





Figure 5: Question-8 of the Survey

“What type of program were you enrolled in at R.I.T?

Program Format

Traditional P/'T

Executive Leader

Traditional F/T

P/T = Part-Time

F/T = Full-Time
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Figure 6: Question-9 of the Survey

“What type of student were you?”’

Student Type

Canada )
International

us.
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Figure 7: Question-10 of the Survey

“What is your sex?

Gender

Missing = Respondent Did Not Answer
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Figure 8: Question-11 of the Survey

“How old are you?”

Age

60

50 %

40 +

30 ¢

20 o

10 4

Count

Missing 25 - 34 Years 45 - 55 Years
Under 25 Years 35 - 44 Years Over 55 Years

Age

Missing = Respondent Did Not Answer
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Figure 9: Question-12 of the Survey
“Since your graduation from R.LT. have you been employed in a job related to your

major field of study?”

Related Employment

No Mssing

Yes

Missing = Respondent Did Not Answer
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Figure 10: Question-13 of the Survey

“How long did it take you to obtain employment after graduation?”

Time to Find Employment
50

Count

Time To Find Employment

Missing = Respondent Did Not Answer

Non Applicable = Respondent’s Answer Written
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Figure 11: Question-14
“What is your latest title held at your most recent position?”

The researcher then categorized the positions by the following groups:

Current Position

50

Count

Top Manager

Middle Manager

Non Managerial
High Manager

Line Manager No Answ er

Managerial Level
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Figure 12: Question-15 Part I of the Survey

‘“Have you received a promotion?”’

Received Promotion

Non Applicable Msssing

Yes

Missing = Respondent Did Not Answer

Non Applicable = Respondent’s Answer Written
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Figure 13: Question-15 Part II of the Survey

Please Specify How Long After Graduation You Received a Promotion

Time to Receive First Promotion
60

50 1

30 s

20 9

10 4

Count

Missing 4to6Months  13to 24 Months  Non Applicable
1 to 3 Months 7 to 12 Months  Over 24 Months Not Present

Time To Receive First Promotion

Missing = Respondent Did Not Answer Although Has Received a Promotion
Non Applicable = Respondent’s Answer Written

Not Present = Respondent Has Not Received A Promotion
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Figure 14: Question-16 of the Survey

“What was your starting gross annual income in US dollars?

Starting Income
60

50 o

40 4

30 =

20 ¢

10«

0

Count

Starting Income

Missing = Respondent Did Not Answer

Non Applicable = Respondent’s Answer Written
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Figure 15: Question-17 of the Survey

& . . .
What is your current annual income in US dollars?

Current Income
60

50 o

40«

30 4

20 4

10 o

Count

0

Current Income

Missing = Respondent Did Not Answer

Non Applicable = Respondent’s Answer Written
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Count

Figure 16: Respondents by Year of Graduation

Year of Graduation
30

10 4

1988 1989 1990 1991

1992 1993 1994 1995 1996 1997

Year of Graduation

Data gathered from the coding of the mail questionnaire.
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Figure 17: Respondents Major Field of Study

Major Field of Study

Sevice

Hospitality

Data gathered from the coding of the mail questionnaire.
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Figure 18: Residency by Region

Residency
70

60 o

50

40 4

30 s

20 s

10 4

Count

0

NE S MW W International

Residency by Region

Data gathered from the coding of the mail questionnaire.

58




Table 1: Year of Graduation (Clustered) * Response Cross tabulation

VTé_bIé;' Yéar of C;raduation (Clustered)" Res'b;nsé Cross t;b-ulation

Response
Total
Response Nonreponse
1988 |[Count 23 14 37
to ° alt s
% Within Year of Graduation o o o
1991 Clustered 62.2% 37.8%]100.0%
Year of Graduation :392 Count 36 44 80
Clustered % Within Year of Graduation o o o
1994 Clustered 45.0% 55.0% | 100.0%
1995 |Count 44 35 79
to % Within Year of Graduation
1997 Clustered 55.7% 44.3%{100.0%
Count 103 93 ] 196
Total %‘WAithin Year of (a;-raduation ] ’
52.6% 47.4% {100.0%
Clustered
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Qualitative Data

In this section the researcher will define the categories of the qualitative data and
provide a comparison of satisfied alumni and dissatisfied alumni. This qualitative data
was collected from questions 4, 5, 6, and 7 of the alumni survey. Question 5 represents
areas of satisfaction. Questions 4, 6, and 7 represent areas of dissatisfaction. The
qualitative data categories will be defined through a listing of the exact comments of the
respondents. Comments will be organized by rate of occurrence (from most to least
occurring) into two categories: satisfied alumni and dissatisfied alumni. In addition, the
average number of comments to each question for the satisfied and dissatisfied groups
will be calculated and the number of non-responses accumulated.

The first task of the researcher for this installment of the thesis is to define the
categories of the qualitative data. Data will be grouped by the question number into

descriptive categories. The exact comments of the alumni will be listed for each

category.
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Table 2: Question-4 of the Survey

Comments of Unsatisfied Alumni

If you had the chance to make the decision again would you choose to attend

R.LT.? Explanations to “no” responses were placed into five categories as follows. No

allowance for an explanation was given to those who answered “yes.”

Category Comments

Faculty/Support | The number of faculty and professors should be increased.
The program did not deliver on what it promised i.e. post-grad support.
I ve found more assistance through my Comell contacts.

Value Too expensive.
I would have benefited more from an M.B.A.
I wouldn’t come back to R.LT. for the same program. My expectations
about R.I.T. were much more than I met.
The program did not deliver on what it promised i.e. degree recognition.
The resources in R.I.T. are limited.

Career Not currently in position related to degree.

The degree doesn’t sell well in Rochester, sorry to tell you but it is true.
I know I am educated and I believe in myself, but I have yet to see the
benefit of R.I.T on my resume.

To attract new graduate students I was informed that master’s degree
would be marketable to corporate positions in hotel industry, and
through R.I.T. placement that matches could/would occur. Nothing
could be further from the truth. Most hotel corporations are interested
in MBA's and the graduate degree is no more use professionally than a
4-year degree. R.1.T. has offered no placement services.

The program did not deliver what it promised i.e. fast-track positions.
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Question-4 (continued)

Category

Comments

Curriculum

Without PHD program.
Change the name of the degree to Service Management.

In hindsight, from its inception to present, the program was scattered
and weak in focus.

‘Would have looked for a more research oriented school and program.

The courses offered are so few and not variable and not specific to the
Department of Food, Hotel, and Travel Management.

The focus was not enough on tourism, but more service. Service is a
good focus, but my goal was to get into tourism.

Geographic

I want to be in different city with different city life and environment,
preferably in the West or Mid-West.
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Table 3: Question-5 of the Survey
Comments of What Academically Benefited Alumni Most
In regards to the academic program (Courses, Curriculum, Thesis, Project.) What
benefited you most? Why? Responses were grouped into the following eleven

categories, preceded by the actual comments.

Category Comment

Courses The course in quality has benefited me the most. These courses have
been used to focus my career. I am now teaching Quality Service.

(I’m not sure on the title of the course) — “Systematic Approaching”
Courses because they all help me obtain a very new concept of service.
That is customers don’t need to come first anymore, but our

employees... How are you going to raise the level of customers’
satisfaction? Something along that line.

I really liked the “training the trainer” course because I have used some
of its formats for lectures and classes. Thanks.

Dr. Marecki’s Service Management Course was of the greatest benefit.
I use the knowledge gained on a daily basis.

Courses. (5 responses)

Jim Jacob’s classes. I like some of the courses too, like those elective
[exhibition, meeting planning, etc.]

Dr. Marecki’s class on quality.

Courses — in Total Quality Management — practice in current
managerial issues.

Graduate degree courses gave me the maturity and ability to see “the
big picture.” Found what I learned at that level very applicable.

Service and Organization Studies.

Taking other specialty courses other than food related. This presented
a broader perspective of the industry. I was exposed to a very good
balance of courses related to hospitality. I would be selfish in asking
for more food related courses. I appreciated the exposure to other
specialties.

Coursework gave me much enhanced perspective on service industries,
despite working in service industry for my entire career.
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Question-5 (continued)

Category Comment
Courses I was able to adapt coursework with my own work, which ultimately
(continued) benefited me because I was working at the same time. I don’t know if

all courses are beneficial to students not yet in the workplace, but they
were to me.

The “hands on” courses.

Courses — updated management skills and current methods.
Courses dealing with Service Management.
Courses content pertinent to my job and career.

Well balanced courses.

The course work helped me with developing guidelines and decision-
making framework.

The courses gave me more insights into the hotel field. At least I see
most of the things I did in class as I work.

Courses — they helped me gain a stronger threshold of the industry.
What it is about, and what areas I might want to pursue in the future.

The courses also had a lot of hands on practical information, which was
helpful.

Service Management Courses.

Courses were up to date. Information acquired related to real life
situations.

Courses — The management classes that I attended helped me
understand upper and middle managers and how to empower and
motivate them.

General Service Management Courses — Teams, Systems, Strategic
Management in particular. They reach beyond “hospitality” into many,
many more applicable situations.

Finally, the specific Convention/Meeting Courses showed me a new,
more professional way to view that specific aspect of the hospitality
industry; the traditional view was later proved to me to be very
unprofessional!

The courses were pertinent.

Courses were extremely relevant and provided current insights into the
field — but most helpful was the classes held off-campus.

Courses, particularly those with practical application and focus.




Question-5 (continued)

Category Comment
Thesis/Project/ | What I learned most was from my project. Although it was pretty hard
Research during data collection, it made me learn and know more about the

industry especially something I might never learn from current texts or
publications.

Thesis and Project — prepared me for writing/doing project at work.

Project.

Thesis was the most useful as it related closely to my work and has
helped to establish me in the field.

The core service and leadership courses.

Marketing and service management - Both used extensively in courses
I am currently teaching.

And the thesis, gave practical application of the year’s coursework.
Thesis — learning to perform research.

Research component of the thesis.

Thesis. (2 responses)

Projects/Thesis — Practical Application of New Skills.

The thesis project was the most beneficial since I was able to do the
research at my work location. It explained the practical application of a
research project based on classroom theory.

Thesis was applicable to work situation.
Research for thesis.

Thesis project — opened doors where employed, to take on greater
responsibilities.

Research.

The project reduced the “ivory tower theoretical” to the practical from
which I was better able to spin off a resume and pursue a job in the
field — which in itself proved disappointing. The degree had less
weight than a B.A./B.S. Prospective employers either didn’t
recognize/care about the advanced degree or were threatened by the
additional credentials I held!

Thesis — Most closely connected to my current job.

Project — It allowed me to experience a “real world” problem and
statistically analyze it for the benefit of others.
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Question-5 (continued)

Category Comment
Thesis/Project/ The projects we worked on gave me a sense of how concepts would
Research apply outside the classroom.
(Continued) Project — synthesis of overall coursework and work life experience.

Thesis — good practice for a dissertation.

The thesis project helped me in understanding the research process and
helped me understand approach to my doctoral research agendas.

Thesis — Utilization of course content and curriculum to produce a
thesis related to outcomes from total program.

I enjoyed my thesis work.
Thesis — Taught Research.

Thesis and research projects enabled me to do research in doctorate
program.

Thesis — Preparation for Dissertation; Literature Searches.
Thesis with Quaker Oats (work experience)

The thesis. Mine was in marketing, specifically, a county in N.Y. My
thesis got me my first marketing job at Disney. I'm now an
International Director of Marketing for a themed restaurant based out
of Orlando. The money is great and I really enjoy my job. It’s all
thanks to my research and writing of my thesis.

The thesis was a great learning experience.

Thesis Project — it allowed me to analyze, implement and market
internal and external customer needs to meet business objectives.

Thesis due to contacts made.

Projects. Hands on learning is much more beneficial. It is hard to learn
from just reading case studies.

Thesis — helped me see the advantage of academic research.

Thesis was a good experience too.
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Question-5 (continued)

Category

Comment

Curriculum

Current Curriculum Service Quality!!

The whole package was beneficial. The delivery time frame was
suitable. The curriculum was designed well taking into consideration
the skills and knowledge levels of participants.

Curriculum because they all help me obtain a very new concept of
service. That is customers don’t need to come first anymore, but our
employees... How are you going to raise the level of customers’
satisfaction? Something along that line.

The curriculum, in my estimation, is the business strategy needed in the
near future (Service Quality Management.)

Courses, Curriculum — I liked the fact that the BA program was
management focused and to compliment that the MS program was
leadership focused. I thought it was very well rounded.

Curriculum.
Curriculum Structure/Teaching/Learning Structure.

Probably the curriculum, as it positively blends the theoretical with the
practical.

The program was good, however it was not a good match for the
market T was looking for work in. I don’t feel it sells well in this
particular city-Rochester.

The graduate studies process.
Executive Leader Program — Design —

Curriculum — synthesis of overall coursework and work life
experiences.

The Executive Leaders Masters Program benefited my “needs” at the
time — both personally and professionally.

The overall spread of classes, (science, math, food, business)

Program’s courses, curriculum, etc. were well developed and
implemented.

The courses and curriculum were real time and real situations.
Curriculum — Progressive and Applicable.

Focused curriculum to the hospitality industry, hotel focus and general
business topics related to other industries.
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Question-5 (continued)

Category Comment
Curriculum Curriculum - provided good understanding of service management
(Continued) philosophies.

Broad based academic work i.e.; Service Management and Nutrition.

Curriculum! Gave me the opportunity to understand more about
business philosophy that I did not get as an undergraduate.

The generality of the degree, we were exposed to a lot of material in a
short time.

Make up and design of program.
Superiority of program.

I was exposed to a very good balance of courses related to hospitality.
I would be selfish in asking for more food related courses. I
appreciated the exposure to other specialties.

Interaction w/
Faculty/Staff/
Students

Challenges and opportunities presented by faculty in coursework.

The courses when we had the chance to exchange knowledge and ideas
in different countries and from different workplaces.

Also — personal contacts — both students and faculty — many long-term
friendships.

Interactive discussions on service economics and systematic
management.

The interaction with faculty and fellow students. Open forum type
discussions.

The relationships with outstanding professors and academics.
Interaction with Professors — help given.

Working with classmates. Diversity of business and profession helped
me.

The experienced and cutting-edge teachers.

In depth interaction with the Food, Hotel, and Travel Management
Staff.

Great student and staff interaction.
Caring and supportive instructors.

Excellent faculty resources.
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Question-5 (continued)

Category

Comment

Interaction w/
Faculty/Staff/
Students

(Continued)

The open dialog in the classes and the opportunity to learn from my
peers through their viewpoints and experiences.

Faculty interaction with the students.
Group discussions and analysis of pertinent issues/topics.

Leaming from “peers” and their perspective/experience brought into
the classroom.

Professors and teaching staff.

Also, the interaction with Executive Leader students; because of that
interaction, I came away from the program with a “warmer, fuzzier”
feeling about the program in general.

The instructors.
Excellence of instruction, the people.
Professors’ expertise — challenged my thinking process.

Active classroom discussion gave me other insights about the topic,

plus caused me to view the subject matter in other ways. Also kept me
awake.

Materials/
Facilities

The course materials were top notch.
The application of material within my career.

Readings gave me much enhanced perspective on service industries,
despite working in service industry for my entire career.

Case Studies of Corporations and companies with a clear track record
of total quality management/service.

Courses and curriculum — in particular the case studies have prepared
me to teach Hospitality Management.

Being able to use the library off-campus.
Content/Materials.

Quality of material.

Reading list — introduced me to broader reading.

The readings.
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Question-5 (continued)

Category

Comment

Class Projects

Projects were fabulous. Gave real life meaning to coursework!

Many course projects allowed me to do analysis of procedures in my
workplace. Changes occurred because of the findings of these projects.

Hexibility

Flexible Program (Exec-Leader)

Work in specific field of interest and the ability to somewhat direct
academic work. Flexibility!

Executive Leader program was tailored to my needs, interests and
ability to pursue graduate degree.

Flexibility with timeliness for thesis/project and program curriculum.

The time (1 to 1-1/2 years) is (was) very accommodating to people who
cannot afford to spend 3 to 4 years working on an M.S.

Concepts/Skills
Obtained

Development of creative (out-of-the-box) thinking.
I was able to get out of the box and look at things another way.

Time management, examination of problems in new ways that has been
useful for problem analysis and decision-making.

I became aware of the up to date management concepts, which
provided me with an important basis of expanded and applicable
managerial, leadership, and philosophical systems, as well as ideas that
I have used in operating my business successfully.

Problem solving/decision making template.
Time Management.
The ability to meet deadlines (Time Management)

I developed a capability to analyze real life situations and problems.

Assistantship

I think the opportunity to teach and assist the professor helped as part
of graduate work.

Graduate assistantship doing research.

Teaching undergraduate classes.
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Question-5 (continued)

Category Comment
Class Size The class size (in my case 12 to 14) was ideal for the intellectual
exchange.
Small number of students/class.
The small class size was very beneficial - focused!
Other

Coop’s because they related to my field of study.

Classroom learning and readings were the most beneficial since some
of it could be applied in work environment.

Good liaison when I attended between faculty and students.

R.IT. did a great job in making older students comfortable in an
academic setting.

The environment also lent to a good experience.

Honestly, working while I attended program. Theory was valued only
when applied to practical experience and vise versa.
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Table 4: Question-6 of the Survey
Comments of What Academic Change(s) Alumni Would Make
What change(s) would you recommend to the department of Food, Hotel, and
Travel Management concerning the academic program (Courses, Curriculum, Thesis, and

Project?) Responses were grouped into the following seventeen categories, preceded by

the actual comments.

Category Comment

Add Course(s) More Statistics.

Courses in Real Estate issues in Hospitality, Site Selection, Feasibility
Studies, Financing Acquisitions, and Mergers.

More shared classes with other graduate programs ~ Business, Human
Resources, and Health Care Administration.

More courses dealing with the management of PEOPLE not things.
Also courses dealing with guest relations and actions.

More courses related to Tourism Planning, Resort Planning and
Development, Real Estate Purchases, Market and Feasibility Studies.
Promotion and Marketing Development, “Green Tourism
Development”, Etc.

Courses ~ more integration of mathematical and accounting.

More research methods courses to better prepare for Ph.D. program.
More courses needed in general (program is too short — need courses in
all aspects of management.

Add more quantitative and qualitative analysis courses as required for
M.S. degree. For those who go on to Ph.D. studies need their
foundations.

Increase in the level of technical courses (computer related)

More courses on running a small business, made business plan writing.
A class that went all year develops a business then starts that business.

More emphasis on statistics.

Possibly more graduate courses dealing with nutrition and
management.

Make benchmarking — 3 class sequence (for e.g. I, II, and III)
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Question-6 (continued)

Category Comment

Add Course(s) Have a course in Hospitality Sales and Marketing on the director’s

(Continued) level.
Make the courses and curriculum more completely. It is supposed to
have 5 concentration offered for graduates, but not. More courses
offered.
Everyone should have to take a basic statistics course.
More variety and flexibility in courses.

Curriculum The curriculum

I think that the research methods course could be better. Possibly split
into two areas; (1) theoretical and (2) applied. In the 1st area focus on
the qualitative vs. quantitative methods and distinguish between
“methods and statistics.” In the 2nd section the focus should be on the
manipulation of data using SPSS for Windows.

Accounting not necessary.
More facts and theories.
Part of curriculum that could help many is about career changes.

Only to continue to be demanding of the students to produce the very
best in their endeavors.

I really enjoyed the Executive Leader Format, though it was very
intense. I wish there was an opportunity to do the reading, texts in
advance of two-week blocks. Format requires so much reading that it’s
difficult to comprehend and retain. I would strongly suggest a reading
preparatory course; many of us in the field are not accustomed to such a
large volume of material.

Keep on the cutting edge of service.

Development of a focus or foci for the program. Curriculum was far
too loose.

Along with the thesis project we need to do at least one or two research
papers publishable.

Keep up to date with current industry issues.

Add work-study component in conjunction with thesis or project.
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Question-6 (continued)

Category

Comment

Curriculum

(Continued)

Require that be coupled with a strong concentration. For example
service management with a minor in technical certification or service
management with minor in sales and marketing certification etc.

Continue Executive Leader offerings and expand!

I saw no value in doing a thesis. I would eliminate it in favor of
smaller Team Projects. The whole idea today is teams, however the
thesis once again says, and “here is your project!”

Mandatory
Coops/
Internships

Establish international alliances with the industry, through
internship/externship for the students, faculty and industry leaders.

Place graduate students into corporate co-op positions.
Develop a top shelf graduate level co-op.

More practical experience, if possible gives students a chance to
practice what they learn in class. Hotel business is very practical so
why limit the curriculum to class work only? Internships should be a
compulsory part of the curriculum.

Force graduate students to go on internships.

For all students going full-time a 3 to 6 month work experience, credit,
internship would have been nice to add as experience on the resume.

Require some type of coop or internship.

Make Co-op required in order to ease student in job finding.

More
Involvement w/
Community/
Business

More hands-on. Rochester is a hot bed of service and manufacturing
establishments. Use them more for real life situations.

Use industry graduate contacts to provide a forum for others in
program.

I would recommend more local involvement with different national
groups for all types of facilities ADA, Chef’s, IFSE, and Rest groups.
A student chapter in all these.

Build more relationships with industry personnel. Have them interact
more with studies and industry trends with students.

R.LT. might benefit students by working with corporations to do
problem solving and having students work together on that process —
giving them experiences to market themselves.
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Question-6 (continued)

Category

Comment

More
Involvement w/
Community/
Business

(Continued)

Increased partnering with industry leaders — research experts.

More interaction with industry through curriculum and courses.

Faculty/Staff

From an international graduate point of view, academic program is o0.k.
For some faculty staff. We sometimes were discriminated as Asians.
The secretary of the department at the time was not nice, working on
her emotional mood. However, there were still good and understanding

professors of whom we admire and respect (Dr. Stockham and Dr.
Domoy.)

Have more faculty available for one on one advising.

I also felt as a student that many of the teachers hadn’t been in the real
business world in a long time. The realistic approach seems watered
down. The real world is hard, political, and never fair.

However much I enjoyed the faculty personally, they need to regroup
and seriously consider retirement or bringing in “new blood” into
leadership positions for needed change.

Add more seasoned industry successful executives.
Require faculty to publish, keeps instruction fresh.

At the time I attended the morale among faculty and staff were at an
all-time low due to the “Managed Attrition” program.

Professors spend more time with students and providing more
feedback. (As simple as grading papers)

Increase
Guidance w/
Thesis

Need more contact with advisor and peers, especially during thesis.

More assistance with proper methods for surveys and thesis before
project is done incorrectly.

Little direction provided during the thesis/project.

Earlier and more thorough guidance on thesis/project. A 2to 3 hour
seminar on “tips for success” and “errors to avoid” when doing a
thesis/project would have saved me a lot of heartache and much time.

Get in contact with students regarding thesis at least once after
graduation.
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Question-6 (continued)

Category

Comment

Increase
Staffing/Support

Better management of the program! It is too much
material/time/responsibility for one person to run. Need to make
Service Quality Management a part of the business school where
guidance and assistance can be given.

Administration has the faculty working on too many other programs or
under staffed.

Teaching management research with intensive mentoring/support to
this end.

Faculty and program are spread too thin.
More Full-Time Graduate Faculty.

All faculty were overloaded with more responsibilities than they
could’ve handled. If R.I.T. want to be a leader in education, then
responsibility need to be distributed evenly to all faculty members and
add some more staff members.

Add Guest
Lecturers

Industry leaders conducting courses in exchange for the faculty and
students managing international businesses.

Perhaps dinners with guest speakers from industry.
More industry leaders to speak as guest lecturers.
More industry “speakers”/lecturers.

Bring to school speakers and experienced people on the field to talk to
the students about topics discussed in class.

Field Trips

Keep the field trip/golf outing.
More field trips.
More field experiences (“field trips”) Bench Marking.

Continue to encourage graduate school trip to a location. This is a
great selling point that you do this for the students and also very
enjoyable.

Increase amount of field trips to different hotels and service companies
so students can relate studies and courses with real situations.
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Question-6 (continued)

Category Comment
Increase I finished a MS in Hospitality-Tourism Management from R.LT. but
Hospitality think most of my courses are concerned with service in general (in any
Focus/

Less Service/
Rename Degree

areas of business e.g. banks or hospitals), instead of hotel and travel
agency industry. There should be more courses in hotel and tourism.
At the one-year time span [ studied there, there was only one course
each in both areas. Iknow that concept of service is very important but
sometimes [ also needed some courses in hotel and tourism. Otherwise
I would take a master degree in service management.

Make the degree for service businesses and not necessarily Food,
Hotel, and Travel Management.

Curriculum - more focus in the 3 areas — food, hotel and travel. Less
emphasis on service theory in every course — courses are not distinct
enough.

Moving away from heavy emphasis in service management.

Increase
Practicality of
Subject Matter

More emphasis on thesis, make it more applied to a real project.
Project development from new models — not based on the past.
More real life projects.

Make the career track more industry useful in order for graduates to
market themselves.

More projects relating to the real world.

No papers, not realistic in the real world. Should be in proposal
formats. Always to be presented to a group verbally.

More practical experience.

Teachers could orient colleagues to “real world” teachings as required
to either successfully compete in our industry or better orient those who
are career academians to better prepare their students to industry
requirements.

Courses need to be more relevant to the jobs that are available in the
market.

Curriculum to follow more practical everyday experience in all aspects
of the hospitality industry —i.e. C.M.P. material, hotel negotiations, all
departmental understanding, operations, etc. CrB’s Destination
Management Co., MPL, A.S.AE. etc.
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Question-6 (continued)

Category Comment
Add Ph.D. Develop a Doctoral Program in Service Management.
Program

Offer a Ph.D. option.

More Ph.D. programs to choose particularly in Hospitality
Management.

More Research

More academic research.

More focus on research methods.

More Realistic
Expectations

Don’t make students feel as though they are going to graduate the
program and enter into management level careers making $50,000 — It
doesn’t happen — Have to start at the bottom with masters or not.

Make prospective students aware of the industry’s poor view toward
education and that experience in field is more useful.

I feel strongly I didn’t get what I was promised; I'm still paying for it,
literally and professionally.

Less Work

Less assigned reading in evenings

Computer Lab

The mainframe is outdated and slow.

Using SPSS system is a bear and the technical support in the student
computer area is not there. If an updated windows version is available
for SPSS is available — use it.

Fix the damn computer lab. It did not function properly when I was a
student and I know, first hand, that it is not functioning properly now.

Computer use and facilities.

Other

The success of the program depends on the quality of the individual
students since teamwork is essential. Some better screening to
determine student commitment would help.

I would suggest that the work for the executive master’s is very little in
comparison to several other programs.

To be more in focus with the needs of the students. The students come
second or not at all.

If teaching is the focus (of the program), make that clear to prospective
students.
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Question-6 (continued)

Category Comment
Other Instead of expanding the program to the third world, put energy into
(Continued) improving and marketing the program here.

More case studies.

Encourage more students to do projects rather than a thesis so they can
be completed with a masters sooner.

Use more technology (i.e. lap top presentations) we had a great number
of overheads transparencies.

Set-up graduate teaching assistantships similar to that of other
universities. R.1.T. treats them more like work-studies.

Would like to have had more time for course work.

Better assistantships in terms of more active participation in classes
rather than playing a secretary.

Most of the International students who enrolled in the program are
young and inexperienced (most of them just do full-time study)

However, R.LT. is not a well-known name in this region (New
England.) Not many people know or have heard about the name
comparing with other graduates who attended those B.U. or other else.
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Table 5: Question-7 of the Survey
Comments of What Nonacademic Change(s) Alumni Would Make
Are there any other area(s) outside of the academic program (Student Life,
Housing) that you feel R.I.T. could improve on? What are these areas? How could they

be improved? Responses were grouped into the following eight categories, preceded by

the actual comments.

Category Comment

Housing Everything is o.k. especially Riverknoll. The surrounding is good and
quiet. It is also convenient to go to school.

Housing.

Housing needs serious improvement. The rooms are simply not
appropriate for business people.

I would say the housing. It’s very difficult to get on-campus apartment
(Riverknoll) the first quarter or two you arrived there. Studyingin a
one-year program, I didn’t want to move back and forth during that
time. Maybe R.I.T. should reserve some areas of on-campus apartment
for a new graduate student, not just for underclass students.

Housing needs to be updated especially for graduate students in the
Executive Leader Program.

Housing — apartment style with private rooms and baths for graduate
students.

Housing is now being improved.

Housing, graduate student housing should be more geared towards
older and family oriented students.

Yes, graduate school housing for full-time students was not very
helpful when I arrived. Although I adapted, I would liked to have been
assisted.

On-Campus housing was not acceptable.

Placement There are some quality people associated with the program. I am glad

Services to have met them. Although I learned a lot, it has done very little for
my employment situation. The placement and advisement is of little
help.
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Question-7 (continued)

Category

Comment

Placement
Services

(Continued)

There should be a job placement program that offers positions worthy
of a graduate degree within the hospitality industry. The current
program is non-existent, and after review of information provided to

Cornell graduates it would appear that R.I.T. needs to go back to school
on that process.

As a fully employed “commuting student” I can’t comment on above
(question-7) other than to urge the development of a top shelf job
placement program. Without this, the R.1.T. program defeats its own
purpose and undermines itself, tarnishing its previous reputation.

Better job searching resources.

Placement.

Offer more assistance in finding jobs for students after completing
coursework.

The co-op office is the worst; they were no help.

Graduate job placement and recruitment by using the undergraduate
program as a “model” to implement a system for the graduate program.

Also, job connections.

Student Life

More athletics.
More cultural activities.
Student Life.

R.LT. provided little interaction beyond our department. It was next to
impossible to meet anyone else.

Student life — there is very little for graduate students to do in their
spare time.

Tuition/Value

Payment for the binding of the thesis/project. I mean, if I spend
$14,000 to $20,000 on any education, do you think R.LT. can foot the
bill for binding?

On campus shopping is more expensive than in town! I wonder why. I
think students should be given more discounts considering how
expensive R.LT. is in terms of tuition and housing.
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Category Comment

Tuition/Value Also, when does tuition become more affordable for incoming
(Continued) students?. The reason for this is tuition rate has been going up at an
astronomical rate over the past 15 years! Therefore, they (R.I.T.) will
price themselves out of middle class (even upper middle class) market.
Something need to be done! Economically, tuition rates are far
outpacing the economy’s inflation rates. Therefore creating an
economic disparity for students to keep up with!

Housing is extremely expensive at R.I.T. not all students can afford it.

Lower the tuition.

Parking Penalties for parking — Too Stiff.
Parking!

More Parking.

Improve parking.

Increase Staff More resources from the department. Staffs were terribly under
resourced.

Comfort Classroom space with air conditioning.

Comfort of classrooms inadequate.

Other Library resources. The key research journals (international included)
should be easily available.

The banning of alcohol on campus is ridiculous! Responsible
consumption needs education, not abstinence.

A graduate alumni organization would be nice.

One-on-one meetings with graduate students to develop a marketable
career assessment.

Support areas such as bookstore, financial aid, etc.
Communication from the department on a timely, consistent basis.

Promotional? Perhaps
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Tables 6, 7, 8, and 9 displayed below show the quantities within categories of
responses to Questions 4, 5, 6, and 7 respectively. The category refers to the group the
response was assigned to. Missing cases are defined as the number of respondents not
answering the question. Valid cases are defined as the number of respondents answering
the question. The percent of responses are equal to the count divided by the total count.
The percent of cases are equal to the count divided by the total number of valid cases.
The percent of case total equals the total response count divided by the number of valid
cases. It is important to note that due to the fact that respondents sometimes elicited

more than one comment per question, the total number of responses by count is higher

than the number of valid cases.
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Reason For Not Choosing R.I.T. Again Multiple Response

Category
Curriculum

Career

Value

Faculty & Support
Geographic

Total responses

(91 missing cases;

Table 6: Question 4 of the Survey

10 valid cases)

84

Count

% of

Responses

40

26.

20.

.0

7

% of
Cases

60.0

40.0

30.0



Table 7: Question-5 of the Survey

Benefited Alumni Most Multiple Response

% of % of
Category Count Responses Cases
Courses 33 22.0 36.3
Curriculum 24 16.0 26.4
Interaction with Students/Faculty 20 13.3 22.0
Materials/Facilities 9 6.0 9.9
Concepts/Skills Obtained 7 4.7 7.7
Flexibility 5 3.3 5.5
Class Projects 4 2.7 4.4
Assistantship 3 2.0 3.3
Class Size 3 2.0 3.3
Other 3 2.0 3.3
Total responses ____1;6 166?6 18;?5

(10 missing cases; 91 valid cases)
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Table 8: Question-6 of the Survey

Recommended Academic Change Multiple Response

Category

Regarding Curriculum

Add Course(s)

Other Academic Issues

Increase Practicality of Subject Matter
Mandatory Coops/Internships

Regarding Faculty

More Involvement With Community & Local Business
Increase Guidance With Thesis

Increase Staffing/Support

Add Guest Lecturers

More Field Trips

Increase Hospitality Focus/
Less Service/Rename Degree

Add Ph.D. Program

More Research

More Realistic Expectations
Regarding Computer Lab

Less Work

Total responses

{26 missing cases; 75 valid cases)

86

Count

15

14

14

11

% of

Responses

13

12.

12.

.2

% of
Cases

20

18.

18.

14.

12.

.0



Table 9: Question-7 of the Survey

Other Recommended Change (Nonacademic) Multiple Response

% of % of

Category Count Responses Cases
Regarding Housing 10 24.4 29.4
Regarding Placement Services 8 19.5 23.5
Other Nonacademic Issues 6 14.6 17.6
Regarding Student Life 5 12.2 14.7
Regarding Tuition/Value 4 9.8 11.8
Regarding Parking 4 9.8 11.8
Increase Staff 2 4.9 5.9
Regarding Physical Comfort 2 4.9 5.9
fotal respomses ;1 188?8 158?6

(67 missing cases; 34 valid cases)
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Expected vs. Actual Results
Confined in this section is a comparison of satisfied and dissatisfied alumni from
R.LT.’s Department of Food, Hotel, and Travel Management graduate studies. Twelve
factors are cross-tabulated with the satisfaction criteria gathered from question four of the
mail survey. These factors are as follows; nationality, gender, age, employment status,
duration for hiring, program format, current income, promotions, duration for promotion,
major field of study, related occupation to field of study, and year of graduation. Further,

the alumni’s year of graduation and clustered current income were cross-tabulated.

Expectations
In the following section of this study the expectations of the researcher will be
addressed. This is to include the factors, which are expected to contribute to the
satisfaction or dissatisfaction of alumni.
e Executive Leader graduates will be more likely to be satisfied with their
experiences at R.1.T.
e Higher current annual income rates will yield higher satisfaction rates. Inversely,
lower current annual income rates will yield lower satisfaction rates.
e Alumni who have not been in work related to their field of study will have lower
rate of satisfaction.
e Alumni who have not received a promotion will have lower satisfaction rates.
Additionally, the level of satisfaction decreases as the duration for a promotion

increases.
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¢ Graduates who are unemployed will have lower satisfaction rates.

¢ Alumni who took longer to obtain employment will have a lower level of

satisfaction.

* Alumni from earlier years of graduation will have higher current income than
those of later years of graduation. Since it is expected that alumni with greater
levels of income will have higher satisfaction rates then alumni from earlier years

of graduation will have higher rates of satisfaction.

Results
The actual outcomes are addressed in the following cross-tabulations preceded by
a narrative description that presents highlighted data. The areas covered are limited to
the seven expectations and such demographic information as nationality, gender, age, and

major course of study.
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Table 10: Employment Status * Choose R.I.T. Again Cross tabulation

Table 10 shows of the 5 unemployed graduates 40% would not choose R.L.T.
again. In contrast, of the 84 graduates employed full-time only 8.3% would not choose
R.LT. again. This dissatisfaction percentile remains exactly consistent with the 12

graduates who are employed part-time at 8.3%.

Table 10: Employment Status * Choose R.I.T. Agaln Cross tabulation

Choose R.L.T. Again
.| Total
Yes No Uncertain
Count 76 7 1 84
% Within Employment o o o o
Employed Status 90.5%{ 8.3% 1.2%{100.0%
FT .
% Within Choose RIL.T. | g4 4o, 70.0%{ 100.0%| 83.2%
Again
% Of Total 75.2% 6.9% o 1.0%] 83.2%
Count 11 1 12
% Within Employment | o, 70,1 g 39, 100.0%
Employment Employed Status
Status PT o
% W_|th|n Choose R.I.T. 122%| 10.0% 11.9%
Again
% Of Total 10.9%1 1.0% 11.9%
Count 3 2 5
% Within Employment 60.0%| 40.0% 100.0%
Status ) ’ ’
Unemployed
% Within Choose R.L.T. 3.3%| 20.0% 5.0%
Again ) ) ’
% Of Total 3.0%| 2.0% 5.0%
Count 90 10 1 101
% Within Employment | g5 101 99%|  1.0%}100.0%
Status )
Total T
% Within Choose R.LT. 1,44 50, 100.0%| 100.0%100.0%
Again
% Of Total B 89.1%{ 9.9% 1.0%1100.0%
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Table 11: Time To Find Employment (Clustered) * Choose R.I.T. Again Cross

tabulation

Table 11 shows of the 6 graduates that took longer than six months to find an occupation
zero would not choose R.1.T. again. In contrast, of the 81 graduates who found

‘employment in six months or less from graduation 8.5% would not attend R.I.T. again.

Table 11: Time To Find Employment (Clustered) * Choose R...T. Again Cross tabulation

Choose R.L.T. Again
.1 Total
Yes No Uncertain
Count 74 7 1 82
% Within Time To
Find Employment 90.2%} 8.5% 1.2%1{100.0%
6 Months or (Clustered)
Less
% Within Choose o o o o
R..T. Again 86.0%| 87.5%| 100.0%| 86.3%
% Of Total 77.9%| 7.4% 1.1%| 86.3%
. Count o 6 6
‘ % Within Time To
Find Employment 100.0% 100.0%
Over 6 Months |(Clustered)
% Within Choose o o
RLT. Again 7.0% 6.3%
Time To Find % Of Total 6.3% 6.3%
Employment e -
(Clustered) Count 1 n
% Within Time To
Find Employment 100.0% 100.0%
Has Not Found (Clustered)
Employment
% Within Choose 1.0% 1.1%
R..T. Again en e
% Of Total 1.1% 1.1%
Count 5 1 6
% Within Time To
Find Employment 83.3%] 16.7% 100.0%
Non Applicable ](Clustered)
% Within Choose o o o
R.L.T. Again 5.8%] 12.5% 6.3%
% Of Total 53%] 1.1% 6.3%
Count 86 8 1 95
% Within Time To
Find Employment 90.5%}| 8.4% 1.1%]100.0%
Total (Clustered)
% Within Choose o o o o
R..T. Again 100.0%{100.0%| 100.0%}100.0%
% Of Total 90.5%| 8.4% 1.1%§100.0%
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choose R.LT again.

Table 12: Format * Choose R.I.T. Again Cross tabulation
Table 12: Of the 35 executive leader alumni only 1 or 3% would not chose R.1.T. again.
Of the 56 traditional format full-time alumni 7 or 13% would not choose R.I.T. again
with one uncertain. Of the 10 traditional format part-time alumni 2 or 20% would not

Table 12: Formét * Choose R.I.T. Again C;oss taburla;t-iAc;h )

Choose R.L.T. Again

Yes No Uncertain Total

Count 34 1 35

Executive Loader |7 Within Format 97.1%| 2.9% 100.0%

% Within Choose R.I.T. Again| 37.8%] 10.0% 34.7%

% Of Total 337%| 1.0% | 3a7%

Count T a8 7 1 56

Format [ Traditional fry |7 Within Format 857%| 125%|  1.8%]100.0%
% Within Choose R.LT. Again| 53.3%| 700%| 100.0%] 55.4%

% Of Total 1 475%| 69%|  10%| 55.4%

Count 8 2 10

traditional pT 1% Within Format | 80.0%| 20.0%] 100.0%

% Within Choose R.LT. Again| 8.9%| 20.0% 9.9%

% Of Total 7.9%| 20% 9.9%

Count 90| 10 1 101

Total % Within Format 891%]| 9.9%|  1.0%100.0%
% Within Choose R..T. Again|100.0%]100.0%| ~ 100.0%[100.0%

% Of Total 89.1%| 99%|  1.0%[100.0%
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Table 13: Gender * Choose R.I.T. Again Cross tabulation
Table 13: Of the 47 female alumni 7 or 15% would not choose R.LT again. Of
the 53 male alumni only 2 or 4% would not choose R.LT. again.

Table 13: Gender * Choose R.LT. Again Cross tabulation
Choose R.I.T. Again

Yes No Uncertain Total
Count 39 7 1 47
Female % Within Gender 83.0%{ 14.9% 2.1%{100.0%
% Within Choose R.I.T. Again{ 43.3%| 77.8% 100.0%} 47.0%
Gender % Of Total 39.0%} 7.0% 1.0%| 47.0%
Count 51 2 53
Male % Within Gender 96.2%| 3.8% 100.0%
% Within Choose R.I.T. Again| 56.7%] 22.2% 53.0%
% Of Total 51.0%| 2.0% 53.0%
Count T o o 1| 100
Total % Within Gender 90.0%| 9.0% 1.0%1{100.0%
% Within Choose R.I.T. Again | 100.0% | 100.0% 100.0%{100.0%
% 6f Total 7 » 90.(;‘% 7 9.0% 10% _1.0(.)7..0%7
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Table 14: Current Income (Clustered) * Choose R.I.T. Again Cross tabulation
Table 14: Of the 33 alumni with a current salary of less than $35,000 (The

three lowest pay categories) 6 or 18% would not choose R.LT. again. Of the 65 alumni
with a current salary of $35,000 or greater (The three highest pay categories) 2 or 3%

would not choose R.I.T. again.

Table 14: Current Income (Clustered) * Choose R.LT. Again Cross tabulation

Choose R.L.T. Again

: Total
Yes No Uncertain
Count 27 6 33
% Within Current
81.8%] 18.2% 100.0%
l d
$0 - $34,999 ncome (Clustered)
% Within Choose R.L.T. o o o
Again 30.7%] 66.7% 33.7%
% pf Total ) 27@% 6.1% 33.7°/o
Count 61 2 1 64
% Within Current
95.3%] 3.1% 1.6% {100.0%
Current Income | $35,000 or Income (Clustered) A
(Clustered) Greater o \Aebes
% Within Choose RLT. | 6039 | 22.2%| 100.0%| 65.3%
gain
% Of Total 62.2%] 2.0% 1.0%| 65.3%
Count 1 o 1
% Within Current o o
Non Income (Clustered) 100.0% o 100.0%
Applicable [0, within Choose R.LT. 119 1.0%
Again e Cre
% Of Total 1.0% 1.0%
Count 88 9 1 98
% Within Current o o o o
Income (Clustered) 89.8%| 9.2% 1.0%1100.0%
Total
PRI
% Within Choose R.LT. |4 50,1 100.0%|  100.0%}100.0%
Again
% Of Total 89.8%1 9.2% 1.0%]100.0%
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Table 15: Received Promotion * Choose R.L.T. Again Cross tabulation

Table 15 shows of the 49 alumni that have not received a promotion 8 or 16%
would choose not to attend R.LT. again. Of the 47 alumni that have received a promotion
1 or 2% would choose not to attend R.L.T. again.

Table 15: Received Promotlon * Choose R.L.T. Again Cross tabﬁ-:tioh

Choose R.L.T. Again

.| Total
Yes No Uncertain
Count 46 1 47
% Within Received o
Promotion 97.9%| 2.1% 100.0%
Yes
% Within Choose R.I.T. o o
Again 52.3%| 10.0% 47.5%
% Of Total 46.5% 1.0% 47 5%
Count 40 8 1 49
% Within Received o o o o
Received o Promotion 81.6%| 16.3% 2.0% |{100.0%
Promotion % Within Choose RLT. | o co | g00%!  100.0%| 49.5%
Again . (=] . (o] . (o] . (=]
% Of Total 40.4%)| 8.1% 10% 49.5%
Count 2 7 1 ) 7“3
% Within Received o o o
Non Promotion 66.7%} 33.3% 100.0%
Applicable o, within Choose RLT. | 2% 10.0% 3.0
Again . - (] . (=]
% Of Total 2.0%] 1.0% 3.0%
Count 88 10 1 99
% Within Received 88.9%| 10.1% 1.0%|100.0%
Promotion
Total
PR
% Within Choose R.LT. |4, 0o 1100.0%]  100.0%}100.0%
Again
% Of Total 88.9%] 10.1% 1.0% | 100.0%
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Table 16: Time to Receive First Promotion (Clustered) * Choose R.I.T. Again Cross
tabulation
Table16 shows of the 30 alumni who have received a promotion in twelve
months or less zero would not choose R.I.T. again. For those 13 alumni who took longer
than twelve months 7.7% would not choose R.I.T. again.

Table16: Time to Receive First Promotion (Clustered) * Choose R.I.T. Again Cross tabulation

Choose R.L.T. Again
Total
Yes No Uncertain
Count 30 30
% Within Time to
Month Receive First 100.0% 100.0%
12 Months or | promotion (Clustered)
Under
% Within Choose o o
R.LT. Again 34.9% 30.9%
% Of Total 30.9% 30.9%
Count o 7 12 1 13
% Within Time to
Receive First 92.3%| 7.7% 100.0%
Over 12 Promotion (Clustered)
Months e
% Within Choose o o o
R.LT. Again o | 14.0%] 10.0% 134/o
Time to Receive % Of Total 12.4%| 1.0% 13.4%
First Promotion T e —
(Clustered) Count 4 1 5
% Within Time to
Receive First 80.0%}§ 20.0% 100.0%
Non Promotion (Clustered)
Applicable S
% Within Choose o o o
R.LT. Again 47%) 10.0% 5.2%
% Of Total 41%] 1.0% 5.2%
Count - 40 8 1 49
% Within Time to
Receive First 81.6%{ 16.3% 2.0%1100.0%
Not Present |Promotion (Clustered)
% Within Choose o o o o
RLT. Again 46.5%1{ 80.0%{ 100.0%} 50.5%
% Of Total MN2%] 8.2% 1.0%{ 50.5%
Count 86 10 1 97
% Within Time to
Receive First 88.7%] 10.3% 1.0%1] 100.0%
Total Promotion (Clustered)
% Within Choose o o o o
R.T. Again 100.0%]100.0%} 100.0%]100.0%
% Of Total 88.7%] 10.3% 1.0%} 100.0%
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Table 17: Age (Clustered) * Choose R.1.T. Again Cross tabulation
Table 17 shows of the 54 alumni who were 34 years old and younger 13.0%
would not choose R.L.T. again. Of the 46 alumni who were 35 year old and older 6.5%

would not choose R.LT. again.

Table 17. Age (Clusterea) * Choose R.I;T. Again C;dgs tabulatlgn

Choose R.L.T. Again
Yes No Uncertain Total
Count 47 7 54
% Withi 0%} 13.0% 100.0%
34 Years & o Within Age (Clustered) | 87.0%| 13.0% o
PRI
Under % Within Choose RIT. | 55 g0, | 70.0% 54.0%
Again
Age % Of Total 47 0% 7.0% 54.0%
(Clustered) Count 42 3 1 46
35 Years & % Within Age (Clqstergd) 91.3%| 6.5% 2.2%{100.0%
PRI
Over % Within Choose RLT. | 42501 3009%| 100.0%| 46.0%
Again o ) 7
% Of Total 42.0% 3.0% 1.0%| 46.0%
Count 89 10 1 100
% Within Age (Clustered) ; 89.0%| 10.0% 1.0% | 100.0%
Total .- T ]
% Within Choose R.LT. 1,44 00, 1100.0%|  100.0%{100.0%
Again
% Of Total 89.0%}{ 10.0% 1.0%]100.0%
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Table 18: Related Employment to Field of Study * Choose R.I.T. Again Cross

tabulation

Table18 shows of the 13 alumni who have not been employed in there major
field of study 30.8% would not choose to attend R.I.T. again. Of the 87 alumni who have

been employed in their major field of study 7.0% would choose not to attend R.1.T. again.

Table 18: Related Employment to Field of Study * Choose R.I.T. Again Cross tabulation

Choose R.I.T. Again
Total
Yes No Uncertain
Count 80 6 1 87
% Within Related
Employment to Field of 92.0%| 6.9% 1.1%100.0%
Yes | Study
% Within Choose R.L.T. 5 o o "
Again 89.9%| 60.0%| 100.0%| 87.0%
Related Employment to 7% Of Total 80.0% 6.0% 1.0%| 87.0%
Field of Study Count I 13
% Within Related
Employment to Field of 69.2%| 30.8% 100.0%
No |Study 7 . -
% Within Choose R.I.T. o . .
Again 10.1%1 40.0% 13.0%
% Of Total 9.0%f 4.0% 13.0%
Count 89 10 1 100
% Within Related
Employment to Field of 89.0%| 10.0% 1.0%]100.0%
Total Study
% Within Choose R...T. 100.0% | 100.0%]  100.0% | 100.0%
Again
% Of Total 89.0%] 10.0% 1.0%]100.0%
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Table 19: Major Field of Study * Choose R.LT. Again Cross tabulation

Table 19 shows of the 11 alumni who majored in Service Management zero
would not choose R.I.T. again. Where as of the 90 alumni who majored in Hospitality
Management 10 (11%) would not choose R.LT. again.

Table 19: Major Field of Study * Choose R.I.T. Agal_n CroAés tébuléiiﬁn

Choose R.L.T. Again

.| Total
Yes No Uncertain
Count 79 10 1 90
% Within Major Field of o o o o
| study 87.8%| 11.1% 1.1%(100.0%
Hospitality
% Within Choose R.I.T. o o o o
Again 87.8% 100.0@ 100.0%| 89.1%
Major Field of % Of Total 78.2%| 9.9% 1.0%}| 89.1%
Study Count 11 11
% Within Major Field of 100.0% 100.0%
) Study ) )
Service
% Within Choose R.I.T. 1229 10.9%
Again ere :
% Of Total 10.9% _ 7 10.9%
Count 90 7~1 0] ) 717 B 1071
% Within Major Field of 89.1%!| 9.9% 1.0%1100.0%
Study ) ’ ' ’
Total _
o e
% Within Choose R.I.T. 100.0%}100.0%|  100.0%|100.0%
Again
% Of Total 89.1%1| 9.9% 1.0%1100.0%
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Table 20: Year of Graduation (Clustered) * Current Income (Clustered) Cross
tabulation
Table 20 shows 55% of the alumni graduating from 1995 to 1997 have a current
income of $35,000 or greater. Further, Table 20 shows 70.6% of the alumni graduating
from 1992 to 1994 have a current income of $35,000 or greater. Last, Table 20 shows
75% of the alumni graduating from 1988 to 1991 have a current income of $35,000 or

greater.

Table 26: Qear of Graduation (Cll;stered) * Curreht Income (Clustered) Crosvs;—ténﬁalﬂé-tvibn

Current Income (Clustered)

(Clustered)

Non Total
$0 - $35,000 or h
$34,999 Greater Applicable
1 1 24
1988 Count A 5 ' 78
To % Within Year of
1991 | Graduation 20.8% 75.0% 4.2% 1 100.0%
(Clustered)
nt 10 24 34
Year of 1992 C9 unt _ . . _ -
Graduation To % Within Year of
(Clustered) 1994 |Graduation 29.4% 70.6% 100.0%
(Clustered) o
Count 18 22 40
1995 — 1. A N I
To % Within Year of
1997 | Graduation 45.0% 55.0% 100.0%
(Clustered)
Count 33 64 - _1 e 98
Total % Within Year of
Graduation 33.7% 65.3% 1.0%1100.0%
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Table 21: Year of Graduation (Clustered) * Choose R.L.T. Again Cross tabulation
Table 21 shows the level of satisfaction represented by answering yes to the
following question “If you had the chance to make the decision again would you choose
to attend R.LT.?” In addition, Table 21 shows 92.9% of the alumni graduating from 1995
to 1997 would choose R.IT. again. Further, Table 21 shows 85.7% of the alumni
graduating from 1992 to 1994 would choose R.LT. again. Last, Table 21 shows 87.5% of
the alumni graduating from 1988 to 1991 would choose R.LT. again.

Table 18: Year of Graduation (Clustered) * Choose R.L.T. Again Cross tabulation
Choose R.I.T. Again
| Total
Yes No Uncertain
1988 |Count 21 3 24
To % Within Year i
of Graduation o o o
1991 (Clustered) 87.5%112.5% 100.0%
Year of Graduation .}%92 Count 30 4 ! 35
(Clustered) % Within Year of Graduation o o o
1994 (Clustered) 85.7%11.4% 2.9%1]100.0%
1995 |Count 39 3 42
To % Within Year of Graduation
1997 (Clustered) 929%} 71% 100.0%
Count 90 10 1 101
Total % Wlthln Year of_ Gl:aduétic;n_ 89.1% 9 50/ 7 17 0°/ 71 00.0%
(Clustered) A e e e
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Table 22: Type of Student (Clustered) * Choose R.LT. Again Cross Tabulation
Table 22 shows of the 17 international alumni 29.4% would not choose to attend

R.LT. again. Of the 84 domestic alumni 6.0% would choose not to attend R.I.T. again.

Table 22: Type of Student (Clustered) * Choose R.L.T. Again Cross Tabulation

Choose R.L.T. Again
Total
Yes No Uncertain
Count 12 5 17
) o

International (/élﬁ'st:‘;‘egpe of Student | 76 6 | 29.4% 100.0%
Type of Student % of Total 11.9%}{ 5.0% 16.8%
(Clustered) Count 78 5 1 84
us. % within Type of Student % % % %
(Clustered) 92.9% 6.0% 1.2%{100.0%
% of Total 77.2% 5.0°/o B 1.0% 8_3.2%
Count 90 10 1 101

% within Type of Student
Total ° % Yo % 0%
(Clustered) 89.1% | 9.9% 1.0%} 100.0%
% of Total 89.1%| 9.9% 1 .O% 100.0%

102




Summary
The results and findings of this study have been divided into three separate
sections. These include descriptive statistics, qualitative information and explanation,

and a comparison of the expected and actual results of this study.

In the descriptive statistics section the researcher examined the data reported from
the mail survey. First, the researcher explained the grouping or clustering of the
responses to the questions posed in the survey. The former section presented the
tabulated data for questions 1 to 4 and 8 to 17 from the survey in graphic form. In
addition, the coded survey data of program type and the year of graduation was tabulated
and presented in graphic form. This information was tabulated by frequency and
presented in percent of total responses. Finally, the response rate was cross-tabulated

with the year of graduation group.

In the qualitative information and explanation section the researcher has defined
the categories of the qualitative data and provided a comparison of satisfied alumni and
dissatisfied alumni. The qualitative data categories have been defined through a listing of
the exact comments of the respondents and located in narrative tables. In addition, the
average number of comments to each question for the satisfied and dissatisfied groups

has been calculated and the number of non-responses accumulated.

In the comparison of the expected and actual results section is a comparison of

satisfied and dissatisfied alumni from R.1.T.’s Department of Food, Hotel, and Travel
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Management graduate studies. Twelve factors are cross-tabulated with the satisfaction
criteria gathered from question four of the mail survey. These factors are as follows;
nationality, gender, age, employment status, duration for hiring, program format, current
income, promotions, duration for promotion, major field of study, related occupation to

field of study, and year of graduation. Further, the alumni’s year of graduation and

clustered current income were cross-tabulated.
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Chapter 5 - Discussion

Introduction
What factors contribute to the satisfaction of graduates of a higher educational
institution? Specifically, what are the factors affecting alumni satisfaction of Rochester
Institute of Technology’s (R.I.T.) Department of Food, Hotel, and Travel Management
Master’s degree programs? How does alumni satisfaction relate to various demographic
information such as time to find employment, employment status, employment within the
related field of study, current salary, nationality, promotability, gender, age, and field of

study? In the previous chapters the researcher addressed these questions and will now

discuss the impact of these answers.

The discussion of this study may be divided into three sections. These sections
include conclusions based on the data, recommendations and summary. The discussion

is consequently arranged accordingly.

Conclusions
L The conclusions of this thesis are based on the qualitative information and
explanation and the comparison of the expected and the actual results sections
found in chapter four. The alumni satisfaction level of the graduate programs of
the Department of F.H.T.M. has been established at over eighty-nine percent
meeting the criteria for a high level of satisfaction. It would appear that; (1)

Executive Leader graduates are more likely to be satisfied with their experiences
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at R.IT; (2) higher current annual income rates yield higher satisfaction rates.
Conversely, lower current annual income rates yield lower satisfaction rates; (3)
alumni who have not been in work related to their field of study have lower rate
of satisfaction; (4) alumni who have not received a promotion have lower
satisfaction rates; (5) the level of satisfaction decreases as the duration to receive
a promotion increases; (6) graduates who are unemployed have lower satisfaction
rates; (7) alumni who took longer to obtain employment have a higher level of
satisfaction; (8) alumni from earlier years of graduation have higher current
income than those of later years of graduation; (9) alumni with greater levels of
income have higher satisfaction rates; (10) alumni in the Hospitality Management
Major have a lower level of satisfaction than those in the Service Management
Major; (11) younger alumni have a lower level of satisfaction than more senior
alumni; (12) intemational alumni have a lower level of satisfaction than alumni
from the United States; (13) improvements need to be made to the areas of student
housing, placement office, number of courses offered, practicality of subject
matter and value; (14) female alumni have a lower level of satisfaction than male
alumni; (15) the current courses and the interaction amongst faculty and students
should be maintained. However, it does not appear that alumni from earlier years

of graduation have higher rates of satisfaction
Recommendations

The recommendations of this thesis are limited to the following six subject areas

Long Term Consequences, Marketing, Quality Improvement Program, Further
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Studies, General and Refining the Questionnaire. The first five areas are discussed in
the following section. A narrative in bullet format on refining the questionnaire then
precedes the first section.

Due to the apparent influence employment factors have on the level of

satisfaction of alumni and information of the narrative tables, R.I.T. should

invest more resources in the development of its placement office.

¢ Since there were many praises of R.I.T. from the alumni, R.I.T. should use
more testimonials in their prospective student literature.

e Further, R.I.T. should consider the use of alumni panel focus groups to further
research alumni attitudes.

e R.IT. should disclose the high rate of satisfaction in their prospective student
literature.

e The Office of Admissions, Alumni Affairs and the Department of F.H.T.M.
should maintain a copy of this thesis, advertise its presence and make it
available to prospective students, students and graduates.

e R.IT. should use this study to identify critical incidents and implement a
critical incident approach system to R.1.T. Department of F.HT.M.

¢ Needs improvement and strong points of the academic and nonacademic areas
should be extracted and used in the Total Quality Management of R.I.T.

e Information should be used to identify potential problem areas that reported
lower than average satisfaction rates to include major field of study, gender,

age, type of program and nationality.
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¢ The narrative tables should be used to identify solutions for areas that have

been identified as needing improvement.

An exact replicative study should be conducted in order to test the validity of

the findings of this study.

¢ A similar study should be conducted at the undergraduate level of the
department of FH.T.M.

e Conduct further detailed studies to analyze the differences in the level of
satisfaction of graduates from the following categories type of program, major
field of study, gender, nationality and age.

e Use the information obtained to improve R.I.T. and gain a strategic advantage
over its competitors. Major areas of concern are student housing, placement
office, and the number of courses offered, value and the practicality of subject
material.

e R.IT. should distribute a synopsis of this study in order to enhance its word of
mouth advertising.

e Incorporate the knowledge acquired from this study into the Supporting
Student Success Program at R.LT.

e Group narrative comments by the satisfaction category and examine data for

trends.
Summary
The alumni satisfaction level of the graduate programs of the Department of

F.H.T.M. has been established at 89.1 percent. Proving the hypothesis of this study that
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R.IT.’s Department of F.H.T.M. graduates would display a high satisfaction rate. The
hygiene factors that impact satisfaction and how these factors relate to alumni satisfaction

and various demographic information have been represented in chapter four.

This thesis acts as a resource of information for prospective students, faculty,
staff, alumni, students, and administrators of R.LT.’s Department of Food, Hotel, and
Travel Management. The research has been used to reveal what elements of R.I.T.
benefited the alumni the most and what changes the graduates would recommend.
Quality factors have been examined to determine their impact on alumni satisfaction. In
addition, any associations among quality factors and demographic factors of alumni have
been identified.

The importance of this study lies in its ability to identify and measure factors
affecting the satisfaction of graduates from R.I.T.’s Department of Food, Hotel, and
Travel Management masters programs. This study may now be used to improve the
program and give it a competitive advantage over other academic institutions.

R.I.T. has already worked at solving some of the complaints registered in this
study. Emplacing a systematic approach for improving student retention rates known as
the Supporting Student Success Program. R.LT. has worked at “softening” the campus
through the installation of Java Wally’s. Improvements have been made in other areas as
well to include campus housing, increased availability of technology based classroom
equipment, new windows to better insulate the George Eastman Building, and new

equipment in the department’s computer lab.
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Rochester Institute of Technology

School of Food, Hotel and Travel

Management

12 December 1997 Department of Graduate Studies

George Eastman Building

10 Lomb Memorial Drive
Ms Kathryn A Yantch Rochester, New York 14623-5604

1579 Ridge Road HE-475-5666—FHH6-475-646 1
Ontario NY 14519

The Department of Food, Hotel, and Travel Management Masters degree program is
approaching it’s tenth anniversary! However, until now no research has been attempted to

collect information from you, the alumni. This information will be used to improve the
program.

As one of the selected graduates from the program your opinion is vitally important. In

order that the results will truly represent the alumni, it is critical that you complete and
return the questionnaire.

You may be assured of complete confidentiality. The questionnaire has an identification
number. So we may check your name off when you return the completed questionnaire.
In addition your major and year of graduation are identified for statistical purposes only.

The data of this research will form the basis of my thesis. My thesis will be made available
to the faculty and administration of R.I.T.’s department of Food, Hotel, and Travel
Management and other interested parties. Allow me again to emphasize that respondents
names will not be mentioned or identified in my thesis or any other analysis. You may
receive a summary of the results by writing “copy of results requested” on the back of the
return envelope, and printing your name and address below it. Please Do Not write this
information on the questionnaire itself.

I would be happy to answer any questions or concerns you may have. Please call,fax or
write. The telephone number is (716) 586-3424 and the fax is (716) 586-3424. My thesis
committee which consists of Dr. Marecki, Dr. Stockham, and Mr. Steffens send their
regards and appreciate your response.
Thank you very much for your participation and in helping me become an alum.

Sincerely,

Rick Farran
Graduate Student
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24 December 1997

Last week a survey requesting your views regarding RIT’s School of Food Hotel
and Travel Management Master’s degree program was sent to you.

If you have finished and returned it to us please take our genuine thanks. If not,
please complete and return the survey today. Due to the small population and
sample sizes a return rate of 75 percent is needed in order to draw accurate
conclusions. Thus it is very important that we receive your completed survey.

If you have not received the survey or can not locate, please call me at this time.
You may call me collect (716-586-3424) for an immediate replacement.

Sincerely,
(O I

Rick Farran
Graduate Student
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Rochester Institute of Technology

School of Food, Hotel and Travel
Management

12 January 1998 Deparm%ent of Graduate Studies
George Eastman Building

Name 10 Lomb Memorial Drive

Street Address Rochester, NY 14623-5604

. . 716-475-56666 Fax 716-475-6401
City, State Zip code

Approximately 4 weeks ago I sent you a survey requesting your opinion about the
Department of Food, Hotel and Tourism Management Masters degree program. As of
today your completed questionnaire has not been received.

The Masters degree program is approaching its tenth year anniversary! Until now no
research has been attempted to collect information from you, the alumni. This
information will be used to form a database on which better decisions may be made.

As one of the selected graduates from the program your opinion is vitally important. In

order that the results will truly represent the alumni, it is critical that you complete and
return the questionnaire.

Ancther questionnaire is enclosed in case the original has been misplaced. Thank you
very much for your participation and in helping me become an alumni.

Sincerely,
/é—% =

Rick Farran
Graduate Student
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Rochester Institute of Technology

School of Food, Hotel and Travel

- . Management

2 g

= Febmary 1998 Department of Graduate Studies
George Eastman Building

Name 10 Lomb Memorial Drive

Rochester, NY 14623-5604
St_reet Addrqss 716-475-5666 Fax 716-475-6401
City, State Zip code

Approximately 7 weeks ago I sent you a survey requesting your opinion about the
Department of Food, Hotel and Tourism Management Masters degree program. As of
today your completed questionnaire has not been received.

As one of the selected graduates from the program your opinion is vitally important. In

order that the results will truly represent the alumni, it is critical that you complete and
return the questionnaire.

Another questionnaire is enclosed in case the original has been misplaced. Thank you
very much for your participation and in helping me become an alumni.

Sincerely,
%_;Jﬂ_ =

Rick Farran
Graduate Student
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- - 296175

A DECADE OF LEARNING: A SURVEY OF MASTERS DEGREE ALUMNI FROM
THE ROCHESTER INSTITUTE OF TECHNOLOGY DEPARTMENT

OF FOOD, HOTEL, AND TRAVEL MANAGEMENT

This survey was designed to obtain information from you, the graduates of R.I.T.’s
department of Food, Hotel, and Travel Management master’s degree programs. The
information you supply us with will be used to establish a database which may ultimately
be used to aid prospective students, students, graduates, staff, and faculty. Please use the
space in the margins to qualify an answer or make any comments on questions. Anything
you add will be read and considered. Those who attended R.I.T. for graduate and
undergraduate work should refer only to your experience at the graduate level when
answering this questionnaire.

Thank you for your assistance.

Department of Food, Hotel, and Travel Management
Rochester Institute of Technology
Rochester NY 14623
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Q-1 .o . v Have you received another degree since attending R.1.T.? (Circle number)
1 Yes (Please specify type of degree and major field of study)

2 No

Q-2 Are you currently in another educational program? (Circle number)
Graduate School Full-Time

Graduate School Part-Time

Not Attending School

Professional School (e.g. Law, Medicine, etc.)

Other (Please Specify)

Vo W N =

Q-3 What is your current employment status? (Circle number)
1 Employed Full-Time
2 Employed Part-Time
3 Unemployed and Seeking Employment
4 Unemployed and Not Seeking Employment

Q-4 Ifyou had the chance to make the decision again would you choose to attend R.L.T.?
1 Yes

2 No (Please explain)

Q-5 Inregards to the academic program (Courses, Curriculum, Thesis, Project.) What benefited you the
most? Why?
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Q-6 What ch.ange(s) would you recomend to the department of Food, Hotel, and Travel Management
concerning the academic program (Courses, Curriculum, Thesis, Project?)

Q-7  Are there any other area(s) outside of the academic program (Student life, Housing) that you feel R.L.T.
could improve on? What are these areas? How could they be improved?

Q-8  What type of program were you enrolled at R.L.T.? (Circle number)
1 Executive Leader Format (Starting in 1990)
2 Traditional Format / Full-Time
3 Traditional Format / Part-Time

Q-9  What type of student were you? (Circle number)
1 International
2 -US Citizen
3 Canada

Q-10 'What is your sex? (Circle number)

1 Female
2 Male
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Q-1

Q-12

Q-13

Q-14
Q-15

Q-16

Q-17

How old are you? (Circle number 1-5)
1 Under 25 years ' 4 45 - 55 years
2 25 - 34 years

5 Over 55 years -
3 35 - 44 years

Since your graduation from R.LT. have you been employed in a job related to your major field of study?
(Circle number)

Yes

No, I wanted to change fields

No, I could not find a job in my field
No, I have not found employment
No, Other (Please Specify)

DN hWN -

How long did it take you to obtain employment after graduation? Month(s)

What is/was your latest title held at your most recent job?

Have you received a promotion? (Circle number)
1 Yes (Please specify how long after graduation. If you have received more than one

promotion since graduation refer to your first promotion) Month(s) Year(s)
2 No
What was your starting gross annual income in US dollars? (Circle number 1-6)
1 $0-$19,999 4 $30,000 - $34,999
2 $20,000 - $24,999 5 $35,000 - $39,999
3 $25,000 - $29,999 6 $40,000 or Greater
What is your current gross annual income in US dollars? (Circle number 1-6)
1 $0-$24,999 4 $35,000 - $39,999
2 $25,000 - $29,999 5 $40,000 - $44,999
3 $30,000 - $34,999 6 $45,000 or Greater

The information you have provided is greatly appreciated. If you would like a summary of the results please

write your name and address on the back of the return envelope (Not on the questionaire itself) We will insure
that you receive it.
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