Customer Satisfaction Analysis: 
This was a multi-step process that was conducted in two phases (May-June 2008) and (September-October 2009).  The first phase focused on talking with students from the FEMBA 8 and 9 cohorts and a survey for the two cohorts.  This laid the groundwork for identification of the strengths and weaknesses of the FEMBA program as well as ideas for improvements.  This is an on-going effort which will continue with focus groups and surveys of our AMBA and evening MBA alumni and current students.  

Phase 1:  Identify the problems, strengths, and weaknesses of the FEMBA program:

1. Focus group with five FEMBA 9 students.
2. Focus group with four FEMBA 8 students.

3. Email open-ended Q&A with two FEMBA 9 students.

4. Entire FEMBA 8 cohort put together a detailed analysis of the FEMBA program including ideas and recommendations on how to improve the program.

5. Survey of all FEMBA 8 and 9 students.

Results from the survey:
· Biggest competitors: CSUF, Pepperdine, UCLA, UCI, USC.

· Most important attributes of FEMBA program: 

· Convenient location (M=4.19)

· AACSB accreditation (M=4.57)

· Good value (M=4.27)

· Most important factors that FEMBA students want in a professor:

· Faculty that are passionate about what they teach.

· Faculty that are knowledgeable and up-do-date in their topic areas.

· Faculty that are able to communicate effectively in the class room.

· Most important factors that FEMBA students want in a good course:

· Relevant to real business

· Current and up-to-date topics

· Learn how to solve business problems

· Challenging to students

· Well organized

· What FEMBA students are satisfied with (highest rating was 4 out of 5 & this was for two attributes.  All others were in the 2-3 range):

· Tuition & fees (M=3.6)

· Academic ability of fellow students (M=3.8)

· Diligence of fellow students (M=3.8)

· Maturity of fellow students (M=4.0)

· Class Size (M=4.0)

· MBA Office (M=3.8)

· What should the FEMBA program have to make it better MBA experience:

· Study abroad program

· Career/placement program

· Real world, relevant topics/curriculum 

· Relationships with businesses/industry network – this would help with placement

· Faculty that want to teach and know how to teach

· Faculty that use up-to-date material in classes, know what is going on in the business world.

· Integrate FEMBA students in with the other MBA students especially for social/networking events.

Results from focus group and email Q&A:
· Weaknesses with Program Implementation:
· Outdated material taught in some courses: with the same material used year and year – no updating or outdated cases that do not fit the current business environment. Some courses were just irrelevant and outdated and should not be part of the program. For example, “… having an IT course with a professor that teaches you about an old irrelevant program is not useful …”.

· Lack of coordination among faculty:  redundancies across courses – faculty do not communicate with each other and students get the same material in numerous courses.  This affects material taught in course sequences.  When this is brought up the faculty seem to have no idea what other faculty are teaching and they don’t seem to care.

· Lack of relevant electives: that fit needs of students and can be delivered using the capabilities of faculty that should be teaching us. Electives seem to be based on the interests of faculty that should not be allowed to teach. 

· Lack of planning for the entire program:  courses, faculty, and books are not available until the last minute.  The set of courses are not building blocks that build upon each other but are a set of somewhat disparate courses that do not prepare us to successfully analyze a company or business problems or develop a business plan in the capstone course.

· Quality of faculty teaching in the program:  faculty that are not prepared to teach and some do not teach, use of outdated material, disorganized, lack a realistic expectation of what students can do (either too high or too low), ignorant as to what the program includes and what classes students have already taken (it is a lock-step program), too much abstract theory and not enough applications to current business problems, testing us at the level of undergraduate students and not working graduate students, etc. Most MBA Programs put their best and brightest to teach but it seems like it is the opposite with this program.

A representative statement by one of our MBA students: “Let’s just say that my XX professor was not only disorganized, but complained about having to teach, and didn’t bring any extra value other than the textbook.”

· Course sequences: There is a lack of coordination between faculty – faculty don’t know what courses are taught before and after their respective course.  This results in redundancies and confusion because foundation concepts have not been taught, etc.
· A need to focus on relevant and up-to-date business problems: with topics and materials building on previous material and not redundant information or topics. The problem is it requires faculty to talk to each other and students believe that is not happening in the MBA program.
· No outside speakers:  a lack of integrating business people into the program so that we can get doses of real business world experiences and learning.
· Courses/topics lacking in the program:  “Being Green” and understanding the environment (sustainability), global organization, entrepreneurship, doing business plans with real companies, financial and accounting issues affecting the economy, current business problems.
· Some students didn’t take 500-level courses:  and they should have because they impact the level of the courses, the discussion in and out of the class, and their contribution to the overall program. They drag the entire program down.
· If incoming students have deficiencies:  let students know what their deficiencies are and ways to take care of the deficiencies prior to the start of the program. Students in one cohort started out as 26 and ended up 16 with the belief that the 10 that dropped out should have never been admitted.  Strong belief among the students that the reputation of the program would be better if the program were smaller but had higher admissions standards than the other way around (quality over quantity).
· Need an overseas portion to the program:  every other program has this and we are really missing out.  If we want to go overseas we have to go with a bunch of undergraduate students – not the same thing!  If students know up front that there will be an overseas portion to the program, they will plan for it both fiscally and with their job and family.  Ideas on an optimal study abroad program: spend 6-8 weeks learning about international business and then 2 weeks on a tour of companies and meet with MBA students in other countries.
· Need refresher courses/resources:  courses that could be taken online prior to beginning of program and then use these resources during the program to refer to and get help.  These are the online Toolboxes that we are considering using… 
· Longer orientation with real value:  2-3 day offsite, tour of library, campus, learn more about resources of campus, short simulations, team building exercises, case study method, and many other ideas – just look at what other programs are doing.
· If you address all these problems FEMBA could charge $40-$50,000 per person and still have a great value! This was the consensus among the FEMBA 9 focus group and email participants.
Note: This listing is based on the focus groups and the surveys that were conducted over two years.  
Phase 2:  Identify what FEMBA alums, current students, and prospective students view as an optimal program re-design. 
6. Focus group with 4 FEMBA 8 and 9 alumni – first focus group was run on Oct. 17 – tapes being transcribed.

7. Email open-ended Q&A with FEMBA 8 and 9 students – sent out on Oct. 25 and should have results written up by Nov. 15th.

8. Focus group with FEMBA 8 and FEMBA 9 alumni – Nov. 5

9. Focus group with prospective students during an Information Session – will be held on Nov. 4 and Dec. 5th.  Tapes will be transcribed after both sessions.

10. Focus group with FEMBA 10 students – will be done in beginning of December 

This is on-going and all the results for input into possible changes to the structure of the FEMBA program as well as the curriculum should be done by December 15th.  A report will be written up and shared with the CBA to help in the next phase of the MBA Revitalization effort.

