
UNIVERSITY TASK FORCE ON USER FRIENDLINESS 
FINAL REPORT 

I. Charqe and composition of Task Force 

The Task Force was constituted and received its charge from the 
Senate Consultative Committee. The charge was threefold: 

to operationally define the major elements of user
friendliness at the University of Minnesota; 

to describe the strengths and weaknesses of user
friendliness on the Twin Cities campus, with special 
focus on the problems that impede user-friendliness as 
they affect the University's consumer, including 
students, staff and faculty; and 

• to suggest one or more solutions to each of the 
problems defined above. 

Membership of the Task Force was deliberately drawn from a wide 
variety of groups and constituencies: representation was sought 
from the graduate and undergraduate student governance 
organizations, from the representative councils and committees 
for civil service employees, Professional and Academic employees, 
the three unions represented on campus, administrative staff, and 
faculty. The wide span of representation was critical to the 
work of the Task Force. 

II. Workinq definition of User-Friendliness 

Making the University user friendly means creating and sustaining 
both a general atmosphere and personal attitudes at all levels of 
contact with University clients that are welcoming, inviting, 
helpful, and caring, and that make all University functions as 
simple, efficient and flexible as possible, while maintaining 
high standards of excellence in performance and education. These 
qualities should pervade the University in all areas of its 
mission: teaching, research, and outreach. 

III. User-Friendliness in the context of the University 2000 
initiative 

User-friendliness has been identified as one of the five 
strategic directions proposed in the University 2000 (U2000) 
proposal. It is the position of the Task Force that the concept 
of user-friendliness is not one that is amenable to isolated 
analysis and planning. It is embedded in the operation and 
function of the University. Each of the other four strategic 
directions must incorporate concepts of user-friendliness in its 
proposed initiatives, and all other functions of the University 
must be examined to maximize user-friendliness. Conversely, to 
isolate user-friendliness from the other four strategic 
directions is to reify and detach it from the contexts which give 
it meaning. 

Report of the Task Force on User-Friendliness June 2, 1994 



Allocating resources without regard to the impact on campus 
climate and user-friendliness simply recreates the situation in 
which the University of Minnesota finds itself now: a divided 
institution with little regard for the links between the 
component parts that create the environment in which members of 
the community live, work, and learn. 

IV. Maintenance and monitoring 

User-friendliness is not a static idea, but a dynamic one which 
requires not only initial support and training, but ongoing 
review and maintenance at all levels of the University. 

v. Work to date by the Task Force 

After a broad-ranging discussion of the areas in which there are 
problems with user-friendliness from the perspective of each 
member, the Task Force decided to divide into three subgroups to 
better examine issues that are urgent and essential to the 
improvement and enhancement of user-friendliness in the campus 
climate. These subgroups reflect an attempt to cover a very wide 
range of issues and concerns, while permitting a focus that would 
allow some depth of discussion and analysis. A brief synopsis of 
each of the subgroups and preliminary recommendations, which 
should be regarded as potential first steps to be adopted, 
follows: 

• Academic Progress 

The goal of this group was to identify barriers to academic 
progress for students (primarily undergraduates), and to suggest 
some mechanisms to facilitate academic progress. The group 
decided to focus on six recommendations which do not of 
themselves address some of the deep underlying concerns in this 
area, such as the fact that in some programs there are 
insufficient classes to accomodate the need. By taking on 
smaller projects, however, it was felt that some immediate 
successes could be gained, and a deeper understanding of what is 
needed to address thornier questions can be gained. In addition, 
committing even small amounts of resources to address these 
issues would demonstrate a good faith effort on the part of the 
institution that might carry over into efforts to address other 
issues. A fuller description of each of these suggestions is 
contained in the first appendix to this report. 

This subgroup has identified six "tip of the iceberg" projects 
that should be enacted with minimal effort and little to no 
expenditure of resources. These are (in outline format): 

• 
• 

• 

• 

Student expectations for course information 
Common office hours on the Twin Cities campus 
User-friendliness refund pool 
Consolidation of financial holds 
Parking for prospective students 
Customer service cards 
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• Human Resources and Information systems 

The goal of this group was to examine issues related to human 
resources, and the uses of information in the performance on job
related tasks on the Twin Cities campus. This is a very broad 
area to address, and the needs in this area are many and varied. 
One of the frequently voiced concerns for this group is the 
problem of poor morale on the part of many groups of employees of 
the University. The approach taken by this subgroup was to 
delineate some principles that could be operationalized and 
applied to various work settings to improve the climate and 
morale of employees in those settings. Fuller descriptions of 
each point are given in the second appendix. 

This subgroup has identified six principles that, if incorporated 
into the planning and delivery of human resources on the Twin 
Cities campus, would substantially improve the work environment 
for employees of the University and make the delivery of services 
more efficient and effective: 

• Training for management that is based on creating a 
service oriented structure in all units 
Regular feedback to management and staff on service 
performance 
Flexibility maintained in the workplace 

• Information that is readily available in many forms 
• Continual review of administrative forms and procedures 
• An environment for work that is safe and functional for 

everyone 

Physical Plant and Transportation 

The motivation for forming this group came out of concerns which 
were voiced in two different areas. The first was a concern 
about parking and all forms of transportation to and around the 
campuses. The second was a concern about physical space and 
facilities and their impact on campus climate and user
friendliness. Initially these appeared to be completely separate 
and disparate issues. However, as discussion continued, they 
came to be seen as overlapping in many respects. More 
information about each of the points is given in the third 
appendix. 

This subgroup focused on addressing three very basic questions 
with respect to the user-friendliness of the physical plant and 
transit systems to and around the University, and has three 
recommendations emerging from its work to date: 

Critical need for improved directional information 
Need for the University to establish a clear vision for 
transit services 
Improving lounge and gathering space in buildings on 
campus 
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Recommendations to the Senate consultative Committee 

The first set of recommendations is given in each of the subgroup 
discussions above; it is the advice of the Task Force that in 
each of the areas addressed, completion of projects such as those 
recommended, or implementation of principles, such as the work 
place principles recommended in the Human Resource subgroup 
report, will begin the process of improving the campus climate 
and increasing the user-friendliness of the institution. 

The second recommendation is that the Senate Consultative 
Committee establish mechanism or group to monitor, review and 
make recommendations across the spectrum of activities and units 
of the campus on an ongoing basis. Without some form of 
continuing review and monitoring, the impetus to improve user
friendliness provided by the University 2000 initiative is likely 
to be lost. Improving user-friendliness is a continuous process 
that will not occur without some infusion of energy and 
attention. One potential mechanism is a Council on User
Friendliness (or Customer Service) that would report to the 
Senate Consultative Committee on a regular basis. It is the 
opinion of the members of this Task Force that the composition of 
such a Council should be at least as broad as that of the Task 
Force; this was a key component to the effective functioning of 
the Task Force and its ability to maintain a broad perspective. 
It is critical that it be maintained. 
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Appendix A: Report of the Academic Progress subgroup 

student expectations for course information 
One of the rights of all students is to receive a course outline, 
grading structure and syllabus during the first week of class. 
The Ombuds Office reports student complaints are high regarding 
little or no class information. To remind students of their 
rights, and announcement will be placed in the Daily and in the 
first pages of the quarter schedule from the Senior Vice 
President for Academic Affairs including the statement that if a 
student has not received a syllabus by the end of the first week 
of class, they should contact the college dean or the Vice 
President's office. 

common office hours on the Twin Cities campus 
To assist students, staff, faculty and visitors, the offices of 
the major administrative offices, service departments and college 
personnel offices will adopt common hours: 8:00 am to 6:00 pm on 
Mondays, 8:00 am to 4:30 pm on Tuesday through Friday. Lunch 
hours should be staffed during the school year. These offices 
would include: 

College administrative offices 
Financial Aid 
Boynton Health Center 
Bookstores 

User-friendliness refund pool 

Admissions 
Student Accounts Receivable 
Bursars Office 
(Others to be added) 

A pot of money should be set aside annually for major 
administrative offices which deal with students and college 
student personnel offices to use when students have spent money 
needlessly in an effort to get service. Staff could be 
authorized to refund expenses to studetns on an exceptions basis. 
Example: Student is told to come to campus on a day prior to 
start of fall quarter to obtain a certain service. Student 
drives in from Litchfield and discovers that the service is not 
available. Since the University made a mistake, a staff member 
could volunteer to cover parking andjor mileage costs for the 
student. 

one financial hold 
Consolidate all financial holds (about 75 types currently exist) 
in one with one clearance address, Student Accounts Receivable. 
Raise the minimum dollar amount for a registration hold to $100 
from $25. Centralizing holds would mean that all obligations 
would appear on statements, so that students know about holds. 
It would mean that they would only have to visit one location to 
clear up all obligations (reducing run-around) . This should 
facilitate registration, since student Accounts Receivable would 
clear the holds on-line immediately when they were taken care of. 

Parking for prospective students 
The Twin Cities campus should reserve five spaces on the st. Paul 
campus and twenty-five spaces on the Minneapolis campus for 
prospective students who visit the University. The lack of 
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available, convenient parking often creates a negative impression 
for visitors even before they meet with University officials. It 
is imperative that the campus facilitate campus visits, and 
parking is a crucial element in this. 

The reserved parking should be provided in an area close to the 
Office of Admissions in Williamson Hall on the Minneapolis and 
close to Coffey Hall on the St. Paul campus. Parking validations 
will be issued by visitor center staff on the Minneapolis and St. 
Paul campuses. The University will provide the visitors who park 
in the reserved space with a reduced parking rate. 

customer service cards 
To enable visitors, current students and other customers of the 
University to provide feedback on the service they receive from 
various campus offices, a uniform customer service care will be 
developed for use in all administrative offices. The offices 
include student service units as well as academic offices. 

Persons who complete a customer service card will be able to drop 
the card in a convenient drop box or mail it postage paid. One 
unit on campus should be responsible for the following: 

• If the respondent indicates a problem, a copy of the 
card should be referred to the appropriate person for 
follow-up. The respondent will be notified in writing 
regarding the name and telephone number of the person 
the concern was referred to with a note that if they do 
not hear from that individual within ten days, to 
contact the central customer service unit for 
appropriate follow-up. 

The unit will periodically do computer-tabulated 
ratings of the customer service forms received for the 
various campus units. This will be helpful to both the 
director of that unit and central administration in 
recognizing those units that provide outstanding 
service, and assisting units that need improvement. 

The customer service unit should work closely with the campus 
ombuds person to ensure that the public's concerns are addressed. 
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Appendix B: 

Staff need: 

Report of the Human Resource and Information 
systems subgroup 

Management that is service oriented. Supervision should 
encourage and reward effort to deliver high quality "customer 
service". A customer can be any person needing a "product" of 
the unit; that might be access to a course, advising about a 
program, counseling for personal problems, financial aid, etc. 

Regular feedback on service performance. To improve services to 
"customers", units must have regular feedback from their 
customers as to the quality, efficiency, and effectiveness of 
services or products of the department. This should be done a 
regular basis and the information gained should be acted upon by 
supervisors and administrators. 

Flexibility in the workplace. We want to have employee 
initiative and creativity encouraged; we recommend supervisors 
support employee participation in training activities to 
improvejupgrade job performance. Supervisors, whenever possible, 
should consider advantages of "flex time" schedules which provide 
employees with opportunities to do work and attend to educational 
or personal needs within their work schedules. As the University 
considers class schedules of 6-7 days per week and evening 
offerings, flextime provides one way to manage the staffing 
demands upon offices and departments. 

Information that is readily available. New staff are 
particularly in need of information about the University. 
"Community building" is as important for new staff as it is for 
new students. While there are some common information needs for 
staff and students, there are several employment related matters 
that need to be addressed for new staff. We wish to make maximum 
use of existing information systems, as far as possible. 

Continual review of administrative forms and procedures. 
Objective: to simplify forms and procedures and to shorten the 
"turn around" time between a request and response. 

An environment for work which is safe and functional. The 
environment for work must be safe and functional. Equipment 
should operate properly and with adequate safeguards for the 
health and safety of employees. The environment should also be 
clean and uncrowded, so far as possible. The University is a 
leader in the academic field of cooupational health; we need to 
be a leader in the practice of occupational health as well. 
Employee safety is here interpreted to include the freedom from 
threat from other persons to an emplyee's personal safety and 
well being. 
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Appendix c: Report of the Physical Plant and Transportation 
subgroup 

critical need for improved directional information, including 
signage on city streets, information kiosks, and signage within 
buildings. current signage leaves visitors and even people with 
years of experience on the campus without information about how 
to get from one point to another. This should include 
information from the point of entry into the University, whether 
this is a parking ramp or bus stop, to information outside each 
building to detailed maps within each building to inform the 
visitor about how to reach a specific room or area. 

Need for the University to establish a clear v1s1on for transit 
services, and plan for that vision. currently the University 
does not have a clearly articulated and understood vision for how 
people are expected to travel to and around the campus. This 
leads to ongoing conflict between proponents of a variety of 
modalities. It is essential that the administration adopt a long 
term plan and strategy and articulate it clearly to the entire 
community so that people can plan in rational ways to travel to 
and from the University. 

Improving lounge and gathering space in buildings on campus, 
particularly aimed at facilitating interactions among faculty, 
students, and staff. There is a critical shortage in most 
buildings frequented by students, faculty and staff for common 
lounge and gathering space. Meeting this need would provide 
opportunities for interaction and community building, and would 
also foster activities that would improve academic progress. 

customized maintenance services would allow units to identify 
their most pressing needs for routine maintenance, and improve 
the quality of the work environment. Units should have input 
into decision-making about the maintenance of their environments. 
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