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This report describes various aspects of an educationai psychology UitemdÜp undertaken at 

the CoIlege of the North Atlantic fiom September to December of 1997 in St, John's, NF, 

Canada Aspects indude a statement of goals and objectives foilowed by a description of 

activities and personal reflections indicating how weii these goals and objectives were met 

during the intemship. The research component focussed on the degree of satisfaction that 

second year students experienced with Counsehg Services. The findings suggest that 

overail students are satisfied with the present state of operations at the CoiIege. However, 

issues of increased awareness need to be addresseci on a camp&-wide basis. It was found 

in this sample that the demographic effects of gender, program type, and GPA did not show 

any statistically signincant merences between users and non-users of Counsehg Services. 

However, a signincant difference was found between age categories and usage of 

Counselling Services, in that older midents reported using aspects of Counsehg Services 

more than younger students. Recollzmendations and suggestions for fiinire research are 

provided- The Student Satisfaction Survey and 46 references are included. 
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CHAPTERI 

INTRODUCTION 

Rationale for Internship 

The Masters ofEducation (Educationai Psychology) program at Memorial University 

of Newfomdland requires graduate students to complete either a thesis, intemship, project, 

or paper folio as partial flllnlment of the degree. This candidate chose to pursue the 

internship route in order to gain an altemate perspective and counselhg experïence in a non- 

clinical post-secondary setting. Prior to the inteaiship, the intem cornpleted two clinidy- 

onented practicums at the Waterford Hospital within the St. JO ha's Health Care Corporation- 

'While at the Waterford Hospital, the intern worked primarily with ad& displayhg various 

types and degrees ofpsycho-pathology. These practicums provided professionaliy rewarding 

experiences in a mental health setting. 

An Educational Psychology intem shouid seek out many diverse experîences in order 

to continue developing their counsellïng style, cornpetence, and aàaptability. The intem's 

chosen setting included both the Prince Phillip Drive and Engineering Technology Centre 

campuses of the College of the North Atlantic (formerly known a s  Cabot College of Applied 

Arts, Technology and Continuhg Education). At the Coliege, the intem had an opportunity 

to work with a population with somewhat different concems, issues, and needs. 
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The Internship Setting 

The public coliege system in Newfoundland & Labrador has recently been 

reorganized and the 18 commdty colleges throughout Newfoundland & Labrador United 

. . under a new administrative structure and name. The name of the coiiege is now the College 

of the North Atlantic and its headquarters are located in Stephenville. Individuai campuses 

were categorized unda a system of districts. District 7 is composed of Prince Philip M e  

@PD), Engineering & Technology Centre - Ridge Road (ETC), Seal Cove (SC), and Topsail 

Road (TRC). The College also offered aprogram in Textile Studies at the Anna Templeton 

Centre (ATC) campus. During the internship, the intem was associated, for the most part, 

with both the PPD and ETC campuses. 

The Coliege of the North Atlantic is probably best known throughout Newfoudland 

and Labrador as an educational institution offering a wide variety of programs. The array 

of courses is intended to reflect the needs of the student and the colfll~~unity at large. 

Typicdy, there are approximately 3 000 Ml-time students fiom various age groups attending 

the CoLiege of the North Atlantic in Adult Basic Education (ABE), Indusirial Trades, 

Engineering Technology, Medical Sciences, Business, Community and Applied Arts, and 

Continuing Education programs. Enrollment in the f d  of 1997 was approximately 1200 

students at the PPD campus and 1100 -dents at the ETC campus. An additional 500 

students were enrded at both TopsaiI Road and Seal Cove campuses combined. 

The intemship began in September, 1997 and continued for 12 weeks. Prim to the 

internship, field supervisors noted this period wouid be a very busy t h e  for Couwiiing 

Semices and suggested that this intemship wouid provide the intem with a valuable field 
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experience- 

Daily scheduiing for the internship was determïned primarily by office space 

availabiiity and was organized in the following marner: Monday's and Wednesday's were 

devoted to the PPD campus, Tuesdays and Thursdays to the ETC campus. Friday's were set 

aside as dedicated research days. During the intemship, the intem participated in activities 

aimed to broaden his knowiedge base and provide opportanities to enhance counselling 

skills. Among other things, these activities included direct interactions with students and 

supervisors, extra readings of relevant fiterature, and preparhg for and conducting Student 

Success Seminafi for students interested in topics such as budgeting, test aaxiety, stress 

management, time management, and study skills. 

Fnculty and Field Supervirion 

The intern was aff?liated with the Division of Student Services at the College of the 

Noah Atlantic. Ongoing on-site supervision was provided by John Harnett, counseiior and 

registered psychologist, and Brenda Newhook, counseilor. Additio~litl supervision and 

consdtation with regards to the Woodcock Johnson - Revised Cognitive and Achievement 

batteries was provided by David Touchings, former Learning Disabiiities Specialist at the 

coilege. 

Do. Norman Garlie and Dennis Sharpe acted as faculty CO-supervisors to the intem. 

Two s u p e ~ s o r s  were chosen by the intem to supe~se mering aspects of the intemship. 

Both faculty supervisors were involved with their respective areas of expertise. Dr. Garlie 

provided ongoing supe~s ion  of counsehg and Dr. Sharpe supe~sed the research 

component process- 
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Research Component 

The intem was also required to complete a research project relevant to the internship 

setting. The intem chose to investigate the degree of satisfaction that second year students 

at the CoUege of the North Atlantic have experienced with Counselling Services. This was 

directly related to the objectives outihed below, and diowed the intem to develop an 

increased understanding of what effective counselling services shouid be, and the extent to 

which the needs of students are being met. The area of student satisfaction is du, essentid 

to the college, and periodic formative evaluation is essentiai to maintainhg a high level of 

student services. The Coilege of the North Atlantic reports to have based its institutionai 

mandate on certain assumptions regarding education. This includes the assumption '%at 

leaming is a Iife long process which is vital and necessary both as a personal and a social 

expenence. This, by definition, requires that continuing education prognims should be 

comprehensive in order to meet the needs of all individuai persons and groups within the 

society". Secondly, the coliege asnimes %at continuing education also has an obligation 

to assist in community development by offering programs of community education and 

seMce directed towards the goals of the community at large as these goals have been 

identined and assessed by the commmity" (College of the North Atlantic, 1997, p.3). 

Within the context of these broad assumptions, the Coiiege developed the following goals: 

1) Promoting formal and infonnal adult learning in the regiooal 
community; 

2) Providing individual and group counseiling in the estabiishment and 
achieving of educational goaIs; 



3) Receiving input £tom advisory and other cornmittees to implement an 
ongoing process of educatiod needs definition; and 

4) Offering £ûIl-time and part-tune programs in academic, applied arts, 
vocational. technical, personal development aad comunïty service 
education in response to the educational needs of the communïty. 
(Coiiege of the North Atlantic, 1997, p. 3). 

The research component describes an evaluation based on the second goal listed above. 

Another hc t ion  of this research was to provide feedback to the counseUors and Student 

SeMces division in accordance with the third goal. This involved submitting the redts of 

the research, as weii as recommendations to the CoUege of the North Adantic upon 

completion of the report. 

Internship Goais and Objectives 

Accordhg to the Faculty of Education Graduate Student Handbook (Mernorial 

University ofNe&oundland, 1996) the purpose ofthe intemship is to provide opportunities 

for: 

1 * 

2. 

3- 

4. 

5. 

The development of personai and professional competencies for each 
intem based on hidher needs, previous experiences, and career plans; 

Practical experïences that wili bring into focus the theoretical 
component of the program; 

Practical experiences that wili enabie the intem and the Facuity to 
evaluate the intem's professiooal and personal competencies; 

The developrnent of research and problem-solving skills appropnate 
to the needs of the intem and the setkg, considering the nature of the 
placement and the interds career goals; and, 

Feedback to the Facuity which d serve to S o m  M e r  program 
development (Memonai University of Newfoundland, 1996, 
Appendix H, p. 1). 



Bearing this in min& pnor to the intanship at the CoUege of the North Atlantic, the htem 

developed an intemship proposal which stipulateci specific goals that were to be pursued. 

These goals were grouped under four main categorïes: 

1. To become f d a r  with the programs and senrices provided by the coilege; 

2. To take an active rote in counselling students in a post-secondary institution 
environment; 

3. To explore and practice counsehg W s ,  making rehements wherenecessary. This 
included becorning increasingly effective in addressing both personal and carrer 
counselling issues; and 

4. To aîtend regular meetings with on-site supervisors on a weekly basis and with 
faculty supervisors at least three times during the internship to discuss progress and 
specinc cases. 

Psycho-Educational and Vocational Assasment 

S. To admiaister and interpret a number of available assessrnent tools relevant to the 
setting which may include the use of intelligence tests, CareedInterest inventories, 
achievement batteries, and other diagnostic instruments. 

Consultation 

6. To develop coilaborative relationsbips and c o d t  where appropriate with instructors, 
CO-ordinators, District Adtniaistrators, and Associate District Administrators 
concerniag both student and faculty needs. 

Development of Knowledge 

7. To seek out, read, and apply additionai literaWiaormation when necessary to 
muhially benefit the coilege students and the htem; 



8. To participate in any in-services, workshops, or professional development meetings 
that occur during the intemship period; and 

9. To examine, through researçh, the area of student satisfaction with specinc aspects 
of Counselling Services, a Division of Student Services. 

In the foliowing chapter, and throughout the remainder of the report, the manner in which 

these goals were met are describecl. 



CaAPTERII: 

COUNSELWNG 

This chapter provides a description of the internship activities experienced by the 

intem during a 12 week internship held at the Coiiege of the North Atlantic which began 

September, 1997- 

The CounseUing Process 

At the CoUege of the North Atlantic, the focus ofCounselhg Services was on short- 

term counselling for students with personal, cmer, and/or academic probiemsms This covered 

a wide variety of dficulties which students ofien encountered during their course of study. 

These ciifliculties ranged fiom requiring specific pro- information, to coping with 

anxiety, to obtaining additional academic help through the peer tutoring program, to 

discussing personal issues which were impeding academic pursuits. 

Counselling sessions d l y  lasted about 60 minutes, depending upon the 

circumstances which each client presented. Some cases occasionaiiy required sessions 

lasting up to two hours as weil as multiple sessions during some weeks. 

Mi counselling sessions were kept confidentid within the b i t s  indicated by the 

Canadian Psychologid Association Ethics guideliws (Canadian Psychologid Association, 

1 992). At the omet of counselliog, it was made clear to each student that confidentiality may 

be breached in situations where child abuse, angor potential harm to-the student or others 

was suspected. It was also made clear to the client that a condition of the intem's 

counselling placement included weekly review of cases with supe~sors and that 

confidentiality would be maintained at al1 thes. 
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Counseilhg Experiences: Refiections on Case Studies & Salient Learnings 

During the intemship, the intern was able to work with many students, each 

demonstrating Werent needs. These divergent student needs iransIated into diverse 

experiences for the intem: Five case studies were created and reviewed intemdy wÏth the 

intern's s u p e ~ s o a  as part of the intecnship supe~s ion  process. The studies incorporated 

many student issues related but not Innited to, career counsehg, academic counseiling, 

psycho educational assesSmen& budgeting, ~ e ~ e s t e e m  difEkties, assertiveness training, 

addictions counseiiing, and relatiomhip problems. Some of these issues presented 

interesthg challenges to the intem who then sought additional information and 0th- 

resources to fiirther assist students. 

Upon reflection, the foiiowing observations were made: 

- The client doesn't always readily disclose the tme nature of theu help seeking 

behavior until a certain level of rapport is established. Without this rapport and sense 

of security, the course of counselling can be abrupt and ineffective. 

- Some clients may want the counsellor to Lcsolve" aU their problems without assimiing 

any responsibility for change themselves. Many clients approach the counselling 

process with the idea that simply seeking help would cccure" their problems or that 

the counselIor would have the right answers" to their particular dilenima They 

sometimes do not want to work on their issues, but would rather the counsellor 

der signincant others to take responsibility for their issues. 
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- One has to accept that sometimes the c k n t  wiii decide not to deal with the issues and 

that this is their decision- This was ciifficuit for the intem to accept at fbt because 

it was felt that perhaps there was more that could be done to help remove some of 

the client's hurtM feeiings. However, upon M e r  rdection, no one can 

force a client to take action if the client is not ready to take action themselves, 

includuig the counselior. 

Knowledge of cornmunity-based twelve step support programs such as Alcoholics 

Anonymous, Narcotics A ~ O ~ Y ~ O U S ,  and Gamblers Anonymous, etc., are quite 

valuable to the coumeilor in order to get a sense of the possible effects that 

addictions can have on a client's Mie. In general, members relate their personai 

negative experiences with addictions as well as their positive experiences with 

rehabilitation through the program. It can ofien be a t d y  moving emotional 

experience to observe the genuine acceptance and support espoused by the group as 

a whoie. The intem gained some general insight into the nature of addictions 

counselhg and the types of behavior typicdy presented by persons addicted to 

alcohol and other substances- 

- A bibliotherapeutic approach can be effective and was often incorporated into 

counselling sessions. For example, Nathaniel Branden's (1 992) The Power of Self- 

esteem is a fine resource for self-esteem work, particuiariy when discussing the 

. concepts of seIf-efficacy and self- respect. The Relaxation & Stress Reduction 
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Workbook (Davis, Eshelman, & McKay, 1996) can be helpfid when developing an 

asseaiveness training program- Perhaps one of the moa usefûi structured exarises 

for developing assertive behavior during the internshp was the LADDER concept. 

This concept presents a sequence of steps to follow when acting assertively. 

SpecincaIly, the LADDER process involves: 

1) Lookurg at the clients rights, wants* needs, and feehgs about a situation 

2) Arranging a time and place to discuss issues of contention which is 
convenient for both the client and relevant parties. 

3) Defining the problem situation as specificaily as possible 

4) Descnïing the client's feelings so that the other party has a better 
understanding of how important an issue is to the client. This section 
included the use of Y messagesy7 to express feelings clearly and assertively. 

5 )  Expressing the client's request in one or two easy to understand sentences 
being firm and specific. 

6)  Reinforcing the other party to give you what you want by describing positive 
consequences of the action. (Davis' Esheiman, & McKay, 1996; p. 198). 

- An excellent resource for communication training is The 30 Minute Guide to Better 

Relationshias (Barnett, 1995). It provides 20 concrete tips on how to enhance 

communication patterns in relationships. It highlights the importance of using ''1 

statements", practicing active listening, and other techniques for improving 

interpersonal commu.nication. 

- One of the roles in which a counseiior may find the~ll~elves is that of 

- consultant/mediator between two or more parties. The parties may include 
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govemment agencies such as the Department of Education, Social Services, school 

boards, parents, teachers, and students. It has been suggested in the fiterature that a 

number of factors are involved when providing effective consuitation. These hclude 

counsellor quaIities such as Yiiendliness, warmth, Iistening skilis, empathy, opemess 

and the qualities of king supportive, flexible, efficient, non-threatening, non- 

evaluative, understanding, and offering concrete suggestio11~" (Cole & Siegal, t 990, 

pp. 55-56). The inteni had an opportunity to fulfill this role during the intemhip 

period. 

DEVELOPMENT OF KNOWLEDGE 

Coderences & Professionai Development Workshops 

The intem was very fortunate to have had the opportunity to attend the Provincial 

Student Services Conference held at Kildevil Conference Centre in Lomond, NF, and dso 

take part in the Career Employability Services Professional Developrnent workshop held in 

Gander, NF. 

Provincial Student Services Conference 

The Provincial Student Services Conference was hosted by campuses in the western 

districts and ran nom October 15-17, 1997. The conference theme was Txploring the 

Connections, Discoverhg the Value". This theme was woven throughout events and 

speeches, and particularly reiterated during Dr. Ron Sparkes' key note speech during the 

introductory session. Dr. Sparkes outiined ten specific guiding principles which 

demonstrated a strong commitment by the Board of Executives to the students and the 

college as a whole. The 10 principles suggested the need for a strong commitment to: 



a student-centred coiiege; 

quality and devance in programs and services offered to the students; 

supporthg and encouraging ongoing professional development for ail personnel; 

flexibility and responsiveness to the needs of staff and students; 

participatory decision-mStking through team involvement; 

change and innovation in tenns of the process and the product o f f i d  by Student 

Services; 

sharing accountability for an effective and efficient system; 

meaningfbl partnerships on multiple levels. These indude local, provincial, national, 

and international ties; 

the socioeconomic development of the community in terms of providing rurai 

development initiatives; and 

the institution as a whole. 

Through the incorporation of these 10 guiding principles, Dr. Sparkes felt that the 

College of the North Atlantic would be in a better position to provide for the needs of the 

student and the community-at-large. 

Dr. Sparkes then described the role of Student Services staff as king that of the 

"skiiled helpef' - with the essentiai elements for counseliors king able to establish a 

relationship, to understand others nom their point of view and communicate this to thern, 

and to help people develop new perspectives about themselves, their problems, and their 

opportunities. 

- This presentation and the conference o v d  strengthened the Intern's leamings in 



the "skiiled helper" role and provided an opportunity for networking and team-bdding 

within the coliege. 

Collaborative Action Planning: 

A CoUege-Based Camr/Employability Consultation Mode1 

This professionai development workshop was held in Gander November 17-2 1,1997, 

and was co-presented by ML Brian Tobin, District #4 - CoIiege of the Noah Atlanticy and 

Dr. Phil Patsula of the University of Ottawa. Mr. Tobin recently conducted research in the 

area of career employability and made recomrnendations to the provincial College based on 

this research at this workshop. 

Coliege-based Collaborative Action Planning (CAP) describes the process used in 

providing initial and ongoing career and employability c o d t i n g  services to the student 

nom the time pnor to enrolment in a particular program to post graduation fiom a program. 

The needs of the student can Vary at these points along the student's academic career. CAP 

tasks are arranged in the following phases: i d e n m g  and c1-g career and 

employability issues; and establishing an action plan. Using this "Skiiied Helper" approach 

similar to Egan's (1 994)' CAP was designed to involve students and consulbnts to focus on: 

1. Peaonal and environmentai issues that are helping andor hindering 
students fkom choosing, getting, and progressing in Coilege programs 
andlor employment opportunities. 

2. The formulation of a redistic action plan, taking into account the 
resources available to the student, both perso~d and enviromnental, 
through which the student is able to assume greater responsibility for 
action which leads to increased s e ~ ~ c i e n c y  with respect to bis or 
her academic pursuits, employabiiity and consequent employment 
(Patsuia & Tobin, 1997; p.ii). 
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One of the primary outcornes of the workshop was the goal to develop & impiement 

individual Career EmployabiIity Centres (CEC) at campuses throughout the province. This 

task was started towards the end of the intemshlp placement, and the intem had the 

opportunity to act as a contributhg team rnember for District 7, attending weekiy andor bi- 

weekly CEC Development Cornmittee meetings. The focus ofthe team meetings was on 

some of the logistics involved in the creation and maintenance of the centre. 

Student Success Seminars '97 

Student Success Seminars were offered this year that focussed on several areas that 

have, in the past, presented students with diff?cdties in achieving their academic potential. 

These areas included issues with budgethg, study skills, exam preparation, stress 

management, time management, and test anxiety. Sem- were offered at both the Ridge 

Road and Prince Phfip  drive campuses, and lasted approximately 50 - 60 minutes. These 

seminars were scheduled at times when it was anticipated thai most students could attend. 

They were delivered throughout the term by staff couaselIors as well as the intern. A 

schedule of seminar times was posted weli in advance and advertised in both locations. 

However, attendance at the seminar series was poor overall despite carefùi planning and 

preparation. It was Iater discovered that the scheduling of these seminars was in fact 

problematic for many students. Those who were interested in attenàing may not have been 

able to do so because of a work term placement or a codict  with theu class schedule. 

Scheduling was made dificuit because programs varied with respect to their slotted in-class 

periods, even though the selection of semiaar times fluctuated in order to accommodate the 
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most students. These seminars usualiy occurred near or during lunch break, and therefore 

may have conflicted with student council meetings, intramural sports, or extra lab time. The 

fact that lunch break was one of the few chances to relax d d g  the &y possibly made it 

difficult to attract large numbers of students. It is anticipated that these factors shouId be 

taken hto consideration in hture offerings in order to maximue the opportunities for student 

attendance (and bene&). On a positive note, feedback received h m  students who did 

attend was generally favourable. 

Review of Knternship Objectives 

Objectives for the intemship were met in the manner described below. 

Counselling 

1. To beeome famüiar Nith the progrims and services provided by the coilege. 

This objective was accompiished during the nrst few weeks of the intemship by means of 

comprehensive orientations provided by Ms. Newhook and Mr. Hamett, and by daily 

experiential learning through interaction with both students and faculty. O h  during that 

initial penod there were instances where the intem did not know the answers immediately 

when attempting to respond to student inquiries. The process would then involve jotting 

down telephone numbers and getting back to them, with the appropriate response, shortly 

after consultation with either Ms. Newhook or Mr. Harnett. Much knowledge was gained 

regarding the general structure of the various programs and the coilege as a whole. A 

knowledge of, and positive working relationship with, the District Administrators, Associate 

District Administrators, program co-ordinators, and instructors were absolutely necessary for 
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the implementation of the Student Satisfaction Swey utilïzed for the research component 

of the internship- 

2. To take an active role in counselling students in a post-secondary institution 
environment and; 

3. To explore and practice counseliing skillp, mrlring refinements where necessaay. 
This included beconing increashgiy e f f i e  h addressing both persona1 and 
career connselling issues. 

These two objectives were obviously fûndamental to the counselling intemship experknce. 

Objective three is ongoing, and in a sense, couId never t d y  be attained within a thtee month 

intemship. It is the intem's belief that a practising psychoIogist/counseUor assumes a 

cornmitment to lifelong leaming and is therefore constautly refining skills and developing 

a personal style of counselling. This beiief aside, the intern was successfd in working wîth 

various students during the internship and was able to make some improvements with 

regards to counselling approaches and M e r  learning. The intem became more 

consciously aware of allowing the client to set the Pace through the counselling process. 

Ofien, the intem fond  himself wanting to jump right into the problem solving component 

Ïnstead of waiting for the client to be at that point as well. Furthemore, perhaps the most 

difficult lesson to leam concerned king able to recognize the impact of the student's 

motivational level in addressing their presenting cornplaint. OAen mere lip service is not 

sunicient to initiate lasting change, as this requires strong cornmitment and action. The 

intem wanted to believe that students wished to change their maladaptive behaviors however, 

some students may not have sufncient motivation to cornpletely commit to change. 



Another usefiil approach that the intem applied with several cases was the 

bibliotherapeutic approach. Bibliotherapy is closely related to the psychoeducational 

approach and dows the shident to actively take more responsibility for their therapeutic 

goals. This way the student feeis that they are doing something, which tends to increase 

motivationai levels in some students. Again, 1 found that the more motivated a pemn 

became, the more successfil they would be in achieving set therapeutic goals. 

4. Attend regdar meetings with on-site supervisors on a weekly basis and with 
faculty supedsors at kast three times d u ~ g  the intemship to discuss pmgress 
and specific crises. 

Meetings were arranged and atiended in accordance with agreements with bath faculty and 

on-site supenisors. These meetings were very important in addressing any concems d&g 

with the Intem's caseload, and for providing feedback on the direction and development of 

the Student Satisfaction Survey. The intem feels grateful to each individual who was able 

to work with hïm as each consuitant was able to present slightiy différing views of a specinc 

case, thereby allowing the intem to consider viewpoints that may have k e n  different nom 

bis own. 

Psycho-educationai and Vocational Assessrnent 

5. To administer and interpret a number of avaiIabIe assessrnent tools relevant to 
the setting which may include the use of intelligence tests, Career/Interat 
inventories, achievement batteries, and other diagnostic instruments. 

This objective was met in part during the internship through supervision, 

administration, scoring, interpretation, and resultant recornmendations ofthe Canadian Adult 
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Achievement Test ( C m -  The CAAT is an assessrnent twi  which is used to assess IeveIs 

of adult achievement in students who are applying to the college as a Mature Student. 

According to the Mature Student policy, mature students are those applicants who do not 

meet the educational pre-requisites for the program they wish to enter, are at least 19 years 

of age, and have been out of high school for at least one year. It was recornmended that aIl 

mature student appiicants write the CAAT. Feedback on the student's performance was 

intended to provide the student with an indication ofthe likelihood of successfûl completion 

of h i s k r  chosen program. It aiso provided cou~lseliors with an objective bask on which to 

recommend program choices to the mature student. 

There were a number of students that were interested in exploring their career 

interests and abilities. For these students, the Self Directed Search (SDS) was used as weli 

as CHOICES 98. The SDS attempts to classify the student's area(s) of interest and match 

them with a nurnber of relevant occupations. Amther interest inventory fkquently used was 

IDEAS which like the SDS, is a paper and pencil interest inventory incorporating Holland's 

occupational groupings. CHOICES 98 is a computerized program that contaias an interest 

inventory as weli as up-to-date educationai requirements for occupations. Each occupation 

is cross-referenced with alist of coileges/unive~~ities/'1I1Sfitutions that offer programs to anain 

such educationai requkements and skills. During the terni, the intem attended a CHOICES 

98 in-senice. The format of this program is very simple to use and the intem noted that most 

students were able to Ieam how to navigate within the program fairly quickly. Another 

interestkg aspect of the pro- was that the student could compare two occupations and 

print a cornparison report listing pertinent information such as job title, salary. and 
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educationd requirements- 

The intern met with David Touchings, Leaming Disabilities Specialist for an 

overview of the psychometric qualities of the Woodcock Johnson - Revised, since this 

particular assessrnent tool had not been specificaily addressed in formal studies- It was noted 

that there were many similanties between the Woodcock Johnson Cognitive Abilities section 

and the WAIS-R; as well as sirnilarities between the Woodcock Johnson Achievement 

section and the Wechsler Individual Achievement Test and the Kautinan Test of 

Educational Achievement -A)- 

Consultation 

6. To develop collaborative relationships and consuit where appropriate with 
instnictors, colordinators, District Administrators, and Associate District 
Administrators concerning both student and faculty needs. 

This objective was met in a number of ways. During the development of the Student 

Satisfaction Smey, a number of facdty members were asked for their input as to what 

shouid be included in a survey. Also, through College conferences and professional 

development workshops, a true sense of tearnwork was developed. It was M e r  

exemplined by group work in the creation of policies regarding standarcibxd assessments for 

use in the Coliege, as weii as during the planning of the Career Employability Centre 

initiatives as a direct extension of the Employability Skills Professional Development 

sessions held in Gander. 



Development of Knonledge 

7. To seek out, read, and appîy additionai literatudinformation when nmssary 
to mutuaily benefit both the coiiege stridents and the intern. 

This objective, Wre Objective 3, is one that is coll~tantly king revisited and added to. For 

example, during preparation of the Student Success Se- on Test Anxiety the intem 

connilted many sources of information. Another valuable self-esteem resource is McKay & 

Fanning's (1987) Self Esteem text. Literature aimed at helping the counsetlor better 

understand the nature of addictions include the Addt Children of Alcoholics (ACOA) 

iiterature and The Addictions Workbook (.anning & O'Neill, 1996). WÏth respect to caner 

counselluig, the intern kquentiy turned to the Occupational Monographs, National 

Occupation Centre O C )  listings, and Job Futures senes to help students fhd the 

information they required. 

8. To participate in any in-services, workshops, or professional development 
meetings that may occur during the internship period. 

This objective was met through participation in the various in-seMces (CHOICES 98), 

conferences (Provincial S tudent Services Conference held in Lomond, NF), and professional 

development workshops (Employability Skiils Professional Development workshop held in 

Gander). 

9. To examine, through mearch, the area of student satisfaction with specinc 
attributes of Coanseliing Services, a Division of Student Semces. 

This final objective was met though the development, administration, and intapietation of 

the Student Satisfaction Survey. The intern wanted to develop an instrument that would help 

assess students' satisfaction with aspects of Counselling Services h m  the perspective ofthe 
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-dent while incorporating salient learnings nom the Masters of Education (Educational 

Psychology) program and other essential standards applicable to coimseiiors working in a 

post-secondary institution. 



CHAPTER III 

RESEARCH COMPONENT 

Statement of Purpose 

An additional requirement of the internship in Educational Psychology involved 

conductuig a research study related to the intem's activities at the chosen setting. The intem 

was directiy involved in delivering counsebg seNices to students at the CoUege of the 

North Atlantic. Therefore, the intern decided in collaboration with the college, to develop 

the Student Satisfaction S w e y  to evaluate the degree of satisfaction that second year 

students at the College of the North Atlantic have with Coumehg Services. 

Significance of the Study 

A study of this nature is significant to both the intem and the Coilege of the North 

Atlantic. In conducting this research, the intern was able to coilect students' perceptions of 

Counselling SeMces and the counseiling process. The development of the survey instrument 

itself was a valuable leaming experience in that it provided an opportunity to examine 

counsellor qualities and the counsebg process h m  the student's perspective. 

The art of counseiiing can be found in the interaction between counsellor and the 

student. The resulrs of the survey aimed to provide the coilege with a view to the student's 

perspective of this interaction, as weli as perceptions of other aspects of Coumekg 

Services. Feedback of this type is very important for the continuous evaluation of seNices 

provided by the college. This survey was designed to help M e r  develop an accurate 

picture of how the needs and characteristics of students are related to the services provided 
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by Counselling Services. 

W h  m e r  revision, the survey could be used to evaluate counseiling centres at 

other post-secondary institutions. This could become the focus of future foliow-up studies 

invùlving the use of this survey instrument 

Literatrire Review 

Assessing Counselling S e ~ c e s  

Researchers have pointed out that assessing couflseUing services in any organization 

is a difEcult process (McLeod, 1992; Robertson & MacDonald, 1995). Indeed, McLeod 

wrote that cccounselling is an activity in which, almost uniquely, the quality of work and the 

outcome of effort is largely hidden from extemal scrutiny and affirlnationyy (McLeod, 1992; 

p.359). 

Evaluation of counselling may be M e r  complicated by the fact that many 

counseiiors thernselves have dif5erent points of view as to what counseUing is and how they 

do it. For example, some counseilors may hold one particular theoretical orientation such 

as 'pure' behaviorism, while others may choose to be theoretically eclectic in their 

professional roles as counseiiors and psychologists. It is important when meying  students 

about counseliing services not to dweil on the distinctions between the underlying theoretical 

schools, but rather to investigate some of the basic essential qualities and universai 

techniques that effective couuseilors should possess and employ, regardless of theoreticai 

orientation. To help deheate these qualities, as weU as the coimselling process, a number 

of sources including Egan's (1994) The SkilIed Helwr, Amundson's (1995) career 



counselluig model, and Robertson Br MacDonald's assessrnent appmach which uses the 

Staternent of Ethics and Standards of Practice for Counsellinn Services wïthin the Collene 

of Amlied Arts and Technolonv (Ontario College Couosellors, 1984) were reviewed. 

Egan (1994) proposed '?he Skilled Helper" mode1 which consists of three main 

stages: (1) reviewing the problem situation and unused oppominities; (2) developing the 

preferred scenario; and (3) detemiining how to get the= Stage One involves llstening and 

attending skilis which enable the client to describe their situation, identif/ùig and chdenging 

inconsistencies, and prioritizing presented difficuities. It m e t  emphasizes the importance 

of the client workhg on their presentïng difficulties both durhg and between sessions. Egan 

noted that the couoselior should %elp the client tell their story as clearly as possibley' (p.25); 

"help the client discover and deal with the kinds of blhd spots that keep them h m  seeing 

problems and opportunities cleariy and moving ahead" (p. 26); and "help the client idente 

and work on problems, issues, concems, or opportunities that will make a difference in their 

iives" (p. 26). Stage Two deals with planning for preferred outcornes. Egan suggested that 

the counseilor's main role at this point is to "help clients develop a range of possibilities for 

the future" (p. 30). Next, the counselior would help the client to bkhoose realistic 

possibilities and tum them into viable goalsyy (p. 32). Once these goals were decided upon, 

the counsellor would help the client decide whether or not they were wiiiing to commit to 

change. If the client was not t d y  committed to change, then very little change, ifany at d l ,  

might occur. In Stage Three, the counsellor and client work together and brainstom the best 

ways to arrive at the desired outcome. The counsellor would help to develop a List of 

strategies and resources that would enable the client to mach their goal(s). The nnal step 
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wodd be to help the client develop these strategies into a concrete, stepby-step plan and 

then foliow it. 

A skilled helper should possess both basic and advanced communication skills. The 

counsellor should be able to establish working relationships with clients and help clients 

challenge themselves. Also needed are counselling skilis in problem clarification, goal 

settingt development of an action plan. and ongoing evaiuation of the heIping process. 

Furthemore, the comptent counsellor shows respect for the clienf is genuine, and enables 

the client to enhance their ~e~responsibility (Egan, 1994). 

Using a similar approach, Amundson (1 993; 1995) developed a four phase mode1 for 

use in employrnent counselling which took into consideration psychological, social, and 

economic factors. In Phase One, the working alliance is developed and established. 

Amundson (1 993) noted that cbcounseilors need to create a mattering climate where the client 

feels acknowledged, respected, and valued" (p. 146). Amundson describes '?nattering" as 

involving not only positive interpersonal interactions but also providing a physical 

environment which helps to estabfish rapport and protect the client's privacy. During this 

phase, Amundson suggested that the client's expectations and needs should be addressed 

before progressing to the next phase. Any misconceptions about the nature of employrnent 

counselling shouid be addressed initially, and an assessment of readiness completed. The 

focus of Phase Two is aimed at career exploration and assessment on both the personal and 

extemal levels. On the personal level, elements such as the student's interests, values, skills, 

strengths & limitations, and style were exploreci to help the student discover more about 

themselves through qualitative and quantibtîve assessments. Extemal factors such as past 
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worwleisure experïences, educational background, and labour market options are also 

assessed. Amundson suggested that the search for employment relies h e a . y  on an 

interaction between these two Ievels. In Phase Three, the &îa is collected and evaluated to 

see how viable certain options are. Often, because of the variabiiity between people's 

individual interests and job opportunities, compromises are necessary. In order to make 

such compromises, counsehg may then involve challenging commonly held myths about 

careers such as "once you make a career choice you are committed for Hey' or 'Wyou choose 

correctly you will be guaranteeda successful futurp". The nnal phase of cornmitment, action 

planning, and foliow through simply involves the sening of attainable goals, developing 

action plans, and acting on them. 

Like Egan, Amundson (1993) stated that effective coumeilors help guide clients 

through the phases through the use of good communication skills and stnictured exercises. 

He identifïed the foliowing communication skills as being helpfüi in this pmcess: 

paraphrasing, clarifj4ng, empathy, information giving, open ended questionhg and 

summarizing, renamuig, constructive critical refiection, immediacy, self disclosure, 

advanced and accurate empathy, supporthg, limiting, and conftontation. Some exampies of 

these structured exercises wouId include sole playing situations such as the job interview, as 

well as presentation and debate of possible solutions. 

Robertson & MacDonald's (1995) approach to assessrnent utiiïzes team evaluation 

efforts dong with individuai ~e~evaluat ive activities. Thei. program Assessrnent 

Guidelines: Reviewine and Renewine Counselline Services is a four phase mode1 which 

emphasizes proactive planning. It was deveioped in part with the Ontario College 
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Counsellos (OCC) and the Association of Coiieges of Applied Arts and Technology of 

Ontario under a grant fiom the Counselling Foundation of Canada. Throughout the four 

phases, the individual counsellor and the couaselling uait have many opporhmities to explore 

and assess areas of strengths and weaknesses. Areas for evahation were based primarily on 

14 core competencies as set forth in the Statement of Ethics and Standards of Practice for 

Counsellinn S e ~ c e s  within the C o u e ~ e  of A D D ~ ~  Arts and Technoloq (Ontario Couege 

CounselIors, 1984)- Robertson & MacDonald noted that the OCC have defhed 

competencies "...net as aspects of a given job, but as special characteristics and skills of the 

people who do the job best" (p. 41). The authors caution that the List of competencies was 

not "exhaustive" nor "su&cient ... but rathet identifïed those salient competencies upon 

which al1 counseliors are prone to agree" (p.41). In fact, the List is very similar to those 

competencies outhed above by Egan (1994). Clearly these models have simiIanties bth 

in terms of the process and the types of competencies necessary to bring about positive 

counselling outcomes. A closer look at these competencies is presented in the following 
-y 

section and should be applicable to colleges in general. 

Statement of Ethics and Standards of Practice for Counseiling Services nithin the 
College of Applied Arts and Technology 

The Statement reports the following COR competencies: 

1. Effective communication skiils in interpersonal relationships. 

2.- The ability to perceive accurately and articulate clearly the client's 
needs. 



An understanding of, and an ability to use effectively, a variety of 
recognized counseiling approaches. 

The ability to assist clients to mobilize their own resources to 
effect the meeting of client needs. 

The ability to engage clients in those processes which wiU most 
appropriately assist in meeting client needs. Such processes may 
include: individual counselling, group experiences, structured 
ciasses. 

An awareness of their own strengths and limitations and the 
a~anging of appropnate referrals based on this awareness. 

A howledge of appropriate resources within and outside of the 
college community and the use of appropriate rnethods and 
procedures when making referrais- 

The ability to facilitate the development of those values, attitudes, 
and skills most conducive to ~e~di rec ted  pmblem-solving. 

The ability to connilt effectively with other persons within the 
counselling unit and other individuais, groups and organizations 
within and outside the coilege. 

The ability to assess and to acquire those resources as may be 
necessary to implement delivery modes appropriate to counselling 
and counseiiing-related activity. 

The ability to assist in the identification of the changing needs of 
the client population, toward the planning and implementation of 
those delivery modes most suited to such needs. 

The ability to assess crïtically and to acquire those values, attitudes 
and s N s  necessary for effective delivery of couaselling and 
counseliing-related programs- 

The ability to recognize those activities and programs which fall 
within their own capabilities and the ability to recognize those 
which fa11 outside of such capabilities and to take action consistent 
with such conclusions. 



14. The ability to apply those principles and practices associated with 
leacning and effective teaching. @. 43) 

These 14 statements describe fimdamental skills which counseUors working in a post- 

secondary setting should hold. They range h m  developing specifïc interpersonal counselling 

skills, to identifying ne& of changing student populations, to the ability to critically reflect 

on one's counselhg abiiïties to ensine that the counseiling needs ofthe -dents are always 

being met. 

Eariier Counselling Services Reaearch 

Redovich (1982) surveyed the student population at the Milwaukee Area Technical 

ColIege (MATC) with regards to their opinions on many aspects of the coilege services and 

program, including counselling services. Redovich's survey was developed through 

recommendations of staff members fiom aii divisions of the coiiege. It consisted of 14 

background information items and 3 1 evaiuation items directed at the functions, services, and 

faciiities of the district. Of the 30 evaluation items in this study, ody one was dùectly 

related to counselling. It read as foilows: "The services provided by the Cou~lseIlors 

(assistance in choosing a major, career planning, resolving personal problems, etc) at MATC 

are ..." (Redovich, 1982; Appendix A, p. 2 1). Unfortunately, the four point scale used 

(excellent to terrible) was too vague to provide other than a cursory perspective of 

counselling services. Redovich concluded that each individual department should further 

analyse relevant responses and ccincorporate the resuits of this analysis into the continuous 

planning efforts of their division" (p.17). He noted that cYhmugh this analysis, together 
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with planning and resultant improvement-oriented activities, it is anticipated that the areas 

of strength wili be maintained and that the limitations indicated by the surveys respomes will 

be addressed" @-17)- 

Dennis-Rounds (1 980) surveyed a number of undergraduate students and students 

who had successfuly compieted their program of study. He was interesteci in issues dealhg 

with Quality of instruction, qualïty of financiai aid guidance, t u t o ~ g  services, academic 

guidance, and placement office guidance. It was found that over halfof the undergraduates 

were unaware of, or had never used, any of the guidance services (except for a d e m i c  

guidance). Between 40 % and 50% of graduates did not know guidance services weii 

enough to comment about the quality of such services. 

Waddeii & Hunt (1982) conducted an eight part needs assessrnent of the Cochise 

County Cornmunity Coilege District, Arizona, to detemiùie the pst-secondary needs of the 

county . ~ h e  population su&eyed included high school students, business people, the general 

population, as weii as students and faculty of the College. The broad-based sample was 

necessary in this case to determine how the coliege could better serve, not just the students, 

but the community as weil. Survey questions varied between the groups, but most contained 

forced-choice questions plus a few open ended questions. School services, including 

counselling services, were ranked by students dong a four point scaie fiom important to 

unimportant. Interestingly, only 22.7% of the students (n = 128) considered personal 

counseiiing important. As weil, students were asked ta rate the quality of a number of 

college services including counselling senices. However, specXc aspects of the counselling 

services were not assesseci, only the overall qualitty. About 70% of the 128 Cochise College 
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students surveyed responded "don't lcnow" to the quality of counsehg savices, reflecting 

a high percentage of students who likely had not used the services or were not aware they 

existed. 

The Need for Further Evaluation 

'ikoughout education, acommon theme ofcontinual change can be found, especiaiiy 

with respect to student characteristics and their needs as well as the ability of the institution 

to provide suficient resources and services to best serve the students and their changing 

needs. One of the basic tenets underlying the Counseiiing SeMces division at the Coliege 

of the North Atlantic is that -dents can go there and receive confidentid help with concerns 

that are interfering with their personal weil king a d o r  academic performance. Concems 

may include social, personal, academic, financial or career issues, coping withdaily pressures 

of college life, or ways to irnprove study habits. The dynamic nature of couaselhg services 

suggests that periodic review and modifications are necessary for contulued effectiveness. 

The Canadian Labour Force Development board conducted a survey of career and 

employment counselling in schools, colieges, universities, commuxüty agencies, and the 

Canada Employment Centres (CEC) across Canada (Keilett, 1994). The authors found that 

little evaluation of counselling programs occurred there and even when evaluation was 

conducted, a standardized evaluation format was lacking. They concluded that studies must 

be developed to assess new methods for the evaiuation of counselling. 

SUnitarly. Hiebert & Conger, (1995) as weii as Conger, Hiebert, & Farrell, (1993) 

also found that there is a strong need for evaluation in ail aspects of career counselling. In 



their 1995 study, up to 40 % of counseliors reported doing no evaluation of their work with 

clients. When evaluation was done, it tended to be with the cfient in the session, presumably 

by asking the client if the session was useful. Virtually no assessment was made of the 

impact ofcounsehg on the client's presenting problem. The authors found that counselling 

programs were rarely evaluated for the piirposes of improvement, and when such evaluation 

was done, the clients were not usually consulted in the process. 

Career counsellors cont indy evaluate their work; they draw conclusions 
and develop action pIam based on numerous activities: homework 
completion; client engagement; acquisition of interview skills or relaxation 
skills; numbers of employers contacted, and so forth. Both couwllors and 
clients typically know when counselling is successful. Unfortunately, the 
evidence used to gauge success often is not considered evaluation, is not 
documented, and therefore cannot be used to back up claims that counseiling 
has been successfid (Hïebert & Conger, 1995; p.89). 

Process 

Despite a general lack of research in the assessment and evaluation of counseliing, 

some researchers are exarnining the Link between counselling processes and outcornes in 

order to help determine what constitutes an effective counselling session. For example, 

Cummings, Barak, and Hallberg (1995) conducted research on short term counselling by 

cornparhg session helpfulness to the outcome evaluation of the session. Their goal was to 

ident* the variables specific to the session that were related to positive client outcome. 

Cummings, Barak, and Hallberg (1 995) used a Helpfulness Rating Scale (Hiii, O'Grady, 

Balenger, Busse, Falk, Hill, Rios, Bi Tac, 1994). as welI as the Session Evaluation 

Questionmire (SEQ Form 4; Stiles Br Snow, 1984, cited in Cummings et al., 1995). These 

scaies were completed after a session by both the counseilor and the client The scales were 
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reported to meanire the participant's perceptions, feelings, bebefs, and attributes about the 

effectiveness of counseliing fiom both the client's and counseUor's point of view. Kt was 

found that clients rated sessions of greater "depth" as king more helpful. It was aiso found 

that clients who felt happy and good about themselves d e r  the sessions tended to rate the 

sessions as being helpN. Hill e t  al. (1994) suggested that perceived helpfulness can be a 

usefùi measure of session outcome because if clients fhd sessions helpful, they are more 

likely to be involved in the "therapeutic change process", and an outcome reflecting positive 

change would also be more likely, 

Kirschner, Hof6nan and Hili (1994) investigated the counseilor-client interaction by 

evaluating the impact of seven sessions of career counselling with a 43 year oid, career 

dissatisfied, speech therapist. Pnor to counselhg, career goals aod attitudes about expected 

outcomes of the career-exploration process were measured. During counselling, assessments 

of the counseilor's intentions and the client's reactions to therapy were conducted using a 

questionnaire. A pst-counselling assessrnent was conducted and follow-up assessments 

were carried out 18 months and 5 years later- They found that when the counsellor focussed 

more on "fieeiings, insight, challenges, and the reinforcement of change, the client 

experienced a comsponding increase in self-understanding, hopefulness, assumption of 

responsibility, and attainment of new perspectives " (Kirscher, Hof ian  and HU, 1994; 

p.2 18). The authors suggested that the counselling relationship itself was crucial to the 

client's successfùl experîence. 

Flynn (1994) noted that when evaluation on career and employment counseliing is 

carried out, it has focussed on metbods and outcomes rather than on counseilor-client 



35 

interactions. Further lmowledge regarding the interaction and process of coullseiiing is 

necessary in order to evaluate its effectiveness. Therefore, one ofthe goals of the Student 

Satisfaction S w e y  in the present study was to attempt to iden- and evaluate selected 

aspects of the counselling process as weU as those specific counseIIor skills hdamental to 

an interactive counsehg expenence- 

Awareness 

Some literature has reported that the majority of students are not aware of counselling 

services (Cook, Park, Wiams, Webb, Nicholson, Schneider & Eassman, 1984; Henggeler, 

Harbin & SalIis, 1 982; McGrath, 1995). McGrath (1 995) suggested that "it' s very likely that 

a person's lack of awareness of professional help sources is a result of thei. belief that 

personal problems can be dealt with using a number of alternative help sources" (p. 17). 

However, in an earlier study by Lewicki & Thompson, (1982, cited in McGrath, 

1995), 90% of their sample reported an awareness of the coiiege's student services of 

guidance, counseIling, and testing, but only 47% of this sample used those services- Othec 

studies have suggested greater use of counselior services. For example, Sworder (1992) 

conducted a generai sunrey to assess the effort that students put into using existing college 

facilities. His research also included the extent of student participation in coliege activities 

and the quality of the college environment. nie survey consisted solely of forced response 

'iesho" questions. Withrespect to wunselling senrices, 70% of 490 respondents indicated 

that they had c o d t e d  a counselior about courses to take, course pre-requisites and other 

requirements, as well as about education plans in general. Fifty-five percent said that they 
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had discussed vocationai interests, abilities and ambitions with a counselior, wbile 32% 

indicated they had tallced to a counseiIor about personai matters related to their college 

performance. These findings imply that awareness does not always guarantee usage. What 

are some reasons then for these fïndings? 

Student non-use is a s igscant  problem since it has been reported that coilege 

students are generally undenialising coiiege counseIling centres (McGrath, 1995). 

Unfortunately, many of these students may become so overwhelmed that they end up failing 

academically, dropping out, or worse. Obviously, counselling could be very helpful to these 

students but students have to be wiiiing to use these services. 

Why do some students not seek help for personal problems ? Carney, Peterson, and 

Moberg (1990) suggested that one possibility is that students continue to associate 

counselling services with guidance counsehg received earIier in high school. The authors 

suggested that as a resuit of this association, -dents are more kely to beiïeve that 

counseiiing is for academic and pragmatic issues, and not personai problems. Therefore, 

they may not tum to counselling services for help with personai problems, unless perhaps the 

personal problem has become severe, recurrent, or is of an urgent nature (Watson & Ault, 

1983, cited in McGrath, 1995). 

Another reason for not seeking professional help may be due to the stigmatization 

associated with mentai healtb services. For example, the perception that others may view 

the help seeker as inferior or helpless may still present an obstacle to students who need to 

seek help. This may be especidy tnie for men more so than women. In addition, Kushner 

& Sher (1991, cited in Deane & Chamberlain, 1994) suggest that 'Year of treatment" may 
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aiso be attributed to fears of embanassment and change. 

A third reason for non-use may include a preference for seKreIiance as oppsed to 

reliance on extemal sources of help (Cimbolic, Thompson, & Wald, 1981; Cook et. al., 

1984). McGrath (1995) examined sources of help which college students (n=113) would 

turn to when facing personal problems. In that study, he fouad that students ranked the 

sources of help as follows: 1) self; 2) close fnend; 3) close relative; 4) clergyman; 5) 

counsellor; 6) faculty member; and 7) staff member/advisor. The author queried nine 

specific problem areas: 1) romantic relationships; 2) farnily; 3) fiiends; 4) substance abuse; 

5) sexuality; 6) depression; 7) interpersonal relationships; 8) self understanding; and 9) 

emotiond stability. Results indicated that college students g e n e d y  preferred to rely upon 

themselves or a close fiîend for help with aU nine problem areas. Counsellors were ranked 

as fifth choice. He also found that students who had previous counselling were more likely 

to seek counselling again. Also, the type of student problem influenced whether or not a 

student would seek counselling for help (McGrath, 1995)- 

In another study of 922 university students and employees, Bush & Radecki-Bush 

(1 995) asked respondents where they would most iikely t u .  to as a preferred source of help. 

Most endorsed seshelp (72% rated "handle it yourself') and informai helpers (18.2% 

consulted a fiend or relative). Only 9.2% said they would consult with a psychologist. 

Silker (1994) has noted that arnong help-seekers in his study, the most commonly 

listed personal concerns were those dealing with anxiety, stress, depression, seIf-esteern, 

relationship issues, and famiy problems. These areas were explored using the Student 

Satisfaction Survey to help identifL those areas which were of most concem to the students 



in this sample. 

Demographics 

Demographic variables includuig age, gender, and GPA have been studied in the 

literature in relation to counsehg service usage with contrasting fbdings. For example, 

Camey et al. (1979. cited in McGrath, 1995) found that those students who were most 

receptive to counselling tended to be younger, undergraduate students living on campus with 

lower GPA's. Conversely, another study by Downey & Sinnett (1980, cited in McGrath, 

1995) showed that the counselling service user was older, a graduate student, marrie& in the 

college of arts and sciences, and employed. Recent studies (Bush & Radecici-Bush, 1995; 

Deane & Chamberlain, 1994) found that in generai, fernales aud 30-40 year olds were more 

inclined to seek services fiom psychologists, than were male and younger and older 

respondents. 

It has been widely reported in the literature that females are twice as likely to seek 

counselling as do males (Deane & Chamberlain, 1994; Research Consortium of Couoselhg 

and Psychological Services in Higher Education, 1992, cited in Good & Wood, 1995; 

Johnson, Ellison, & Heikkinen, 1989; Noldon & Sedlacek, 1995; Wis & DePado, 199 1; 

Wiseman, Guttfieund, & Lurie, 1995). Some research has shown that one in three women 

as opposed to only one in seven men seek psychological assistance during their Iifetime 

(Collier, 1982, cited in McGrath, 1995; Cook et al., 1984). This does not necessarily mean 

that women have more problems than men, but that they are more willing to seek help than 

are men. 

. Noldon & SedIacek (1995) found that men seemed to be more neutrd on seeking 
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educational and vocationai counselling than were women and tended to disagree with seekhg 

counselling for emotional and social difncuities- The authors aIso suggested that women 

disagreed Iess with seeking counselling about emotionaVsocia1 issues than did men and 

agreed more with seekuig educational and vocationai counselling. 

GPA 

A student's academic performance as measured by GPA has also been investigated 

with regards to counselling senices usage. One of the methods for evaluating counselling 

pro- at universities is the utiiization-focussed evaiuation model deveioped by Patton 

(1 986, cited in Schwitzer, 1997). This method focuses on m e a d g  retention effects of 

specific counsehg services. Schwitzer, McGovern, & Robbins (1991) used this model to 

examine their fieshman orientation seminar. They compared the use of the seminar with 

changes in social adjustment and the outcome goal of academic achievement. They found 

that this program did not significantiy alter the students' social adjustment to coilege He. 

However, they noted that students participating in the semiaar had higher GPA's, increased 

retention into the second semester, and increased maintenance of full time status as compared 

to university averages. Thomas Br Schwitzer (1 993) studied the effectiveness of a minority 

peer support program using the utkation-focussed model. Similarly, they found that 

students using the program had lower GPA's, but also had increased retention and increased 

program work completed towards graduation. 

A study by Schwitzer, Grogan, Kaddoura & Ochoa (1993) examinai the outcome of 

mandatory coiiege counselling. In that study, they identified students with financial need 
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who were at an increased risk o f  ha- academic probiems and gave them a one session 

counselling intervention. They examineci the use of the counselling centre and the generai 

nature of visits to the counselling centre after this initial session. An inverse reiationship was 

found between a student's GPA and the number of voluutary counseiiing sessions. That is, 

the students ushg the counselling centre most often had iower GPA's. Increased usage of 

the counsehg centre was associated with maintenance of exunIrnent and graduation in the 

appropriate t h e  frame. Of interest, only 4% of the mandatory meetings involved personal 

concems, whiie 18% of the voluntary sessions had to do with personai matters. 

Summary 

The counselling modeis of Egan (1994) and Amundson (1993;1995) as  outlined 

above are methods by which to conduct both personal and career counseihg. These models 

were quite useful as a standard with which to compare the intern's continuai development 

as a counsellor, as weil as a basis to constmct components of the instrument developed for 

this study. Furthemore, the intem aiso attempted to meet the core competencies as indicated 

in the Statement of Ethics and Standards of Practice for Counsellin~ Services within the 

Colleae of A ~ ~ l i e d  Arts and Technoloey (Ontario Coliege Counseliors, 1984). An 

opportunïty was created through research to both cr i t idy  reflect upon personai growth as 

a counsellor and to provide the college with some feedback in terms of student satisfaction 

with Counsebg Services. The latter goal was purswd with the intentions of contributing 

to the bettennent of the CounseUing SeMces unit, and Student Services at the Coliege of the 

North Atlantic as a whole. 
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A number ofstudies have indicated that there is a strong need for research in the area 

of counselling assessrnent and this study is in response to this need. Research completed in 

this area has shown that many college students are not aware that Counseiiing Services exists 

andor are not using such services. One of the purposes of this research was to deterxnine to 

what degree second year students at the CoUege of the Noah Atlantic were aware of, and 

utilized selected services- Reasons for non-use were also eiicited- 

Attempts were made to investigate both the process and outcomes as well as the 

general interaction between the counselior and the sîudent, The present research also sought 

to determine the relative perceived importance and helpfulwss of various counseliing 

seMces by both users and non-users of Counseiling Services. It was hoped that h m  this 

analysis, an indication of -dent needs could be delineated. If perceived helpfûiness is a 

good predictor of suçcessfiil outcomes, then knowledge of these perceptions can serve to 

strengthen and/or maintain present levels of student service. 

Another aspect of the cunent study explored the impact of student demographic 

variables such as gender, age, GPA, and program on Counselling S e ~ c e s  usage. As 

previously noted, it has been widely reported in the literature that fernales tend to seek 

counselling up to twice as often as do males and that older students tended to seek 

counselling more than younger students did. Based on these previous kdings, it was 

hypothesized in the cument study that female students would report ushg Counselling 

Services more so than males. It was also bypothesized that older students would report 

using ComseIling Services more than younger students. 

. From previous research, it appears that students using counselling centres most ofien 
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had lower GPA's, however, they were more iikely to stay in school and persevere in their 

studies. In the current study, it was hypothesïzed that students with lower GPA's tended to 

use Couoselhg Senices more than those students with higher GPA's. 

The type of program that the student was emoiled ui was investigated to determine 

whether or not there were any signincant Merences between usage and the program type 

(either Engineering Techaology, Medical Sciences, Community and AppIÏed Arts, or 

Business). Very Little fiterature was reviewed that would indicate any predisposition for 

Counsehg Services usage based on program type, with the exception of "being in the 

coilege of arts and sciences" (Downey & Sinnett, 1980, cited in McGrath, 1995). This 

program status label could apply to either of the four main programs examined in this shidy, 

therefore, it was hypothesized that students fiom the four program categones sweyed were 

equally iikely to seek assistance £iom Counselling Services. 



CHAPTERIV 

RESEARCH METHODOLOGY AND RESULTS 

Introduction 

The intem chose to develop an instrument to elicit students' level of satisfaction 

regarding their experiences with Counseiiing Services. The survey was also used to assess 

essentid counseiiing cornpetencies and to promote an awareness of Coullseiiing Services at 

the Coiiege ofthe North Atlantic. The intem constnicted the Student Satisfaction Survey to 

address a number of areas regardiag: 

1. Ievel of student awareness of available CounseUing Services; 

2. student satisfaction and perception of CounseIling Services; 

3. aspects of Counseihg SeMces which students found most helpfbi; 

4. anticipated student needs regarding Counselling Services; and, 

5. impact of demographic variables (gender, age, program type, and GPA) on 

usage of Counselling Services. 

Development and Structure of the Student Satisfaction Survey (SSS) 

The SSS consisted of three sections. Section One consisted of 15 categorical response 

questions which were designed to collect sample demographic information nom al1 

respondents. The fimctions of Sections Two and Three were to gain information and 

feedback regarding aspects of Coumehg S e ~ k e s  fiom both those students who have used 

Counselling Services and those who had not, respectively, Section Two consisted of 10 

questions of varied type (categorical response, 4- and 5-point Likert scale types, open ended, 
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and forced choice trudfdse questions). Section Three consisted of oniy four questions using 

similar formats as those found in Section Two (see Appenduc A). This type of design was 

necessary to generate data fiom both CounseIling Services users and non-users- la order to 

provide content validity, item content for Sections Two and Three of the survey was based 

on a review of the literature and h m  ideas generated through discussions with couoseilors 

at the coiiege. The intem mlected questions wkch codd be grouped according to the 

foliowing ctassÏ.fïcations: awareness of s e ~ c e s ;  use of Counseihg Services; the 

cou~lseiior's skills and knowledge; the counselling process; degree of perceived helpfûlness; 

student needs assessment; and perceptions of the physical features of the coimselling 

environment(s). 

Field Testing 

Before administration, the instrument was field tested with seved siudents at the 

Engineering Technology Centre campus. The field test subjects were predominantly male 

ranging in age fiom 19 - 30 years ofage. One-third of the field test subjects indicated having 

used some aspect of Coumehg Services; while two-thirds said that they had not used 

Counselling Services. On average, users completed the survey in approxhately 18 minutes. 

whereas non-users completed it inapproxhately 10 minutes. Mer administration, the intern 

requested reactions about the overall design of the survey. item cl*, format, and content. 

Students reported that the survey content was presented cleariy and was easy to complete. 

However, during subsequent discussion some -dents recommended that bot6 Sections Two 

and b e  should have taken similar amounts of t h e  to complete. The implication was that 
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some students might fdsely report that they had not used CoullseIling Services to complete 

the sinvey in a shorter amount oftime. However, during field testing the intem observed that 

al1 students completed the survey in the anticipateci manner, that is, users completed Section 

Two without comparing the number of questions in Sections Two and Three. SimiIatly, non- 

users completed their respective sections. Despite the non-user group completing the survey 

quicker, both gmups began their respective section at appmxhïtely the same tïme without 

pnor knowledge of any discrepancy in the relative lengths of Sections Two and Three. The 

assumption was that cornpletion of either Section Two or T ' e  was dependant on the 

student's response to the Iast question at the end of Section One and not on the number of 

questions posed in each section. As a result, the intern decided to maintain the proportion 

of questions in the two sections. Section Two had the potentiai to become quite lengthy 

since its airn was to find out as much as possible about students' experiences with 

Counselling Services. Before field testing, the intem had condensed Section Two so that it 

codd be completed within 20 minutes, and thus use less class tirne for administration. The 

intern did not expand Section Three since its hc t ion  was different fiom Section Two: it 

served to provide the basis of a needs assessrnent of potential student users, and obtain 

reasons for non-use of Counselling Services. Additionally, Section Three was included to 

foster an awareness of CounselIing Services within the non-users so that more of these 

students might then consider using them. 

Research Questions 

As noted in the previous section the objectives of the current research were to collect 

and-analyse data related to student awarewss, satisfaction, perceptions of helpfulness of 
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Counseiihg Services, and anticipateci student needs. Demographic variables that might 

impact usage of Counseiling Semices were also expioreci. Specificaily, the research 

questions generated for this study were: 

What are some fessons for use and non-use of Cormseiüng Services ? 

Are students aware of selected aspects of Couaselling Services? 

How did users become awaR of CounseUing Services ? 

To what extent were students satided with selected aspects ofCouoselling Services? 

What aspects of Counselling SeMces were most and least helpfui? 

What aspects of Counselling Services do -dents consider important and necessary? 

Does gender, age, program, or GPA have an impact on Counsebg Services usage? 

How do students perceive the CouaseiIor and the Counseiiing Process? 

How do students perceive the physical features of Counselling Services? 

Methodology 

Second year students at the College of theNorth Atlantic were given the opporhinity 

to express their opinion of Counsehg SeMces by completing the Student Satisfaction 

Survey. The rationale for selectïng s~cond year students for this sample was based on the 

premise that: (a) first year students may not have used C o u m e h g  Services, and (b) second 

year students who had not used Counselling Services would still have time witbin theu 

program to do so, ifnecessary. Further, limiting the size of the current sarnple to include 

oniy second year studeats was necessary to ensure that the project was manageable. 
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Sampling and Administration Procedares 

The Coliege o f  the North Atlantic offers a variety of programs that can be grouped 

into three categories: Certifkate Level; Diplorna Level; and Post-Diploma prognims. Of 

these categories, the foliowing program areas were longer than one year in duration: 

Engineering Technology; Business; Cornmunity and Applied Arts; and Medicd Sciences. 

To colIect relevant data quickly and efnciently, the intem asked that instnictors 

within these program areas volunteer 15-20 minutes of class time to administer and cofiect 

the SSS. During administration it was made clear to students that participation was 

voluntary, their names were not to be placed anywhere on the survey, and that their responses 

would remain anonymous. 

Data Analysis Procedures 

The data was coilected and coded such that analyses couid be Camed out primarily 

using fiequency distributions, and in some cases chi-square analyses were conducted to 

detemllne if any sipnincant differences were observed between the variables exploreci. Level 

of significance was preset at p<0.05. 

Limitations of the Current Study 

There are some limitations with respect to the sample and research design. The 

sample comprised those students who were in their second year of studies. Since the sampIe 

consisted of only those programs that lasted longer than one year, the intem may have 

excluded many students who have used Counselling Services and might have been able to 
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offer feedback. In this regard then, the sample may not be representatke ofthe entire student 

population within District 7. As weli, only 3 campuses of District 7 were soliciteci (Prince 

Philiïp Drive, Engineering Technology Centre, and Topsaii Road Campus). Further, it may 

not be representative of the entire Coilege population across Newfoundiand & Labrador, 

since only District 7 was surveyed. To be more comprehensive, the SSS would have to be 

distributed on a provincial level to aii students presentiy enrolled at the Coiiege ofthe North 

Atlantic. Perbapç this could be pursued in a fuhne study involving the SSS. 

ResuIts and Discussion 

Sampie Demographics: A Student Profile 

The surveyed sample was composed of 272 students fiom PPD campus (54.5%), 169 

students fkom the ETC campus (33.9%), and 58 students fiom the Topsail Road campus 

(1 1.6%) (See Table B 1, Appendix B). Fm-five percent were male and 45% female (See 

Table B2, Appendix B). More than 70% of respondents were 24 y e m  of age or younger 

(See Table B3, Appendk B). Nearly aii respondents (99.8%) were enroiied as fûll-tirne 

students (See Table B4, Appendix B) in a variety of programs (See Table B5, Appendix B). 

The majority (70.5%) of respondents had spent 13 to 18 months at the College, while 

18.2% (N=91) reported having spent less than 12 months at the Coiiege (See Table B6, 

Appendix B). The latter group may be explained partidy by students who were given 

advanced stand.& in a program either by tramferring credits fiom another institution or by 

challenging for credit through Prior Leaming Assessrnent for specific courses. 

. The survey asked that the students identifi which broad classification best described 
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their program. Appmxhnately 40% were emolied in an Engineering Technology program, 

34% were enrolled in a Business program, 15% reported that their program feli under the 

category of Comrnunity and Appiied Arts, and over 8% were emlled in Medical Sciences 

(See Table B7, Appenix B). 

Men asked for specific reasons for taking courses at the CoIiege of the Noah 

Atlantic, 55% indicated that they were thae to earn a vocational certificate, diplorna, or 

complete an apprenticeship. Twenty-six percent reported that they were there to împrove 

present job skilis or to get skills for a new job (See Table B8, Appendix B). 

The vast majority of respondents (97.2%) did not identw a special need on their 

application (See Table B9, Appendix B). More than 80% of the sarnpIe reported their 

marital statu as single, while common law/married nidents composed 18.2% of the sample 

(See Table B 10, Appendix B). Eighty-one percent reported having no dependents (See Table 

B 1 1, Appendix B). Most students (73.9%) reported being currently unemployed ( See Table 

B 12, Appendix B). Similady, more than 60% of students reported an annual income of less 

than $9000 (See Table B 12, Appendix B). The survey also asked that students report their 

current GPA (which ranged fiom 0-4). Fifty-eight percent reported a GPA greater than 2.99 

(See Table B 14, Appendix B). In summary, a typical second year student at the College of 

the North Atlantic is enrolled fidl t h e ,  under the age of 24, single with no dependents, 

unemployed with low income, and more likely to be male. 



Research Question 1: 

What are some reasons for use and non-use of Counsehg Services ? 

Of  the 499 students surveyed, 223% reported having used Couaselling Services, 

while 772% reported they had not used Counseiihg Services (See Table 1). 

Table 1 : Students' re~orted use of Counsellinn Senrices- 

Used Counselling Services? f % 

Yes 114 22.8 

Users of Counseliing Services identified using tutorhg services and student affairs 

issues (including student aid) pharily. A combined 30% indicated utilïzing Counselling 

Services for career and/or personal counselling as shown in Table 2. Those respondhg "use 

of resource room" rnay have been refening to either using study rooms, tutoring rooms, or 

career counselling resource rooms. 

Table 2: General nature of student visits to Counselline Services W=l14) 

Generai Nature f % 

Student M'ai rs  issues (icIuding Student 48 42.1 
Aid) 

Personal Counselling 18 15.8 

Use of Resource room 18 15.8 

Career CounselIing 17 14.9 

Use of CHOICES, NGR, or other computer 7 
based vocational programs 

Other 2 1.8 
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Most ofthe -dents reported having not used CounseIiing Services, wiîhalmost 60% 

suggesting that "everything was going fine in their lives and at college." More than 30% of 

this non-user group reported that they were unaware of avaiiable services; and 26% indicated 

that they did not have time to use Counselihg Services (see Table 3). 

Table 3 : Reasons identified for not usinn Counsellinn Services in the Dast N=3851. 

-- 

Reasons f % 
- - -  

Everything is going fine in my Me and at coiiege 223 57.9 

Lack of information / unaware 124 32.2 

1 didn't have tirne 100 26.0 

Misunderstandings about quality of assistance offered 27 7.0 

1 didn't want people to know that 1 needed help for 
something (Confïdentiality) 23 6.0 

Only people with ccserious" problems use counseiiing 
services 14 3 -6 

Perceived cost 13 3 -4 

Counseliors were too busy to fit me in 5 1.3 

It was encouraging to see that many students were not experiencing any major 

difficulties. However, it was disconcerting to observe that 124 -dents were unaware ofthe 

seMces provided by Counselling SeMces. These students may have required assistance but 

possibly did not kuow how and where to access help. Also of concem were the 26% who 

felt they "didn't have tune'' to deal with issues which may have caused undue diniculties as 

theywent through theu program. Quite a number ofthese students could have benefitd fiom 
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tirne management training in order to benefit fiom ai i  aspects of the college experience, 

including elements provided by Counselling Services, and Student Senrices. 

Other reasons for not using Counselhg Services hciuded cornnients such as 'T 

would prefer to talk to family or fnends," and "I like to deal with the problem myselfrather 

than taik to counsellors." Others simply did not want to go, or were not sure of what 

Counselling Services offered- Agreement with response statements such as "I did not want 

people to know that I needed help for something (confidentiality)", or "only people with 

"serious" problems use counselling senrices" tend to support the persistent stigma that 

unfortunately stiU exists about perceptions of counsebg in general. 

Research Question 2: 

Are students aware of selected aspects of Counselling Services? 

To address this research question, students responded to eight statements to determine 

awareness. As seen in Table 4, more users indicated an awareness of selected services than 

did non-users. For example, 64% of users and o d y  42% of nomusers were aware that 

Counseihg SeMces was offering Student Success Sessions. Similarly, 37.9 % users and 

20.4% non-users were aware that counseilors could make referrals to outside agencies if the 

need arose. It seems that most students were aware that tutoring was available (87.5% users; 

75.7% non-users) however they were not as aware of some details involved with the Moring 

program such as signing of contracts, group t u t o ~ g ,  and Mor quaiifïcations. 

Unfortunately, only 27.2% of users and 18.1 % of non-users were aware that a 

Leaming Specialist was on staff in District 7. Aso, about half of the user poup and less 
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than one third of non-users were aware that program accommodations could be requested for 

students with documented leaming disabilities. Knowledge of these serviws would 

undoubtedly prove to be invaluable to many students with leaming disabilities. 



Table 4: Stiidciit nwarcliess o f  sclected Couiiscllinfi Scrvices. 

Did you know tliat . . . 
?40 % 

N Y ES NO N YES NO 

Tutors are frcc and available to al\ studenis tlirough Counselling 96 87,s 12,s 378 75.7 24,3 
Services? 

'I'iiiors arc: iisiiiilly senior stiidciih or progrcini grnduntcs nrid MUS'I' bc 95 77.9 22,l 379 67.5 32,5 
recoiiiinçiidcd by (Jic course iristructor? 

Coiitrncts iirc sigiicd bct\vccii ilie stiidciit iiitor, tlic stiidciii, aiid tlic Sttidciit 94 702 29.8 378 46.3 53,7 
Scrviccs divisioli prior to tutoriiig? 

Group (utoriiig is avtvailablc? 96 66.7 33,3 378 53,4 46,6 

Studcrit success scssioiis on topics including Strcss M~nagciiiciit, Tcst Aiixicty, 96 64.6 35.4 379 42,O 58,O 
Biidgetiiig, Stiidy Skills, etc., are offercd frec o f  cliargc to Collcgc o f  tlic North 
Atlantic Stiidctits? 

Progriiin accoiniiiodaiioiis C i i i i  Lie rcqucstcd for studciits witli docuii~ciitcd 96 51,6 48.4 377 31.8 68,2 
Icariiiiig disnbilitics? 

Oiitside Rcferrnls caii bc made? 95 37,') 62.1 377 20,4 79.6 

St, Johii's District Iiss a leariiiiig spccinlist oii stdâ'? 95 2 7.2 56.1 376 18,l 8 1.9 



As seen in Question 2 above, many -dents may not be fdly aware of varying 

aspects of Counseliing Services. When asked for suggestions about how to impmve 

Counselling Senices, almost 60% of 74 non-users who responded to this item suggested that 

ove& they were unaware of existing Coumehg  Services (See Table CS in Appendix C). 

This findïng supports the c l a h  that the issue of enhancing student awareness needs to be 

addressed. It hîwghts the need for other cfeative methods of getting the information to the 

student body as a whole. Some students requested reminders about what services were 

available and where they could go to avail of them. ûther respondents suggested that year- 

end Counselling Services seminars or checkups wodd enfiance awareness (see Table CS in 

AppendUc C). 

Research Question 3: 

How did users become aware of Counseiling Services ? 

To investigate this research question, the survey asked the users group to report how 

they became aware of Counseiling Services (see Table 5). Most users indicated becoming 

aware of Counseiling Services primarily through instructors, fnends, and Fa11 semester 

orientation. This information is important since it demonstrates routes that have been 

effective in reaching some students. 
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Table 5: How students found out about Counsellinn Services ( N = l I 4 l  

Found out tbrough instmctor 37 32.5 

Classmatdfiiend 28 24.6 

During orientation at the beginning of the tenn 26 22-8 

College publications 19 16-7 

Counseilor classroom visit 17 1 4.9 

Coincidental 5 4.4 
Note. Percentages total greater than 100 since multiple responses were aggregated. - 
Research Question 4: 

To what extent were students satisfied with selected aspects of Counseiiing Semces? 

Understanding Coumehg Services users' perceptions of, and satisfaction with, the 

quality of assistance received is very important Often the coumehg process begins wfien 

the student enters the Counseiiing Senrices office- The manner in which they are treated 

upon initial contact could iduence their subsequent perceptions of counselling, and 

therefore quite possibly the outcorne. The smey asked that students respond to an open- 

ended question asking how they were treated initially at Counselling Services. These redts 

are presented below in Table 6. 



Table 6: Student rewrts of initiai treatment at Counselling Services (N =.78l 

Response f % 

O kay/good/weII 30 38-5 

Very goodvery weU 14 17.9 

Excellentlquickly & efficiently 

Fr iendly 

Counsellors were attentive 7 9.0 

Fairly 3 3.8 

Important 2 2.6 

Great - like one of the family 1 1.3 

Poorly - got the 'nui-around' 1 1.3 

NO RESPONSE 36 46.2 
Note. Percentages total greater than 100 since multiple responses were aggregated. 

Only one student reported king trated poorly. The remahhg 77 respondents 

reported positive encounters. Unfortunately, many of the user group of students (N=36) did 

not respond to this question. 

Another factor iinked with Counselling SeMces satisfaction was the length of the 

wait required for an appointment. As seen in Table 7, more than 80% indicated that they 

could see a couflsellor either the same &y or the following day Only one student reported 

having to wait longer than one week. Ovedi ,  these resuits could be hterpreted as indicating 

a positive level of satisfaction regarding access to counseliors. 



Table 7: Leneth of wait for an apmintment with a counselIor. 

Same day 58 60-4 

Next day 19 19.8 

Within a week 18 18-8 

Longer than a week 1 1 .O 

Research Question 5: 

What aspects of Counselling Services were most and least helpful? 

Students who used Counsebg Services were given an opportunity to rate how 

helpfûl specinc aspects of Counselling SeMces were. Ratings were given as either Not at 

ail helpfui; Somewhat helpful; Helpful; or Very helpful (see Table 8). 

Over 95% of respondents reported that overd services provided by the counscllors 

were to some degree helpful. As weU, more than 97% of respondents felt that they couid get 

help with their particdar issue. Approximately 94% felt that the secretarieslhnt desk staff 

were helpful to some degree with almost 40% of respondents cithg them as very helpfûL 

Over 80% of respondents reported that the tutoring program was helpful to some extent; and 

that help with program stress, test awiety, tirne management, personal stress, financial 

advising was helpN. 

Despite an ovemil high perception of hetpfirlness of most items surveyed, those 

aspects with the highest percentage endorsed as 'hot at a i l  helpful" were (a) assistance with 
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family issues (37.1%)), (b) completion of an interest inventory (36.1%), (c) assistance for 

depression (3 1.4%), (d) help with program modincations (3 1.3%), and (e) assistance in 

deciding the nght program (29.2 %)- 



Table 8: Deeree of Iielpfulness of specific aspects of Counselling Services 

-- -- 

Not at al1 Soinewhat Hel p hl Very Helpful 
helpful Helpful 

Speci fic Aspect N % % % % 

Tut or ing program 

The overall services provided by the 
counsellors 

Help with your issue 

The secretarieslfront desk staff 

Financial advising 

Discussing special needs with a 
counsellor 

Help with improving study skills 

Help with personal stress 

Assistance in deciding which program 
was right for me 

Adjustment to college life 

(Con t inued) 



Table 8: Depree of helofulness of soecific asoects of Counselling Services (Continued) 

Not at al1 Somewhat Helpful Very Helpful 
helpful Helpful 

Specific Aspect N % % % % 

Rethinking present course/career 53 2098 1s91 41.5 
choices 

Academic assistance received 83 8.4 22,9 4790 21,7 

Help with time management 48 16,7 25,O 39.6 18,8 

Help with Self-esteem issues 38 21,l 26,3 34,2 18,4 

Help with program stress 47 14.9 27#7 4094 17.0 

Help with program modifications 48 3 1,3 20.8 31.3 16J 

Student Success Serninars 49 24S 24S 34*7 16,3 

Help with social difficulties 40 25 .O 22,5 37s  15 ,O 

Help with Family issues 35 37,l 20,O 28.6 14.3 

Help to cope with depression 35 31.4 28,6 28,6 11.4 

Completing an interest inventory 36 36.1 19.4 33.3 1 1 . 1  

Help with Test Anxiety 40 22.5 2795 40,o 1 0,O 
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Research Question 6 

What aspects of Cornseilhg Sem- do students consider important and necessary? 

Tables 9a & 9b present student feedbackregarding the relative importance of selected 

CounselIing SeMces fiom both user and non-user groups respectively. Overall, a higher 

percentage of users tended to rate selected counselling services as important when cornparad 

with non-user students. Both groups felt that receiwig information about job options/fiinires 

upon completion of their program was a very important fiinction of Counselling S e ~ c e s  

(users = 90%, non-users = 93.5%)- Related to this need, many students suggested that Job 

placement seMces would also be very important (users = 9 1%, non-uses = 89.4%). A thud 

area of Coumekg S e ~ c e s  that a strong majority of students rated as important was career 

guidance (users = 80% non-users = 77.6%)). StudentAid was also seen as important by both 

groups, although it was endorsed as important by a slightly greater percentage of users. 

It was interesting to note that personal wunselling for issues such as deaüng with 

stress, awiety, or assertiveness training were rated much less important than was expected. 

In fact, approximately half in either group indicated that they were unimportant. Least 

important as indicated by both groups were marital counselling (users = 74.1%, non-users 

= 8 1 -7%) and issues of self-esteem (users = 57.4%, non-users = 63 -9%)- 

Also of interest was the hding that only 37.3% of users felt that becoming a tutor 

was important, whereas 75% felt that receiving t u t o ~ g  was important A similar trend was 

seen among non-users, however the ciifference was not as marked (34.1% and 57-2%, 

respectively). 



Table 9a: User student feedback as to the immrtance of selected Counsellinn Services- 

Receiving information about: N Unimportant hportant 

Job options/fÙtures 110 10-0 90.0 

Career guidance 110 20.0 80-0 

Time management 110 40.9 

Crisis resolution 110 44.5 

General stress 111 45.1 

Coping with anxiety 109 45.9 

Assertiveness training 109 54.1 

Self-esteem issues 108 57.4 

Coping with depression IO8 38.3 

Deaiing with marital conflict 1 08 74-1 25.9 

Academic Assistance: 

Receiving tutoring 108 25.0 

Student success seminan 11 1 42.3 

Becoming a tutor 107 62.6 
-- --  

Other 
-- --- 

Job placement services 111 9.0 91.0 

Student aid information 111 18.0 82.0 



Table 9b: Non-user student feedbadc as to the imwrtance of selected Counselline Services* 

Receiving &%rmation aboutr N Unimportant Important 

Job optiodfbtums 382 6.6 93 -4 

Career guidance 380 22-4 77.6 

Time management 381 43 -3 56.7 

Generai stress 381 46.2 53.8 

Assertivenes trainhg 

Coping with anxiety 

Crisis resolution 382 55.5 44.5 

Coping with depression 379 58.1 40.9 

Self-esteem issues 380 63 -9 36.1 

Deding with marital conflict 378 81.7 18.3 

Academic Assistance: 
- - 

Receiving tutoring 381 41 -8 57.2 

Student success seminats 378 49.2 50.8 

Becoming a tutor 378 69.9 34.1 

Job placement seMces 380 10.6 

S tudent aid information 381 30.5 



Research Question 7= 

Does Gender, Age, Program Type, or GPA have an impact on Counseiiing Services 
usage? 

This four part research question explores whether there were any signiscant differences with 

respect to gender, age, progmm, or GPA on Counsehg Services usage. 

Geoder 

It was hypothesized that gender wouid produce significant ciifferences associateci with 

CounseIling Services usage, such that more femdes than males wodd use Counselling 

Services. As noted in Table B8 (Appendix B), the sampIe was composeci ofSS.4% male and 

45 -6 % female. It was found that 24.0 % of the females indicated that they have used one or 

more aspects of Counselling Senices, whereas 21.8 % of the males indicated having used 

one or more aspects of Counselling SeMces. A chi-square Stnalysis (iicluding both user & 

non-user groups) indicated that there was not a signincant difference between f e d e s  and 

males (x2 = 0.32, p = 0.57; See Table 10a). However, h m  the data, it can be seen thai 

slightly, although not signiscantiy, more females indicated that they have used one or more 

aspects of Counselling Services than did males. 

Table 10a: Com~arison of males to females with resbect to usane of CounseUine Services. 

Males Fernales 

Users 

Non-users 

Note- x2 = 0.32, p = 0.57 



Age 

Age was investigated to d e t e e  ifit was an innuencing variable on Counsehg 

Services usage. This knowledge is important for Counselling Services to be aware of since 

each age group will often present Mixent counselling concems. Ifthe typical age group of 

the users is known, then the types of problems associated with various Iife stages may be 

better anticipated and accommodated. The majority of aii students surveyed were 24 yeas 

of age or less. However, it was hypothesued that older students would use Counselluig 

Services more than would younger students. 

A chi-square analysis was conducted on the sample comparing the variable of usage 

across four levels of age categories, yielding a significant merence behKeen the age 

categories and users and non-users of C o u m e h g  Services (XZ = 13 -35, p ~0 .05 )  (See Table 

1 Ob). Of the group of students 30 years and older, more were likely to use Counselling 

Services than students aged 20 years and younger. The general trend observed across a.U four 

age categones attributes increasing use, proportionately, with increasing age. Based on these 

results, the hypothesis is supported: age is a factor in Counsehg Services usage with more 

of those in the older group seeking help. 

Table 1 Ob: Freauencv and mrcentwe of users and non-users based on ane. - 

Non-users 127 85.8 151 74.4 63 77.8 41 64.1 

Note. xZ = 13 -35, p = 0.003 



Program Type 

It was hypothesized that students k m  the four program categories m e y e d  were 

equally Iikely to seek assistance nom Cou~lseiiing Services. This was tested by examinhg 

separately the percentage of male and fernale users and non-users for each program area. 

Consideration of gender was necessary since some program areas may be predominantly 

male or female, and therefore distinction by program aione may have beQi possibly 

confounded by gender. 

Program Type x Reported Usage (Males) 

An analysis of male use of Coumehg Services by program type (se+ Table 10c) 

shows that a greater proportion of male Business students (25.5%) reported to have used 

Counselling Senices compared to male Engineering Technology students (21.5%), male 

Community and Applied Arts students (19.0%); and male Medical Science students (1 6.7%). 

However, while this trend may appear to be occurring in the data, a chi-square adysis 

indicated that there were no significant dBerences in male usage of Counselling Services by 

program type (x2 = 0.717, p4.869). 

Table 10c: A com~arison of male users and non-users of Counselling Services based on 
p r o m  categories W265). 

E.nginee~g Medical Business Collll~lunity & 
Techndogy Sciences Applied Arts 

f Y0 f Y0 f Y0 f Y0 

Non-users 139 78.5 10 83 -3 41 74.5 17 81.0 
Note. x2 = 0.71 7, p = 0.869 
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Program Type r Reportcd Usage (Fernales) 

An analysis of female use of Cou~lseUiag Services by program type (see Table 10d) 

indicates that a p a t e r  proportion of female Engineering Technology students (33.3%) 

reported to have used Counselling Services more than femaie Business students (27.0%), 

female Community and Applied Arts students (24.5%), and female Medicai Science d e n t s  

(6.5%). A chi-square aaalysis, however, indicated no sbtistidy signincant dinerences in 

femaie usage of Counselling S e ~ c e s  by program type (x' = 6-90, ~4.075) .  

Table 10d: A com~arison of female users and non-users of Counselliw Senrices based on 

- - -  - - -- 

Engineering Medical Business Cornmunity & 
Technology Sciences Applied Arts 

f % f % f Y0 f Y0 

Note. x2 = 6.90, p = 0.075 - 
GPA 

It was hypothesized that students with Iower GPA's used Counselling Services more 

than those students with higher GPA's. It was noted that almost 60% of a i l  students 

surveyed indicated that their average coiiege GPA was 3 .O0 or higher, whiie approximately 

40% of the sample reported GPA's of 2-99 or lower. An analysis of student GPAys shows 

that proportionately more midents with GPA's of 2.99 or Less (25.5%) tended to seek 

Counselhg Services compared to those students whose GPA's were 3 .O0 or gnatei(20.6%)). 

However, a chi-square analysis iudicated that there was no significant difference between 



these two groups (x2 = 1-59, p 4 2 0 6 )  with regards to usage of Counselling Services (see 

TabIe 10e). 

Table 10e: Comoarïson of GPA's of users and nomusers of Counselline Semees (N=48Q 

GPA 3-00 or higher 2-99 or less 

No n-users 227 79.4 149 74.5 
Note. xZ = 1-59, p = 0206 

Research Question 8: 

How do students perceive the Counseiior and the Counselihg Procas? 

In examining this research question, students were asked to respond with either  es" 

or "no" to questions regarding their perceptions of various aspects of the counsehg process. 

Al1 those aspects of the counselling process surveyed seem to have met with very 

positive ratings (see Table 1 1). The students reported king made to feel comfortabIe before, 

during, and d'ter the counsehg sessions. Students reported that counsellors were attentive 

and objective listeners; understanding; well idormed regarchg coliege services, policies, 

and procedures; made every reasonable effort to assist hem; and acted in a professional 

manner. Over 88% of students indicated that adequate time was spent to meet their needs. 

With respect to counseliing outcornes, almost 94% said that counselling helped them 

to deal more eEectively with their concerm, and over 97% indicated that they would 

recommend Counselling Services to their fiiends. More than 94% reported that they would 

return for further counselling if necessary- 





Research Question 9: 

How do students perceive the phys id  fatum of Cop~weUing Services? 

As demonstrated in TabIe 12, it is evident that most students were satisfred with the 

physical environments of Couoselhg Services at the College ofthe North Atlantic. The data 

presented represent the combined r e d t s  fkomuser groups fiom 3 different campuses: Prince 

P W p  Drive, Engineering Technology Centre, and Topsail Road Campus. Counsekg 

SeMce  at these campus locations Vary somewhat with regards to physical layout as weU as 

resources. Most students indicated that Counselling Services was not difficuit to h d  

(89.9%), and that there were enough resources available on site to meet their neeck (8 1.6%). 

Table 12: Student feedback with res~ect to thephvsical environment of Counseliine Services 

- 

Physical EnWonment N YES NO 

Was Student Services difficuit to h d ?  99 10.1 89-9 

Were there enough resources available on site? 98 81.6 18.4 

Were seating arrangements satisfactory and comforting in the 
waiting area? 97 70.1 29.9 

Were seating arrangements satisfactory and comfoaing in the 
counsellor' s office? 95 91.6 8.4 

Were noise levels outside the office a distraction d d g  
sessions? 94 34.0 66.0 

Was the q d t y  of lighting suitable withh the counselior's 
office? 93 90.3 9.7 

Was the quality of air ventilation suitable within the 
counsellor' s office? 94 83.0 17.0 

Was the temperature in the counsellor's office suitabIe? 94 84.0 16.0 



CHAPTER V 

SUMMARY 

Internship Goals 

A counseLling intem at the Coilege of the North Atlantic is faced with many daily 

challenges and activities. A review of the activities documented in Chapters 1 and II of this 

report readily lend support to this CI& The counsellorys role is that of assessor, consultant, 

mediator, and provider of personal, careery and academic couaselling. Occasionally these 

roles tend to overlap to the point where it is sometimes dIfficuit to clearly dinerentiate 

between them. As a result of these divergent roles, the counselior should possess a range of 

core coumeIlor cornpetencies in order to adequately meet the needs of the student During 

formal graduate studies, the intem was exposed to and developed specinc counseiiing 

techniques which were put into practice during the hternship. Goals for the intemship were 

related to counselling, psycho-educational and vocational assessment, consultation, and 

M e r  development of kiowledge. Specific goals met during the internship have k e n  

descnbed extensively earlier in Chapter II of this document. 

Counseiiors shouid concem themselves with continuou evaiuation of the services 

they provide to ensure that student needs are adequately met, It is for this reason that the 

intem chose to evaluate selected aspects of ComselIing SeMces at the Coilege of the North 

Atlantic. This was approached by investigating reported levels of student satisfaction with 

Counsehg Services. To accomplish this goal, the intem developed a questionnaire to 

explore a number of reseamh questions. A summary and discussion of the findings an 

presented in the following section, 



Research Results 

CounseUing Semkes Use and Awareness Issues 

Of the 499 students surveyed. 22.8% reporteci having used Counseiiïng Senices, 

while 77.2% reported they hadnot used Coumeiiing Semces. Users of Counselling Services 

identified primarily using tutorhg services and student affkirs issues (including student aid). 

Tutoring seMces appeau to be well utilized by stadents. Approximately 30% of users 

indicated visiting Counselling Services for career andor personal couuseIling. Career 

counseliing ranged fiom providing information on various careers and programs to an in- 

depth exploration of the student's interests, expectations, and choice of educatiod and 

career goals. Students seeking personal counselling generally requested assistance for issues 

related to Iow self-esteem, addictions, fimiiy diflicuities, coping with stress. study skills, 

t h e  management, intimate relationships, assertiveness training, aaxiety, depression, and 

patterns of communication. Some of these personal issues were similar to those predicted 

by Silker (1 994) who noted that ammg helpseekers in his study, the most commonly Iisted 

personal concems were those dealuig with anxiety, stress, depression, self-esteem, 

relationship issues, and family problerns- 

The majority of students reported having not used Counselling Services responding 

that "everything was going fine in theu iives and at college." More than 30% of non-users 

reported that they were unaware of available services; and 26% indicated that they did not 

have tirne to use Counselling Services. Ifone were to extrapolate these results to the whole 

population of District 7 of the CoUege of the North Atlantic in the fidl of 1997 

(approxïmately 2800 students), there may be as many as 840 students whose noeds are not 
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being met through either a Iack of awareness or by the student's sense of t h e  pressures 

preventing them nom dealing with issues inhibithg them h m  reaching thei. fidl potential. 

These obstacles can and should be modined with systematic changes in the present means 

of disseminating information about Coumehg S e ~ c e s  and reducing heavy course loads 

each tenn. 

McGrath (1995) has stated that counsellors should make every conceivabie effort to 

educate students about the benefits that counseliing can provide. The present study reiterates 

this assertion. Overail, students indicated that they were somewhat aware of Counseliing 

Services with a higher percentage of users indicating more awareness than non-users. A 

nurnber of non-users reported being unaware of Counselhg Services. Neither group were 

paaicularly aware that a Leaming Specialist was on staffduring the time that this survey was 

being administered Also, approlrimately only 50% of users and 30% of non-users were 

aware that program accommodations codd be requested for students with documented 

learning disabilities. As mentioned previously, student knowiedge of these seMces wodd 

undoubtedly prove to be invaluable to students who are struggling with leaming disabilities. 

Aside fiom king unaware of services and having very little tirne to use them, many 

students cornmented that they would prefer to talk to family or Eends, or deal with problems 

by themselves rather than talking to counsellors. ûthers stated they simply did not want to 

go, or were not sure of what Counselling Services offered. Those who agreed with responses 

such as "1 did not want people to know that 1 needed heip for something (confidentiality)", 

or cbonly people with 'senous' problems use Counselling Services" unfortunate1y lend 

support to the negative stigma which still exists smounding perceptions of founsehg in 
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general. S i d a r  findings have been are reported elsewhere in the literature (Bush & 

Radecki-Bush, 1995; Camey, Peterson, Br Moberg,l990; Cimbolic, Thompson, & Wald, 

198 1 ; Cook et al., 1984; Henggeler, Harbin, & Sallis, 1982; Kushner & Sher, 199 1, cited 

in Deane & Chamberlain, 1994; McGrath, 1995). 

McGrath (1995) recommends training peer counseilors, family rnembers, and 

promoting workshops designed to aid the student in developing better ways of coping with 

problems. This latter recommendation has been previousiy implemented at the Coiiege of 

the North Atlantic in the form of the Student Success Seminar series. It would be beneficial 

to the college to investigate the utility of peer counseilors in addition to the peer tutoring 

program which is currently in place. Perhaps students may be more cornfortable, or more 

Iikely to consuit with, peer counseiiors rather than professional couosellors. 

Some students indicated becoming aware of Counselling Services primdy through 

instnictors, fiiends, and Faii orientation. This information serves as important feedback to 

Counselling Senices since it demonstrates routes that have been effective in reaching some 

students. Although, the fact that there are di many students who are not M y  unaware of 

ail Counselling Services highlights the need for other creative methods of getting the 

information 'out there' to the student body as a whole. Some students suggested rerninders 

about available services throughout the term. Other respondents suggested that year end 

CounselIing Services seminars or checkups would serve to enhance awareness. Some 

respondents noted that surveys such as the Student Satisfaction Survey may also be effective 

in promoting Counselling Services awateness. 

Satisfaction with Counseüing Services 
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The relationship between Counselling Services and a student often begins as won as 

the student enters the office. The type of reception that the student receives at the point of 

entry will undoubtedly shape the student's expectancy of the outcome of 

counsellinglassistance. If this is the case, then acquiring knowledge of the student's 

perception of the quality of this assistance is important. Ody one student reporteci being 

treated poorly and that they had gottenthe 'NU-around'. nie vast majonty ofusers desCnbed 

their expenences positively using descriptors such as ccokayfgoodlwell, very goodlvery well, 

excellent, quick & efficient, fkîendly, cornfortable, respectfiil, fair, important, and great - like 

one of the family !" The secretariedfiont desk staffwere found to be very helpfûl. Another 

factor linked with Comseliing Services satidaction was the length of the wait required for 

an appointment. More than 80% of respondents indicated they couid see a counseilor on 

either the same day or the foliowing day. Only one student reported having to wait longer 

than one week. These findings suggest an overail positive level of satisfaction. 

This overall positive report of satisfaction is additionally strengthened by the findings 

that over 95% of respondents reported that services provided by the counsellors were helpful 

to some degree, and that they received help with their particular issue. Other aspects which 

were considered to be helpful included the tutoring program as welï as assistance with 

program stress, test amie@, time management, personal stress, and h c i a l  advising. 

Among those services that were most often endorsed as "not at dl helpful" were 

assistance with family issues (3 7.1%); completion of an interest inventory (36.1 %); 

assistance for depression (3 1.4%); help with program modifications (3 1.3%); and assistance 

in deciding the right program (29.2 %). These findings suggest that these areas shodd be 
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fiirther investigated by Counselling Services to determine why these areas were perceived 

Iess favourably. Does this represent an actual deficit in service or are these services seen as 

not important for this population ? It appears that 74% of students viewed "deaihg with 

marital conflict" as unimportant- This hding is not sucprising given that over 80% of the 

sample were single students. 

Students considered job placement services and obtaining info~~~liition on job 

optioI1S/fiitures to be an important component of Counselling Services. This student 

emphasis on employability has been received by the College of the North Atlantic as evident 

by the coiIegeYs recent implementation of campus-based Career & Employability Centres. 

These centers were proposed as a result of the Career and Employability Consultation mode1 

which was presented by Dr. Phi1 Patsula and Mr. Brian Tobin (1997) and was described 

bnefly in Chapter II of this document. The purpose of îhese centres was to focus efforts on 

those factors which contribute most to the -dent's abiiity to seek out and gain satisfactory 

and meanin@ employment in areas relevant to their area of study. Such factors may 

include developing interviewhg skiIls, writing effective resumes, increasing howledge of 

job options and availabiiity as weil as provision of Intemet access for employment searches. 

The effectiveness of the Career & Employability Centres is an area which should receive 

regular evaluation in fbture CoumeIling Services research. 

Personal counseliing issues such as stress and anxiety management, and assertiveness 

training were seen as somewhat less important than expected However, this finding does 

not imply that personai issues are not important to many students. In fact, 16% of wrs  

indicated receiving help for personal issues. Obviously, a number of these students have 
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benefited nom these services. Ifawareness were increased and the stigma surrounding heip- 

seeking behavior were decreased, rnany more individu& dealing with personal issues would 

undoubtedly be helped. 

Impact of Gender, Age, Program Type, aad GPA on use of Counselling Services 

Gender 

Based on research findings reported previously in the fiteratme, it was hypothesized 

that females wouid report using Counselling Services significantly more than males. The 

results of the present study do not support these previous findings. It appears h m  the data 

(24.0% females: 21 -8% males) that slightly, albeit not sinnificantly, more females ùidicated 

that they have used one or more aspects of Couaselhg Services than did males. 

Age 

It was hypothesized that older students were more likely to seek counseiiing services 

than were younger students. This hypothesis was supported in that proportionately, students 

30 years of age and oider were more likely to use Counselling Senices than students aged 

20 years of age and younger, although the largest user group were the 21-24 year olds since 

these made up more than halfof al1 students surveyed. For the most part, a positive trend 

was observed across all four age categories with increasing use coinciding with increasing 

age. Age, therefore, is a variable which impacts of Counselling Services usage. 

It was interesthg to find that more of the older group of students tended to use 

Counseiling Services more proportionately than younger students. In light of this fïnding, it 
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is necessary to ensure that the older student's needs are met lhis is a task that many coUege 

student services have faced. For exampie, Rice (1991) observed that at the University of 

South Carolina at Lancaster older students were having more academic difflcuities, their 

needs were not determined, and previous programming for the older -dent was deemed to 

be inadequate. In an attempt to rernedy this, the Peer Intervention Program was developed. 

Three peers were trained to maintain strucnned telephone contact with identined at-risk 

students throughout the year- During this t h e  they wodd provide coilege related 

information to these students, inquire as to whether or not they were having any additional 

difnculties, as weil as determine thek needs as a group. Rice (1991) found that 96% of the 

targeted students responded favourably. This initiative helpd 66% of the older students with 

a college related difficuity. In addition, Rice reported that retention rates increased by 20%' 

GPA's increased by 29%, and withdrawai fÎom courses decreased by 12%. Rice reported 

that the information coiiected regardhg student needs was catalogued and used to make 

adjustments in counselling senice deiivery. Among the suggestions provided by the students 

through the Student Satisfaction Survey were statements such as "provide better services for 

older students". Perhaps, an initiative similar to that described in Rice's study couid be 

implemented at the Coiiege of the North Atlantic to better gauge the needs of the older 

student as weU as to prevent attrition and academic difEcuities in this population. 
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Program Type 

It was hypothesized that students fiom the four categones surveyed were e q d y  

likely to use Counselling Services for dificulties arising during studies at the Coiiege of the 

Noah Atlantic. This hypothesis was tested by examking the percentage of male and female 

users and non-users for each program area It was felt that consideration of gender was 

necessary since some program areas may be predominsintly male or f e d e ,  and therefore 

distinction by pro- alone could have been confounded by gender. 

An analysis of male use of Couosehg SeMces by program type shows that a greater 

proportion of male Business students (25.5%) reported to have used Counseiiïng Services 

compared to male Engineering Technology students (21.5%). male Community and Applied 

Arts students (19.0%); and male Medicd Science students (16.7%). However. no significant 

differences in male usage of Counselling Services by program type were found. 

An anaiysis of f e d e  use of Couusehg S e ~ c e s  by program type i n d i ~ t e s  that a 

greater proportion of female Engineering Technology students (33 -3%) reported to have used 

Counselling Senrices more than femde Business students (27.0%), female Community and 

Applied Arts students (24.5%), and female Medicd Science students (6.5%)- However, as 

seen with male students, no statistically signifiant dinerences were found with respect to 

female usage of Counselling Services as a hction of membership in a specified program 

type* 

It shodd also be noted that these pro- were housed in different campuses with 

different counselIors and Counsehg Senrices centres at each campus. Medicd Science 

students were Located at TRC, Engineeting Technology students at ETC, Applied Arts and 
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Business students at PPD campus. At the time of this m e y ,  one ofthe counsellors at PPD 

made himselfreadiiy avdable to TRC at least okiice a week, however there was generally 

a counsellor statiowd at both ETC and PPD everyday. Furthermore, the majorïty of 

resources were maintained at ETC and PPD campuses. Ifstudents required access to these 

resources, they would travel to these campuses and use them. 

GPA 

It was hypothesized that students with lower GPA's used Counsehg SeMces more 

than those students with higher GPA's. An analysis of user GPA scores showed that 

students with GPA's of 2.99 or less tended to use Counselling Services more than those 

students with GPA's of 3 -00 or greater, but again, these merences were not statisticdy 

significant. 

Perceptions of Counselhg Services 

Those aspects of the counselhg process that were surveyed seem to have been met 

with very positive ratings. The students reported feehg cornfortable before, during, and after 

the counselling sessions. Students reported that counsellon were attentive and objective 

Iisteners, understanding, weli infonned regarding coliege services, policies, and procedures, 

made every reasonable effort to assist hem, and acted in a professional manner. Over 88% 

of students indicated that adequate t h e  was spent to meet their needs- 

With respect to counsebg outcomes, almost 94% said that counsellhg helped them 

to deal more effectively with their concems, and over 97% indicated that they would 
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recommend Counseliing Services to their Eends. More than 94% reported that they wouid 

retum for m e r  counselling if necessary. With such highly positive student reports, it 

appears that the couoselion at the Coilege of the North Atlantic are doing a very fine job, and 

they are to be commended for their efforts. 

Students perceived the physical features of the Counselhg Services offices as king 

satisfactory for the most part- They reported thaî Cormselling Services offices were not too 

di££icult to fkd, and that sufficient resources were available on site to meet their needs- 

Office lighting, air qualityy and temperature were reported to be suitable and seating within 

the counseilor's office was considered to be satisfactory and comforting. However, aimost 

30% did not find the seating arrangements satisfactory or cornforthg in the waiting area 

Also of concem is the fincihg that 34% ofrespondents indicated that noise levels outside the 

office were distracthg during sessions. Together, this information may provide additional 

reasons for student non-use. For example, ifstudents feel that their confidentiality is being 

compromised by either king seen or overheard by other students walkuig past or ciroppkg 

into Counselling Senrices for purposes other than receiving CouuseIling Services, then 

students may be less inclined to seek help. This needs to be addressed to ensure that the 

privacy of ail students who use Counselling Services is kept confidentid. 

It should be noted that since the Student Satisfaction Survey was adrninistered, 

Counselling Senlces at the Prince Phiilip Drive campus has moved and the office layout has 

been rnodified, therefore results pertaining to physical features may not accurately reflect 

current student opinion of the new location. 
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Criticisms of the Student Satisfaction Survey 

The following section notes some criticai revisions to futiire versions of the Student 

Satisfaction Survey. 

Section 1: Q 15 fart D: It is  unclear what students meant by %se of resource room" 

since they may have been referring to either Unng study rooms, tutoring rooms, or career 

counselling resourçe rooms. in fûture versions of the SSS, this response item should be 

made clearer. 

Section 1: Q15 Part F: Reference to student aid should not have been made. A point 

of clarification needs to be made here. Student Aid Ioans were distributed to students via 

Counselling Services offices. In hind sight, the inclusion of Student Aid may have yielded 

a greater number of students who indicated using Counselling Services, when they may have 

only picked up their student loan at the Counselling Services office. This is not true for all 

cases, however, since some of these students who indicated they had used Counselling 

Services for student affairs issues including Student Aid also endorsed other reasons for 

Counselhg Services usage. 

In Section II, Q. 23 Parts C: "Were seating arrangements satisfactory and cornforthg 

in the waiting area ?" and D: "Were seating arrangements satisfactory and comforting in the 

counseilor's office ?" should have used the wording comfortabZe rather than comforting. 

Section II 4-24 and Section III Q. 28- '?)id you know ?" sections of the SSS should 

be more inclusive and representative of other services oEered by Counselling Services. In 

retrospect, it seems that approximately 50% of the items there dedt with specincs of the 

tutorhg program. 
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Suggestions for Improvement 

Thumian & M a h e y  (1 989, cited in Noldon & Sedlacek, 1999, wrote that "the input 

of students is an important component in the decision-making process of student a f f '  

faculty and adminidministrators". Therefore, opportunities were provided on the Student 

Satisfaction Survey for students to make suggestions on how to improve CounseLling 

Services. Refer to Table C5 in Appendix C for a complete description of comments and 

suggestions. 

Not ail of the suggestions were directiy related to Counselling SeMces (Le., 

cornputer equipment needed, more microwaves needed, and program complaints), however 

there were some suggestions that were relevant. The majority of these focussed on ways to 

relate information to students. For example, a monthly newsletter could contain information 

on career opportunities, employment rates and statistics, scholarships, prior leamhg 

assessments, student loan issues, and other services. One student suggested a Coumelling 

Services webpage on the Intemet. At this time there is such a webpage at the following 

address: http://--noahatlanticJLf.= The student senrices webpage cm be found by 

following the Links presented there. Another student suggested using a Frequently Asked 

Questions (FAQ) cornputer. This idea would involve placing information tenninals at 

various locations on campus, each with a database of information relevant to questions 

commonly posed by students. The shident noted that such temiinals could reduce waiting 

in line-ups. This may also be a way to circumvent stigma associated with helpseeking. The 

FAQ could eady  be incorporated into the Student Services webpage, thereby providing 

fiutber unrestricted access to the information, 
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Other suggestions caiied for reorganization of scheduhg for the Student Success 

Sessions so that more students are able to avail of them. Also in iine with this is a proposal 

for extendhg the hours of operation of Counselling Services for those students who do not 

sufficient time in their scheddes to utilize the services, 

Students were asked which services should be offered by Counselling Services. 

V W y  all respondents (99.1%) indicated that carper Information shodd be offered (see 

Table 13). A high percentage of -dents uidicated that peer tutoring should be provided 

(97.2%), assistance in detemiining sueas of career interest (90.7%)), as weU as help with study 

skiils (88 3%). These senices are currently king offered through Counseliing Services. 

The suggestions ' W time job placement servicesyy and "more computers on site for 

electronic job searches" were also made and these suggestions were discussed during the 

Career and Ernployability Center Development cornmittee meetings. While it was not 

possible to provide '%di time job placement services" at that t h e ,  efforts were directed 

towards putthg in place methods of  enhancing the employability of students so that they are 

in a better position to gain employment To aid in the student's pursuit of employment, it 

was proposed by the CEC Development cornmittee that the midents would have access to 

computers for electronic job searches (via Intemet) in the Career and Employability Centres. 



Table 13: Services tliat should be ~rovided bv Counsellinp Services. 

Services to be provided N YES NO 

Career information 1 09 99,1 0,9 

Peer tutoring 109 97,2 2,8 

Full tirne job placement services 108 95.4 4,6 

More computers on site for clectronic job searches 1 07 9 3 s  6 5  

Help detennining areas of  career intercst 1 08 90.7 9.3 

Help with study skills 1 07 88.8 11,2 

Special necds assistance I OS 86.7 133  

Financial counselling 

Help with timc managemcnt 

He!p with test anxiety 

Hclp with crisis management 

Crisis management hotlinc 1 04 69,2 30.8 

Accommodating outslde referrals 

Farnily counsclling 

Long tenn individual counselling 105 62.9 37,1 

Grief counselling l 04 61.5 38S 
f 

? 

00 rn 
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Helfgot (1995) reviewed the importance of technology in community coliege 

counsehg. He found that with the changing student population, nontraditional students are 

ofien less prepared for college and will requise more assistance both academidy and 

personally. Newer uses for technology include automated hident service centers, 

counseuing uiformation and s e ~ c w  on the Intemet, orientation on televkion, and automatic 

telephone information systems to provide increased access to information. Some ofHefgotY s 

recommendations have been voiced by the students who have completed the Student 

Satisfaction Survey. Counselling Services has begun to impiement some of these 

suggestions and in due course the effectiveness of nich initiatives wiil require niture 

evaluation to ensure that the shidents are not only being served, but served well. 

Recommendatioas for Further Research 

Based on the results of this internship research component and placement at the College of 

the North Atlantic, the following possible m e r  research recommendations are made: 

1. The use of both formal and informal evduation instruments must continue to be used 

to demonstrate the effectiveness of initiatives and services provided by the college 

such as the Career and Employability Centres. This involves an honest, critical, and 

thorough review for the bettement of the student as weil as the college as an 

institution. 
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2. A revised version of the SSS should be administered to a larges population sample 

iocluding ail -dents at different points in their program fiom campuses across the 

province. This would d o w  oppoinuuties for cornparison with some of the redts 

presented hem. Revisions to the SSS would addtess some of the concems described 

earlier in this text, as well as any other possiale concerns that may &se. If the 

instrument were to be administered to many campuses, or other institutions, 

questions on the original SSS which make reference to a pariicular campus should 

- be made more generai. 

3. Many of the students reported that they were not aware of specifk senrices. 

Increased utiiization of seMces will depend upon, among other factors, increased 

student awareness of such services. Therefore methods of developing new ways of 

enhancing awareness and reducing stigmatism should be the prime focus of a friture 

study at the coIiege. 

4. Research regarding the viability of the implementation of a FAQ web page and/or 

FAQ on-campus cornputer terminal should be initiated at the coliege with input fiom 

the Student Services s t a E  and the students as to relevant content. Content should be 

regdarly updated as necessary. 



89 

5. Other students indicated that they did not have sutncent time to avail of Counselhg 

Services. Perhaps the college could investigate this issue by taking a closer look at 

the current scheduling of c h s e s  and explore alternative schedules. This may provide 

some solutions for those students who feel that their present schedule is too hectic 

to seek help. 

6. The majority of Counsebg Service's resources including the Career and 

Employability Centers are maintained at ETC and PPD campuses. If students at TRC 

require access to these resources, this would necessitate travel to the larger campuses 

to use them. It was observed that a smailer proportion of Medical Sciences sixdents 

at TRC used Counselling Services less ihan the other groups. 1s this hding the 

result of these students not requiring services or is the necessary travel between 

campuses a significant factor in this sub-population's help-seeking behavior ? 

Perhaps, a needs assessrnent could be conducted with students at TRC to determine 

wtiether or not additional mources are required there. 

7. It was detennined in the present study that older students were more likely to use 

Counselling Services than younger students. Therefore, an initiative similar to that 

descnbed in Rice's (1991) study could be implemented at the Coliege of the North 

Atlantic to better gauge the needs of the older student as well as to prevent attrition 

and academk difficulties in this population. 
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Overall, many positive comments were made regarding Counsehg Services. 1 

wodd encourage the coiiege to continue pmvidiag opportunities for professionai 

development of their Student Services staff in the form of workshops, seminars, and 

conferences. 1 was fortunate enough to participate in these events during my internship and 

observed that they aUow for the exchange of new ideas and discussions of proposed 

initiatives prior to their implementation. Further, it appears that staffmorale is enhanced and 

a better sense of fiuictioning as a team serving the students is created and maintained. 
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The Student Satisfaction Survey 



The Student Satisfaction Survey (SSS) 

A Survey of Student Satisfaction with Counselling Services at 
Prince Phillip Drive Campus (PPD) 

Ridge Road Campus (ETC) 
& 

Topsail Road Campus (TRC) 
Octaber 1997 



-- 

Please Read Before Beginning the Suwey 

To: ALI Students participahg in the Student Satisfaction Survey. 

This survey is designed to gain some insight into your feelings and thoughts 
about the counsehg services that are available at the Coilege of the North 
Atlantic (formerly Cabot Coliege). This is an important endeavour because 
the focus of the Division of Student Services is YOU, the student- In order 
to consistently meet your counseiüng needs. we would iike to find out a Little 
bit about you and how we are doing in meeting your needs. 

I would like to lmow your level of satisfaction with Counsehg SeMces and 
also request some general background information about you. Participation 
in this s w e y  is voluntary. You do not have to complete this swey, and you 
may opt out of answeruig any specinc questions. ALI information is to be 
kept in strict confidence. It will be used only by the persons engaged in this 
study and information will be reported anonymously, on a group basis. Please 
DO NOT write your name anywhere on the survey. This is to M e r  ensure 
that al1 data coilected in thïs study WU be strictly confidential and that at no 
time will any person be identified. AU raw data collected during the course 
of this study wiii be destroyed upon completion of the çtudy. 

This information is very relevant to the coliege because it may aid in better 
understanding the current relationship between the -dents, your ne&, and 
the quality of the services provided by Counselling SeMces. Through such 
an analysis and consultation with the counselliog team, it is hoped that 
strengths will be commended and limitations will be identified and addressed. 
Opportunities for feedback such as this will greatly enrich the relationship 
between Counselling Services and the student, and help us fine-tune our 
services to provide you with the best seMces possible. 

The survey should take approximately 15-20 minutes to complete and has 
received the approval of the Ethics Cornmittee of the Faculty of Education, 
Mernorial University of Newfounâland. 

THANK YOU FOR HELPING US HELP YOU BETTER 

Pleuse Hart with Section f 



SECTION I 

I ALL STUDENTS COMPLETE THIS SECTION I 
Directions: Read each item and its numbered response. Circle the letter which best desctl'bes 
the way YOU feel. Remember that this survey and the information that you provide will be 
held in strict confidence and shall remain anonymous. Do NOT mite your name anywhere 
on this fom. Thank-you- 

How long have you attended the CoiIege of the North Atlantic (fomerly Cabot): 
A. Less than 6 months 
B. 6-12monttis 
C. 13-18 months 
D. 19-24 mon& 
E. More than 24 months 

Up to now what has your Coilege GPA (Grade Point Average) been ? 
A. 4 
B. 3 -3.99 
C. 2 - 2.99 
D. 1 - 1.99 
E. Less ttian 1 

How many credit hotus per week are you currently emolled in ? 
A. Over 18 credit hours (Full tirne) B. Less than 18 credit hours (Part tirne) 

Which of the foilowing best describes the program that you are now enroiled in ? 
A. Engineering Technology 
B. Industrial Trades 
C. Medical Sciences 
D. Business 
E. Community and Applied Arts 

Year of current program ? A. First Year B. Second Year C. Third Year 

Which of the folIowing BEST describes your reasons for taking courses at the 
College of the North Atlantic (Formerly Cabot) ? 
A. Earn a vocational ceriincate or diplorna or complete an apprenticeship 
B. Eam credits for transfer to awther program or university 
C. Improve present job skills or acquire skilis for a new job 
D. Persona1 fulfilment or enjoyment other tha.  above 

- - 

. E. Other 



7. Whatisyourgender? 
A. Male B. Female 

8. What is your age ? 
A. 18 or under F. 35-39 
B. 19-20 G- 40-44 
C. 21-24 K, 4549 
D. 25-29 1, 50-54 
E. 30-34 J- 55 orover 

9. On your application to the coliege, have you identifïed a special need which you feel 
may affect your academic pediormance ? 
A. Yes B. No 

10. What is your present maritai status ? 
A. Single D. Divorced 
B. Married E. Separated 
C,  CornmonLaw F, Widowed 

1 1. Number of dependants ? 
A. O D. 3 
B. 1 E, 4 
C. 2 F, More than 4 

Which of the following BEST describes your highest level of formai education ? 
A. Less than eighth grade diploma 
B. Eighth grade but less than high school diploma 
C. High school diploma or GED equivaient 
D. Vocational diploma or certificate 
E. Completed one year of college 
F. Completed one to two years of college/university but no diploma/degree 
G. Completed two to three years of college/university but no diplomatdegree 
H. More than three years of coilegelunversity but no diplomaldegree 
1. College Diploma 
J. Bachelor' s degree 
K. Graduate degree 

13. W e  you are in school how many ho- a week are you employed ? 
A. Currenly unemployed F. 20-24 hrs 
B. Less than 5 hrs G. 25-29 hrs 
C .  5-9hrs  H. 30-34 hrs 
D. 10 - 14h.s  1. 35-40 hrs 
E. 15-19h J. More than 40 hrs 



14. Indicate your yeariy total income range (Include Student Aid, EI, etc). 
A. Under $3,000 F. $ 15,000 - $ 19,999 
B. $3,000 - $5,999 G- S 20,000 - $24,999 
C-  $6,000 - $8,999 H. S 25,000 - $29,999 
D. $9,000 - $ 1  1,999 1- $30,000 or above 
E. $12,000 - $ 14,999 

15. Have you used Counselling Services since enrolling as a student at the Coiiege of the 
North Atlantic ? 

A, Yes B. No 

If yes, please spec* the GENERAL nature of your vkit(s). Check 
ALL that apply: 

A. Career couaselling ......... 
a ......... B. Personai counseiiing 
0 ......... C. Tutoring 
O .,..--.., D. Use resource room 
0 ......... E. Use of CHOICES, National Graduate Registry (NGR), 

or other cornputer based vocationai programs 
a ......... F. Student Affairs issues (includiag Student A.) 
n ......... G. Other 

IF YOU ANSWERED 'YES' TO QUESTION 15, PLEASE 
COMPLETE SECTION II - STARTlNG ON P. 4. QUESTION 16. I 

IF YOU ANSWERED 'NO' TO QUESTION 15, PLEASE COMPLETE 
SECTION III - STARTING ON P. 10. QUESTION 26. I 

1 THANK-YOU . 



SECTION II 
TO BE COMPLETED BY THOSE STUDENTS WHO HAVE USED 

COUNSELLING SERVICES 

- 

How did you fist find out about Counsellùig Senrices ? 
O . A Instnictor 
ff ...-..... B. During Orientation at the beginning of the term 
O ...-..... C. ClassmattdFriend 
. D ColIege Publications (Le. Student Wandbook, Caiendar, etc) 
. E Counseilor CIassroom Visit 

a ......... F. Coincidental (please explain ) 

How important are each of the foilowing Counsebg SeMces to you ? 

Receivin~ information about Unimportant Somewhat Somewhat Important 
Unimportant Important 

Job Options/Futures CI O O O 

Detennining My Interests O O n D 

College Regulations O O O 

Career Guidance O O O 

Personal Counselling 

T h e  Management 

Crisis Resolution 

Coping with Anxiety 

Coping with Depression 

Dealing with maritai conflict 

General Stress 

Self-Esteem Issues 

Assertiveness Training 

Academic Assistance 

Becoming a Tutor 



n- Receiving tutoring 

o. Student Success Sessions (on 
topics including Stress 
Management, Test Anxiety, 
Budgeting, Study SkiUs, etc.) 

Other - 
p. Student Aïd Idormation 

q. Job Placement Services 

Somewhat Somewhat 
Unimportant Unimportant Important Important 

18. Thinking about your past experiences with Counselling Services, please rate the 
following aspects of Counselhg Services by choosing either Not at ai i  Helpful; 
Somewhat Helpfbl; HelpM; Very Helpful; or N/A (not applicable). 

Not at 
d Somewhat  ver^ 

Helpful Helpful HelpN Helpfid NIA 

The overall services provided by the 
Counsellors 

Help with your particular issue 

The secretariedfiont desk staff 

Academic assistance received 

Tutoring program 

Help with program stress 

Help with test anxiety 

Help with time management 

Help with personal stress 

Financial advising / concems 

Help with social difnculties 

Adjustment to college Life 



Not at 
au 

Helpfid 
Somewhat 

Helpful 

Help with family issues that may be 
interferhg with rny studies 

Help with improving study SUS 

Re-thinking present codcareer 
choices 

Student Success Sessions (on topics 
including Stress Management, Test 
Anxiety, Budgeting, Study Skilis, 
etc,) 

Discussing special needs with a 
counsellor 

Help with self-esteem issues 

Help to cope with Depression 

Assistance in deciding which 
program was right for me 

Help with Program Modifications 
(Le., reduced course load, change of 
pro-, etc.) 

19. Which of the following services should be offered .... ? 
(Please respond to each) 

Career Information 

Hel p with Crisis Management 

Crisis Management Hotline 

Peer Tutoring 

Family Counselling 

Long-Tenn Individual Counselling 



Help with Study Skills 

Help with Test AnxiAnxiety 

Time Management 

Full Time Job Placement Services 

More Cornputers on Site for Electronic Job Searches 

HeIp Determining Areas of Career Interest 

Special Needs Assistance (PhysicaI a d o r  Learning Disabilities) 

Grief Counselling 

Financiai Counsellhg 

Accornmodating outside referrals 

How long did you have to wait to see a counsellor ? 
-.....-..A same day 

0 .....,,., B next day 
0 .....,,.. C. within a week 
0 .....,... D longer han a week 

Counselling Staff 

2 1. How do you feel you were treated when you first came into Counselling Services ? 

22. With res~ect to vour visit: 

a. Did the CounseItor make you feei comfortable before your session(s) ? 

b. Did the Counsellor make you feel comfortable d u h g  your session(s) ? 

c, Did the Counsellor make ynu feel comfortable after your session(s) ? 

d, Did the counsellor remain objective during your session(s) ? 

YES NO 



Was the arnount of time that you could spend with the counsellor adequate to 
meet your needs ? 

Did the counsellor seem to understand your presenting problem/inquiry ? 

Did the counsellor act in a professional manner ? 

Did the counsellot explain issues of confidentiality during sessions with you ? 

Was the counsellor well informed about current college services, policies, and 
procedures ? 

1 became more confiised than 1 was before 1 went for counselling. 

Did the counsellor Iisten attentively to you ? 

Did the counseilor make every reasonabie effort to assist you ? 

Did counselling help you to deal more effectivew with your concems ? 

Would you recornmend Counselling Services to your fiiends ? 

Based on your expenence, if you needed fùrther counselling would you rehirn 
to Counselling Services ? 

A - 8  

YES 

O 

a 

n 

O 

O 

O 

O 

0: 

ul 

O 

O 

With respect to the physical environment of the Student Service office(s): 

Was the Student Services oEce dificult to find ? 

Were there enough resources available on site ? 

Were seating arrangements satisfactoy and comforting in the waiting area ? 

Were seating arrangements satisfactory and comforting in the counseltor's 
office ? 

Were noise levels outside the ofice a distraction during sessions ? 

Was the quality of lighting suitable within the counsellor's office ? 

Was the quality of air ventilation suitable within the counsellor's oEce ? 

Was the temperature in the counsellor's office suitable ? 

YES 

O 

O 

O 

O 

O 

O 

O 

a 



24. Did you know that .... ? 

Throughout the semester Student Success Sessions on topics including Stress 
Management, Test Anxiety, Budgeting, Study Skills, etc., are offered FREE of 
charge to College of the North Atlantic students ? 

Tutors are usuaily senior students or program graduates and MUST be 
recommended by the course lnstructor ? 

Contracts are signed between the student Mor, the student, and the Student 
Services Division prior to tutorkg ? 

Tutors are fiee and avaiiabIe to A L  students through Counselling Services ? 
(up to a maximum of 8 hours per semester) 

Group tutoring is available ? 

Program accommodations can be requested for students with documented 
leaming disabilities ? 

Outside referrals can be made ? 

St. John's District has a Learning Disabilities Specialist on staff? 

YES 

O 

u 

O 

O 

cl 

O 

13 

D 

COMMENTS - VOlCE YOUR IDEAS !! 

25. Do you have any suggestions on how we can improve our present services to you 
during your studies here at The Coliege of the North Atlantic ?? 

THIS COMPLETES THE SURVEY- THANK-YOU FORYOUR 
TIME AND COOPERATION. 

Please return this questionnaire to your Instnictor when you have 

u completed it. 



SECTION III 
TO BE COMPLtTtD BY THOSE STUDENTS WHO HAVE NOT USED 1 

COUNSELLING SERVICES 

I have used counselling services in the past because: (E'lease check ALL that appiy) 

Lack of information / unaware 
I didn't have the time 
I didn't want people to know that 1 needed heIp for something 
(confïdentiality) 
Everythhg is going fme in my We and at college 
Perceived cost 
Misunderstandings about quality of assistance offered 
Only people with "seriousn problems use counselling services 
Counsellors were too busy to fit me in 
Other (please explain) 

How important would the foltowing Counselling Services be to you ? 

Somewhat 
Unimportant 

Sornewhat 
Important Receiving information about 

Job OptionsEutures 

Determining My Intetests 

ColIege Regulations 

Career Guidance 

Personal Counselling 

Time Management 

Crisis Resolution 

Coping with Anxiety 

Coping with Depression 

DeaIing with marital conflict 

Generai Stress 

SelfiEsteem Issues 

Assertiveness Training 

Unimportant Important 



Academ ic Assistance 

Becoming a Tutor 

Receiving tutoring 

Student Success Sessions (on topics 
inciuding Stress Management, Test 
Anxiety, Budgeting, Study Skills, 
etc,) 

Other 

Student Aid Information 

Job Placement Services 

Somewhat Somewhat 
Unimportant Important Important 

28. Did ~ o u  know tbat .... 

Throughout the semester Student Success Sessions on topics including Stress 
Management, Test Amie@, Budgeting, Study Skills, etc., are offered FREE of  
charge to College of the North Atlantic students ? 

Tutors are usually senior students or  program graduates and MUST be 
recommended by the course instructor ? 

Contracts are signed between the student tutor, the student, and the Student 
Services Division prior to tutonng ? 

Tuton are free and available to ALL students through Counselling Services ? 
(up to a maximum of 8 hours per semester) 

Group tutoring is available ? 

Program accommodations can be requested for students with documented 
learning disabilities ? 

Outside referrals can be made ? 

St. John's District has a Learning Disabilities Specialist on &? 

YES NO 



COMMENTS - VOlCE YOUR IDEAS !! 

29. Any suggestions for improving counselling services ? 

THIS COMPLETES THE SURVEY. 
THANK-YOU FOR YOUR TTME AND COOPERATION, 

PIease return this questionnaire to your Instnictor when you have completed it- 



APPENDIX B 
Demographic Information 



Table B 1 : Samde comwsition based on camus. 

Prince P W p  Drive 272 54.5 

Enginee~g Technology Centre 169 33 -9 

Topsail Road 58 11.6 

Table B2: Gender distribution. 

Gender f % 

Maie 

Female 
ppp 

Note. 3 students did not respond- - 

Table B3 : Age distribution. 

2 1 -24 

25-29 

Over 29 
Note. 3 students did not respond- - 



Table B4: Reeistration status- 

Full Time (Mt hrs) 493 99.8 

Part T m e  (1 8- hrs) 1 02 
-- - -- 

Note- 5 midents did not -nd. - 

Table BS (continueci) f YO 

Business Management Accounting 

Business Management HRD 

Business Management Marketing 

Graphic Arts Printing 

Graphic Arts Design 

Office Administration Information Processing 

Office Administration Executive Option 

Office Administration Legd Option 

Office Administration Medical Option 

Computer Studies 

Community Recreation Leadership 

Computer Support Speciaiist 3 

Computer Support Specialist 4 

Computer Support Specialist 5 

Micro Computer Specialist 

Early Childhood Education 

instrumentation 



Table B5 (continued) f % 

Communications 

Integrated Information Systems 

Architectural Enginee~g 

CiviL Engineering 

Geomatics Engineering 

Mechanid Engineering - Power 

Mechanical Engineering - ManufacRrring 

Electncal Engineering Technology 

Auto Technology 

Petroleum Engineering 

Respiratory 

Medical Radiography 

Medical Laboratory Sciences 

Food Senlce & Nutrition Management 15 3.0 

Totals 499 100.0 

Table B6: Number of months enrolled at the Colleze of the North Atlantic. 

Length of tirne f YO 

Less than 12 months 91 18.2 

13-18 months 352 70.5 

More than 18 months 56 11.3 



Table B7: Promm areas surveved. 

Pro- f YO 

Engineering Technology 202 41 -6 

Business 167 34-4 

Community and Applied Arts 74 15.2 

Medicai Sciences 43 8.8 
Note, 13 students did not respond- - 

Table B8: Reasons for attendinrr the Colleee of the North Atlantic- 

Reasons f % 

Vocational certificate / diploma / apprenticeship 276 55.6 

Improve present job skills or acquire skills for a new job 133 26.7 

Eam tramfer credits for another program or university 48 9.7 

Note. 3 students did not respond. - 

Table B9: Identification of mecial need. 

S~eciaf need identified f % 

Yes 14 2.8 
Note. 6 students did not respond. - 



Table B 1 O: Marital status- 

Marital status f YO 

Single 395 80.1 

Common Law 39 7.9 

Divorced 6 

- - --- 

Note- 6 students did not respond. 

TabIe B 1 1 : Number of de-pendents. 

Number of Dependants f YO 

1 or More 91 18.5 
Note, 7 students did not respond. - 

Table B 12: Remrted fieauencv of student em~lovment in hours ber week. 

Hours / week employed f YO 

Less than 5 hours 

5- 14 ~ O W  

15-24  ho^ 

Over 25 hours 18 3.6 
-- - 

Note, 4 students did not respond. - 



Table B 1 3 : Re~orted annual incorne range- 

Note. 15 students did not respond. - 

Table B 14: Remrted Grade Point Average. 

GPA f Yo 

3.00 or higher 

2.99 or lower 
Note. 13 students did not respond- - 



APPENDIX C 
Student Comments 



Table C 1 : Other reasons offered for attendinn the Collene of the North Atlantic 

- To get EI extended 
- Educational Leave 
- To get papers saying 1 can do what 1 

already know how to do 
- laid offfiorn a job 
- to h d  work in an interesting area 
- to help me get into another course 
- Co-op education 

- Fast 
- receive dipioma and have an option to 

complete a degree (out of province) 
- work chances better 
- parents made me 
- to be the best 
- needed to do sornething - not surp what 
so 1 chose Cabot 

Table C2: General nature of visit to Counselline Services - Other 

- - 

- to see if 1 shouid enroU - HRDC 
- to get help determining GPA 

Table C3 : Exdanation for coincidental awareness of Counsellina Services 

- seen the room in the Hall - 1 know one o f  the counseiiors 



Table C4: Student r m n s e s  to the auestion 'Wow did vou feel vou were treated when 
you first came hto Counselline Services?" 

Okay/good/ well 
- ok, but session of no benefit 
- good 
- 1 was treated weU. The counseilor listeneci to my problem and then helped me 
decide the best way to solve or deal with the problem. 

- Fine - They were helpful with what 1 needed 
- adeqyately 
- fine 

Very WeW Vey GooWery Helpfril 
- very well 
- "like gold by Diane WheIan - she's a sweetheart - give her a raise !" 
- very good. 
- pretty good 
- very helpfûi 

Quickly & efficiently / Excellent 
- quickly & efficiently with respect to my needs 
- Excellent 
- problem addressed and dealt with immediately 
- great 

Friendiy / Knowledgeable 
- Friendly staffwho try tu do their best to accommodate students to the best of 
thek ability. But uaderstafFed 
- Friendly & Knowledgeable 
- informative 
- politely 

Res pectfiilly 
- respectfiilly with concem 
- counsellor was considerate and kind 
- with respect 
- Fairly 

Cornfortable 
- 1 felt comfortable & at ease 
- 1 was put at ease 
- welcomed 
- comfortable environment 



Student Loans (Positive) 
- appropriate help given inimediately before the issue became a problem- 
- very helpful, NEIL showed me m u n d  the campus personally which was ni- 
- 1 attended MUN in the past and Cabot out does it. The staffis much more 
helpfbl and easier to confiont and are excellent at explaining the loan process. 

Like a Person 
- like a peson and not a number like some student services 
- the way a person shouid be 

Counsellors were attentive/ Interested 
- pIeased with their attention to issues 
- caring & understanding 
- interested in what I had to say 
- took time to listen and give feedback 
- given a great deal of attention 

Important 
- Important 
- like my situation was important 

Great - iike one of the famm 

Getting the Rua-around 
- 1 just felt that 1 kept getting referred to someone else os told that they never 

had the right answers 



Table C5: Students comments and suggestions for imarovement. 

Awa reness : 
- Pubüsh a newsletter highlighting ai l  hctions responsibilities of student 
services. 

- Scholarship information aeededr many times they are there but we aren't aware 
of them. 

- PLA - more information re: previous leaming for exemptions in courses. 
Experience and courses shodd amount for sometbing 

- Info On Caner Opporhinities - pay scales, job funires etc. 

- More awareness of Semices 

Unaware of esisting s e ~ c e s  
- make students more aware 
- let students know about CS through one on one bais or seminar in fïrst year. 
- don't really know about the service to comment 
- ciassroom visits would be good 
- ciassroom visits to talk about work tenns 
- advertize more 
- more information on enrolfment 
- never heard of this the whoie time 1 was here 
- make more visible 
- questionnaUes like this ( M e r s  awareness) 
- 1 am a tutor. I have not si@ any contracts. Didn't know 1 had to. 
- make the info in this questionnaire known to students - REALLY known 
- more pronounced way ofpromoting counselling services 
- PA announcements 

Reminder of Counselling Services 
- Verbal Reminder of Counselling Services in classes beginning of second year 

How to make fitudents more aware: 
- I believe conducting this smey gives out all needed information conceming 
services 
- do you expect student's to read ai l  the handouts given in lP yeat ? Put up some 
signs ! 



Resources Needed: 

More job placements for Cmp progmms 

More Inlormation On Program Employabüity Rates 

More Rooms Avriürrble For Tutors 

Cornputer Equipment aeeded (for programs)- the computer equipment and 1ab 
equipment is temble. 

Have More Cornsellors 

Air Quality - air Quality in Iabs poor - very warm 

Recreationai Activitïes - needed at TRC 

Hire more staff - like Neil & Ida 

Better services for OIder students needed 

Crisis management hothe  would be very important 

Career Exploration - more to help students find out what they want to do with 
their He. 

Liaison type work - For issues between the students and the college 

For the Graphie Design Program: - "the number of available computers does 
match the number of students. More computers are needed to aUow us to do our 
work and Mt our fkustrations" 

Job Search Centre 
- For summer jobs / work tenns 
-job search board f employment services 

Extra t h e  needed with hstructors - extra time needed for students to work 
with instnictors Le., math & electronics 



Create Help Centre - create with cornputers accessible d &y long & worbg  
printers 
- t h e  sheet for students to sign up on a specïfic machine 
- This is important because it is very diff?cult to get time diuing school for doing 
assignments on computer 

More Active Role In Job Finding For Graduates 

Provide more help with Student Loan Issues 
- student loam are needed as soon as possible in order to pay rent, food etc., 
- put more emphasis on Student Loans 

Efficient im~rovements - ~ ~ ~ k o r n ~ u t e r  - have a computer there with FAQ on it to save student services 
t h e  for 'real problems' - cut down on wait tirne 

- Year End Seminar Wanted: at the end of Yr. 1, a very detailed seminar should 
have ken  given to help students choose which option in the specific field would 

be best for them 

- HOUR Of Operation - extend hours of operation 

- Contact Names: - a list of contact names and phone numbers might also help 
someone who people assume have no problems at all but is too proud to talk about 
them. 
- have an agenda of who is available and how to h d  them 

- Web page: - a counselling page on the College's website for general questions 
and information 

- More counseUing help h m  Teachers: - teachers should notice when students 
are beginning to buni out and offer some sort of help. 



Other Comments: 

Positive Comments - Satisfactory 
- Doiag weM+ - Service is fine - it is there when needed and NOT forced upon a 

person. 
- doing a fine job ! 

Negative Comments - Fmnt Desk Staff not very pfeasant 
- Waste of time - not needed at any point in m y  Mie 

Student Success Sessions 
- have a Merent time dot on Mondays and Wednesdays for these 
- the stress management session shouid be moved to another time slot 1 wouid 
really like to go but 1 don't want to miss class. 
- Have Student Success Sessions available after class. The last stress management 
session ou .  class couldn't attend because (it) confiicted with our cIass schedule 

-1 wouid love to go but they are during class time So 1 miss out 
- provide sessions outside ofclass time (I wanted to attend but couldn't) 
- schedule more than one 

- More Tutorhg Hours Needed - Eight is insufficient 

- More Tutors Needed - Particularly for Accounting II 

- Tutor assistance - get counsdors to get tutors for us ... not just give names to 
c d  (give us that option). 



Table C6: Other reasons 'T have not used CounselIine Services in the mst because ..." 
~~~~~ 

- Work load too great to take the  to see a counseiior 
- Didn't get around to it 
- Never Bother 
- Haven't been here very long at this campus, may get a chem tutor. 

- Went to family & ffiends whenever help was needed 
- Rather talk to f5ends than strangers 
- 1 like to ded with things on my own 
- 1 can ceaaioly hande dI my p e ~ d  problems by myseK If not, I do anyway. 

- Didn't know exactly who to go to with my problems 
- Did not know about different types of counselling offered 

- Didn't have any reason to but 1 wouldn't Say everything is gohg fine 
- Do not need counselling 
- Not reaUy interested 
- I just don? waat to go 
- Useless 

- I assume a run-arouad and B.S. like the registrar' s office, so 1 don' t bother with any 
of the services tfiat COLLEGE OF THE NORTH ATLANTIC has to offer ! 

- Everything was going fine before teachers didn't have a clue how to teach relateci 
subjects. 

- Why bother cornplain about something ifd the hot shots at outer ndge road are 
afkaid to make a change in fear of losing their jobs ? 



APPEMIIX D: 
College Consent Form 



COLLEGE CONSENT FORM 

Dear 

My name is Andrew Smith and I am a graduate student in the Faculty of Education, Memoriai 
University ofNewfoundland. in September of 1997 1 am beginning an inteniship at the College of the North 
Atlantic - District 7, as a partial fiilfhent of die Masters of EducatZon Dcgree- Mr- John Harnett, Ms. Brenda 
Newhook, & Mr- David Touchings have agreed to act as my field ~ u p e ~ s o r s  and Dr's Denis Sharpe & 
Norman Garlie have agreed to CO-supervise on behaifof the Faculty of Education, 

During the internship 1 wiil be conduchg research directly related to my program- The objective of 
the research is to gather and analyse data specifically related to sardent &--on and use of Counselhg 
Services at the College of the North Atlantic- The m e y  shaU a d b  the following questions: 

1, To what extent are students aware of ail services provîded by Counseiiing S e ~ k e s  ? 
2, How sacisned are the secoad year students with sclectïve aspects of their counselling experiences ? 
3. What are the anticipated needs of those students who have not used Counselling Services at the 

college? 
4. 1s the perception and utiiization ofCounselling Senhs hfluenced by selected demographic factors? 

I am interested only in obmining some ofthe students' general background demographic information, 
and their opinion of theu level of satisfaction with CounseIlùig Services- 1 am tequesting of the participants 
that they do not reveaI their identity anywhere on the survey instrument, This is to fûrther ensure that al1 data 
collected in this study will be strictly confidential and that at no time will any individual be identified. Al1 
raw data collected duchg the course of this snidy will be destroyed upon completion of the study- This study 
may involve ùistnictor cooperation and wilI take approximately 15 minutes of classroom instructional time to 
complete- 

I am requesting your permission to conduct a survey ofselected second year students during themonth 
of September- This information is very relevant to the college bccause it may aid in better understandimg the 
curent relationship between the students, their ne&, and the qualÏty of the servîtes pmvided by Counselling 
Services, Through such an analysis and consultation with the counselling team, it is hoped that strengths will 
be commended and limitations will be identified and addressed 

This study has received the approval of the Faculty of Education's Ethics Review Cornmittee. The 
results of this research will be made available to you upon request- 

If you are in agreement with this request, please sign below- lf you have any questions or concerns, 
please do not hesitate to contact me at 722-7890. If, at any tirne you wish to speak to a resource person not 
associated with the study, please contact Dr- Phiiips, Associate Dean, R e s m h  & Development, niank you 
for your consideration of this request. 

Sincerely, 
Andrew Smith 

*********************************************************************************** 
1 hereby allow to conduct a survey 
investigating student satisfaction with Counselling Services at the College of the North Atlantic - District 7. 
1 understand that a11 information is strictiy confidential and no individual will be identified, 

Simature: 
Date: 




