, and issues creates an opportunity for student services to 

develop the academic and social information flow needed for institutions to attract and retain 

students. This implies that student service leaders must engage in a systematic approach to 

recmiting, supporting, and developing the student throughout their academic experience. As a 

result the profession can find itself being consulted on al1 aspects of institution policy 

development. 



Conclusion 

IT is unlikely to repIace the human aspect of student services. What it can do is 

complement the traditional roles of the profession through the development of user fiiendly 

technologies that allow ease of access to information, eficiency o f  services, and development of 

information that identifies students needs and expectations of an institution. With the many 

changes in post-secondary operations in the past decade, an important concept has emerged. The 

student has become a customer and expects the best servicing possible. I f  student services in 

post-secondary institutions do not accept this. then rhey may nor survive. The evidence of change 

currently in place or being considered indicates that post-secondary institutions will continue to 

apply technological service solutions. Developed and planned carefully, IT applications afford an 

opportunity not only for survival for student affairs and services, but for growth as well. 
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