
CLASSROOM ADVISORY SUBCOMMITTEE 
MINUTES OF MEETING 
FEBRUARY 4, 2008 
 
[In these minutes:  Fall 2007 Classroom Survey, Classroom Problem Tracking Initiative, 
Science Teaching Student Services Building Update and Discussion] 
 
[These minutes reflect discussion and debate at a meeting of a committee of the 
University of Minnesota Senate; none of the comments, conclusions or actions reported 
in these minutes represent the views of, nor are they binding on, the Senate, the 
Administration or the Board of Regents.] 
 
PRESENT:  Ken Heller, chair, Jeffrey Hammer, Mike Berthelsen, Steve Fitzgerald, 
Roberta Juarez, Jay Hatch, Thomas Michaels, Larren Collins, Tina Louise Tyler 
 
REGRETS:  Caroline Rosen, Kay Wahl 
 
ABSENT:  Bernard Gulachek, Jeffrey Lindgren, Eric Otremba 
 
OTHERS ATTENDING:  Brittany Condoluci, Office of Classroom Management; Mike 
Garza, Facilities Management; Toni Pangborn, Office of Classroom Management; 
Jeremy Todd, Office of Classroom Management 
 
I).  Professor Heller called the meeting to order. 
 
II).  Professor Heller introduced the first agenda item, results of the fall 2007 classroom 
survey.  Toni Pangborn and Brittany Condoluci shared information concerning the 
recently completed survey and highlighted the following: 

• The Classroom Satisfaction Survey was developed to: 
o Gauge overall classroom satisfaction levels. 
o Measure satisfaction with specific room components and attributes. 
o Identify potential opportunities for improvement. 

• The survey was sent to faculty/instructors on record who were teaching in general 
purpose classrooms.  The survey was anonymous; only the building and room 
were identified. 

• 2,868 surveys were sent out and 820, or 28.6%, were returned.  Almost every 
classroom had at least one survey response. 

• A majority of survey respondents were either very satisfied or satisfied with the 
various aspects of the University's general-purpose classrooms.  Questions from 
the survey included, but were not limited to: 

o Overall satisfaction with this general purpose classroom  
o The overall design of the classroom facility meets my expectations 
o The overall condition of the classroom facility meets my expectations 
o Projection Capable Classroom technology meets my teaching needs 

 
For additional information on this survey, please visit ?????????????????? 



 
III).  In the fall of 2007, the Office of Classroom Management undertook an initiative to 
expand its customer service efforts related to problem tracking, problem resolution and 
communications reported Ms. Pangborn.  A pie chart outlining Hotline contacts by 
category was distributed to members for their review.  Ms. Pangborn noted that this data 
is used to identify trends, track component performance, and improve upon service 
delivery. 
 
Ms. Pangborn noted that problem-tracking trends tend to be relatively consistent from 
semester to semester, e.g. 10% - 12% of the calls are related to scheduling; 35% - 40% 
are technology, equipment or service calls; 15% - 19% are facility-related calls.  Tracking 
this information allows OCM to anticipate the needs of general-purpose classroom users 
and to proactively resolve problems and respond to customer needs.  Additionally, this 
information is used to train OCM staff. 
 
Besides categorizing the problem tracking data by issue or topic, OCM categorizes calls 
by how they are resolved: 

• First Contact Resolution – Hotline staff was able to answer question or resolve 
issue over the phone. 

• Escalated Contacts – Issue requires action or assistance from OCM department or 
a collaborating office such as Facilities Management, NTS. 

• No Resolution Contacts – Hotline staff is unable to resolve issue, e.g. contact to 
Hotline occurred after the fact. 

 
This new outreach initiative seeks to provide customers experiencing problems in 
general-purpose classrooms with knowledgeable and friendly staff who are able to 
resolve their issues in a timely manner.  To determine the effectiveness of this initiative, 
OCM is tracking the number of days it takes to resolve an issue, assuming it cannot be 
resolved on First Contact Resolution. 
 
OCM is also working on improving upon its communication with callers by following-up 
with callers to provide information on how an issue was resolved.  In fall 2007, OCM 
followed up directly with 39% of callers to the Hotline.  The goal for spring semester 
2008 is to follow-up with all Hotline callers.  Based on tracking statistics from fall 
semester, it took, on average, 1.2 days to resolve a classroom issue, and, of the calls 
received, 81% were able to be resolved in less than one day.  The majority of the 
feedback OCM received from Hotline callers about this initiative has been positive.  
Sample feedback comments were shared with members. 
 
Ms. Pangborn thanked the committee for their time, and for giving her the opportunity to 
showcase a couple of OCM's customer service initiatives.  
 
A member asked whether OCM has ever conducted a classroom survey in the past.  No, 
stated Ms. Pangborn, the fall survey represents OCM's first attempt at collecting this type 
of information.  Ms. Pangborn reported trying to find data that would allow her to 
benchmark OCM's survey results, but that she was unable to find any benchmarking 



information.  Mr. Fitzgerald noted that aggregated survey data will serve to tell a very 
powerful story when it comes to identifying rooms and buildings that need 
renovation/improvements. 
 
A member asked for an interpretation of why there were more negative facilities 
responses as opposed to negative technology responses on the classroom survey.  Ms. 
Pangborn stated that while all classes need to be assigned a room, not all instructors use 
the technology in that room; therefore, fewer negative technology responses. 
 
A member commented that in order to make the classroom survey results more 
meaningful that students should be asked more than the one question about their 
classroom experience in the Student Evaluation of Teaching survey.  Mr. Fitzgerald 
asked student members how they would feel about answering more classroom survey 
questions.  While there was no opposition by the students present to being asked 
additional questions, a student noted that OCM would probably not get the well-defined 
responses it would be looking for by asking students more questions.  Mr. Fitzgerald 
stated that OCM has gone on record that it would like to ask students additional 
classroom questions.  Statistically, in order for OCM to be able to mine the physical 
condition of classroom question, students should be asked 4 – 5 additional questions.  At 
a future meeting Mr. Fitzgerald suggested dialoging with the committee's student 
members about  the best approach for connecting with students on this type of a survey. 
 
IV).  Jeremy Todd provided the committee with an update on the Science Teaching 
Student Services (STSS) building.  STSS will replace the Science Classroom Building.  
Currently, STSS is in the very end phase of schematic design, and will go to the Board of 
Regents for approval at the end of the week. 
 
The building will house general-purpose classrooms as well as Student Services.  STSS 
will have approximately 66,000 assignable square feet, which grosses to a building size 
of 115,000 square feet.  The building will house 10 flexible classrooms or active learning 
classrooms, two tiered classrooms, which will be similar in size (232 seats) and shape to 
those in the existing Science Classroom Building, and 6 small capacity classrooms (30 
students/each).  The flexible classrooms will be reconfigured on an annual or semester 
basis depending on the need for larger or smaller classroom space.   
 
Professor Heller asked how many classrooms are currently in the Science Classroom 
Building.  Mr. Todd stated that the Science Classroom Building has 4 lecture halls with 
238 seats each and two smaller classrooms with approximately 20 seats each.  Professor 
Heller commented that this translates into a net loss of lecture seats for the campus, and a 
net gain in the number of smaller size classrooms.  Mr. Fitzgerald noted that as a matter 
of policy over the last several years, OCM has been directed by the Provost to improve 
the quality of general-purpose classrooms, which has resulted in fewer large capacity 
classrooms.  Today, a significantly greater number of sections are being taught in a 
significantly smaller number of rooms noted Mr. Fitzgerald.  Given the net loss of seats 
in Nicholson Hall, Jones Hall, and the likely loss of seats in Folwell Hall and 1701 
University Avenue, the net number of student seats is of concern.  Mr. Fitzgerald stated 



that it is OCM's goal to maintain a diversity of classroom types in its inventory, including 
a sufficient number of auditorium seats to meet the large lecture format requirement. 
 
Mr. Todd walked members through the layout of STSS.  Professor Heller asked the 
committee to focus on the building's design as it relates to classrooms and the facilities 
that support these classrooms. 
 
Professor Heller asked whether other customers, besides Chemistry, have been identified 
as users of the building.  Mr. Todd stated that no specific groups have been identified, but 
that other disciplines outside of the sciences will undoubtedly occupy the building.  Mr. 
Fitzgerald noted it is important not to lose sight of the fact that the STSS classrooms are 
general-purpose classrooms, and general-purpose classrooms exist to serve the needs and 
requirements of the entire campus.  It is likely that OCM will offer priority scheduling for 
the sciences in STSS classrooms. 
 
Professor Heller stated that unless a building is designed to meet the requirements of 
particular customers, there would always be a set of customers who will not be able to 
use the classrooms because they have not been pedagogically designed to support certain 
disciplines.  Having said this, Professor Heller asked whether storage rooms have been 
incorporated into the STSS design.  No, stated Mr. Todd, not in the sense that they exist 
in Physics where they have large central storage rooms, but instead there will be service 
spaces adjacent to many of the classrooms.  Mr. Fitzgerald noted that storage space 
associated with the active learning classrooms in STSS remains a concern.  These flexible 
classrooms have a greater requirement for storage space than has typically been built into 
classrooms in the past. 
 
Professor Heller stated that in terms of infrastructure, the active learning/flexible 
classrooms should all be wireless, which would allow for a much more flexible space.  
He cautioned about designing for old technology in new space. 
 
With approval of the University's capital funding request, demolition of the Science 
Classroom Building could begin January 2009, and occupancy of STSS could be August 
2010 noted Mr. Todd. 
 
When STSS goes to the Board of Regents for schematic design approval, will they be 
told about classroom supply and demand issues on the Twin Cities campus asked a 
member?  The Regents should be hearing about the long-term classroom trend as they are 
making decisions about approving buildings.  The Board of Regents is being asked to 
approve buildings/projects in isolation without supply and demand and utilization trend 
data.   Mr. Fitzgerald stated the Board of Regents will not be looking at classroom trend 
when the STSS building comes to them from approval.  The foundational documentation 
on the STSS project includes statements that have gone to the highest levels of University 
leadership that acknowledge that the University will need to pay close attention to 
classroom utilization and that classroom space will need to be maximized. Professor 
Heller suggested the committee consider formulating a resolution addressing the 
classroom supply and demand issue, which would go to the Senate, Board of Regents and 



the administration familiarizing them with classroom trends.  Mr. Fitzgerald stated that in 
terms of other ways the committee can help OCM, it can stress the need for compliance 
with existing scheduling policies. 
 
Professor Heller stated that the Classroom Advisory Subcommittee has seen OCM's 
statistics on classroom utilization, and believes OCM has done a very good job at 
optimizing classroom usage.  Based on these statistics, it appears that classroom 
utilization is currently being maximized since it is impossible to achieve 100% 
efficiency.  Mr. Fitzgerald stated that OCM is aware of opportunities within the 
scheduling system to extract additional utilization, e.g. increased use of departmental 
space.  Professor Heller noted that while this is noble, the reality is that the additional 
capacity that OCM has identified in departments may not actually be available.  Mr. 
Fitzgerald noted that optimum utilization means a minimum number of classrooms and 
less flexibility for departments.  The University is entering a period where there needs to 
be a greater focus on classroom space and decisions need to made concerning scheduling 
flexibility and classroom inventory. 
 
Professor Heller noted that it is the committee's responsibility to make sure this issue is 
publicized.  In his opinion, there needs to be a public policy statement about classrooms 
as it relates to new buildings and renovating building.  
 
V).  In closing, Professor Heller thanked the committee for a spirited discussion.  Hearing 
no further business, the meeting was adjourned. 
 
        Renee Dempsey 
        University Senate 
  
 
 
 
 
 
 


