
UCCS CUSP Submissions 

SHARED SURVEY DESIGN SERVICE (2013 CUSP Submission) – Submitted by Dr. Robyn Marschke, 

Director, Dr. Wendi Clouse, Senior Analyst, and Janet Van Kampen, Analyst, Institutional Research Office, 

The Office of Institutional Research (OIR) uses their subscription to an online survey program called 

Qualtrics to administer surveys on behalf of other UCCS offices. By offering their expertise with survey 

design and methodology, analysis and reporting, FERPA and IRB related concerns, and by providing 

contact information for potential respondents, OIR improves campus efficiency and saves time and 

money. They are able to build and distribute a customized survey in just a few hours, allowing for 

immediate application of results to encourage data-driven decision-making. Users of this service saved 

time by not having to research a wide variety of online survey programs, train employees how to 

manage these programs, and develop their own questionnaires. This approach also saves money, as the 

campus units need not pay for the group’s labor, subscription fees, or other costs associated with 

administering a survey; the office offers their services free of charge to all campus offices. 

Since 2010, the office has conducted over 100 surveys and collected information from 16,000 

respondents. Even with a conservative estimate of $5 per respondent, they estimate they have saved 

the university at least $80,000, and possibly as much as $250,000, in potential survey costs.  

LABORATORY REGISTRATION PROGRAM (2013 CUSP Submission) - Submitted by Cynthia Norton and 

Ron Honn, Environmental Health and Safety 

The Laboratory Registration Program was implemented as a process whereby Environmental Health and 

Safety (EHS) supervisors could collect and maintain information about the various laboratories on 

campus, especially any areas where there are chemical or physical hazards. Principal Investigators or 

departmental lab managers were provided with an electronic registration form to complete as well as an 

electronic chemical inventory form. Once completed, the forms were submitted electronically to EHS. 

The information on the registration form was then reviewed, clarified as needed and transferred to an 

Access database. This benefits the university by providing a centralized data source for critical 

information, including: 

•  Emergency contact information, that can be readily provided to campus or community emergency 

responders or used in the event of power outages or other lab emergencies. 

• Lists of individuals (faculty, staff, student and volunteers) working in the labs; these lists can then be 

utilized to establish and track training requirements for these people. 



• Information on hazardous materials stored in the labs; EHS may use this information to recommend 

that the laboratory establish additional safety protocols.  

 

Historically PIs and lab managers were asked for the same information from multiple sources. Now the 

PIs/lab managers complete the form only once (information is updated annually). In the event of an 

emergency, the collected information provides a one-stop source for information on lab operations and 

hazards present. It provides identification and tracking mechanisms for personnel involved in lab 

operations. Finally, it allows EHS to focus its attention on those areas that pose the most risk for the 

university. 

  

Customer Service Training Program (2012 CUSP Winner) - Submitted by: Tamara Moore, Executive 

Director,Auxiliary Marketing,UCCS 

Developed by Susan Szpyrka, Senior Associate Vice Chancellor of Administration and Finance,Tamara 

Moore, Executive Director of Auxiliary Services Marketing, and Gary Reynolds, Executive Director of 

Facilities Services, this training program takes a more insightful and engaging approach to typical 

internal and external customer service training. Participants are asked to consider how trust, self-

awareness, mindfulness and communication styles affect the customer experience. The age-old 

question, “Are students customers?” is debated and the model of “Students as Patrons” is presented for 

consideration. Some elements of Disney Service Excellence and Steven Covey’s work are incorporated 

into this interactive training along with additional, original material. 

The program offers simple, impactful, easy-to-remember concepts to improve the service delivery 

environment at the University. The training is successful because the focus is on self-awareness and how 

individual attitudes, initiatives and trust can lead to improved team and organizational performance.  

Developed as a training tool for UCCS org units, the course’s popularity spread quickly, and it has since 

been presented on other campuses and at system administration. 

 


