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Memo 
To:  Dr. Mary Sias 

CC:  Dr. Darrelene Rachavong 

From:  Sue Sherbet 

Date:  4/9/2007 

Re:  End-of-Year Departmental Audit 

As requested, we conducted the “End-of-Year Departmental Audit” and involved the entire 
Career Center staff in the process.  In addition, Judy Guyer and her AA, Gaby Perkowski, 
participated.  Our student employees completed one part of the process that we used. 

Our leadership team (Sue Sherbet, Director; and Associate Directors Mickey Choate and 
Michael Doty) found the instrument a little challenging.  Because the instrument included both 
positive and negative statements, the Likert scale was inaccurate.  (Staff members also found 
it difficult to complete.)  We added one item to the beginning of the instrument that we felt 
would help put the rest in context.  We also took the opportunity to gather some more specific 
information by creating our own supplemental instrument.  (Both our supplemental instrument 
and the original instrument as revised by our leadership team are attached.) 

We administered our own instrument first because we felt it would put them in a more 
reflective frame of mind.  This instrument included several open ended questions that allowed 
staff to identify what they believed to be the Career Center’s greatest strengths, the program 
or service that they believed to have the greatest positive impact on the Career Center over 
the past year, one new program or service they believe would add value to the Career 
Center, and what they believed to be their greatest individual contribution to the Career 
Center over the past year.  Responses to the first 3 questions are attached, but the following 
common themes seemed to be the focus of most of the comments: 

1. Greatest Strengths of the Career Center 

a. Competent, caring staff that works as a team 

b. Focus on quality career education 

c. Professional image 

2. Program or Service with Greatest Positive Impact 

 



a. Drop-by resume services 

3. Sug ditional Value 

 

rtment.  A recap of the responses is attached; 
frequency counts are given for each response since the structure of the instrument would not 

s they believed contributed to 
the way the questions were answered.  After about an hour, the staff reconvened with the 

team has reviewed 
these results and is working to identify solutions and improvements.  We will also be involving 

bers in identifying solutions to the issues that were raised. 

Atta m

s 1-3 on Part A 

• Recap of responses on Part B 

b. Marketing efforts 

c. Implementation of eRecruiting software 

gested Program or Service to Add Ad

a. A peer career assistant program 

b. More visibility on campus

c. Career mentor program 

d. Various new career seminars 

We then administered the survey instrument that was provided to us.  Staff members 
completed the survey anonymously.  Overall, responses were positive, and there were no 
real surprises, but there were several contradictions.  One survey respondent identified four 
items as problems, and another respondent identified one item as a problem.  Both of these 
individuals felt that their work is not recognized by the university as a whole, and one of them 
felt they are not recognized by the department.  The majority of the rest of the staff, however, 
marked “frequently” on recognition by the depa

allow for a weighted average to be calculated. 

Two weeks after the survey instruments were completed, a recap of the responses was given 
to staff members to review.  We then divided the group into three small discussion groups 
with a facilitator.  To remove any potential barrier to the open exchange of ideas, our 
leadership team did not participate in the small groups.  The groups were assigned specific 
groups of questions to cover, and they were to identify the factor

leadership team to recap their discussions for the entire group. 

While there were some definite contradictions throughout this process, a few issues were 
identified as potential or “sometimes” problems.  We also believe that the process helped 
staff members to realize that “problems” are not always “top-down” issues.  They discovered 
some communication issues among themselves as well.  The leadership 

other staff mem

ch ents: 

• Copy of instruments used 

• Recap of responses to question
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Departmental Audit (Part A) 
January, 2003 

 
Please reflect on the programs, services and activities of the Career Center over the past year to 
complete the following questions. 
 

1. Identify what you believe to be the greatest strength of the UTD Career Center and tell 
why you feel this way. 

 
 
 
 
 

2. List one (1) program, process, service, etc. that you believe has most positively impacted 
the Career Center program and tell why you feel this way. 

 
 
 
 
 

3. List one new (1) program, process, service, etc. that you believe would add value to the 
Career Center program if it were implemented and tell why you feel this way. 

 
 
 
 
 

4. As you reflect on the past year, what do you believe to be your greatest individual 
contribution to the successes of the Career Center?  And why do you feel this way? 

 
 
 
 
 
 
Using the following scale, please assess the frequency with which the items listed below occur in 
the Career Center: 

1=Uncommon 
2=Rarely 
3=Sometimes 
4=Frequently 
5=Major Problem 

 
1. Employees have had the opportunity to participate in professional development over the 

past year. _____ 
 
 

2. Employees have taken advantage of opportunities for professional development over the 
past year. _____ 



Departmental Audit (Part B) 
January, 2003 

 
Please reflect on the programs, services and activities of the Career Center over the past year to assess the frequency with which the 
items listed below occur. 

 
1=Uncommon  2=Rarely  3=Sometimes  4=Frequently  5=Major Problem 

 
 1 2 3 4 5 

1. Employees generally enjoy their jobs and the opportunities they have to contribute to the team. 
 

     

2. The department has difficulty resolving conflicts before they get out of control. 
 

     

3. Employees in the department cooperate well in group efforts. 
 

     

4. Employees divide into cliques. 
 

     

5. Employees have difficulty coordinating their separate work activities. 
 

     

6. Employees have to rely on others outside the department to keep them informed of the university’s 
progress. 

 

     

7. Employees have difficulty in determining how far they can go in taking individual action. 
 

     

8. Employees in the department circumvent their manager to address issues or problems. 
 

     

9. Communication with the department manager is limited and tense, or hostile. 
 

     

10. Employees are frequently surprised by problems. 
 

     

11. Employees are reactive when it comes to problem-solving. 
 

     

12. Employees have difficulty responding to questions that lie outside their individual work areas. 
 

     

13. Employees often have to stop and wait for direction from their manager before proceeding. 
 

     

14. Employees experience a lot of conflicting priorities regarding projects and department responsibilities. 
 

     

15. Employees are forced to guesstimate their work quality and productivity. 
 

     

16. Employees feel that their good work is recognized by the department. 
 

     

17. Employees feel that their good work is recognized by the university as a whole. 
 

     

18. Employees find it difficult to trace the underlying causes of department performance problems. 
 

     

19. Employees are anxious about the future. 
 

     

20. Employees react to change in a quick and well-coordinated manner. 
 

     

21. Employees rely too much on traditional solutions when tackling new problems. 
 

     

22. The department keeps us with technology and cutting-edge work methods. 
 

     

23. The department fails to identify and develop new opportunities. 
 

     

24. Employees are willing to commit to tough performance goals. 
 

     

25. The department has the resources needed to do its work. 
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December xx, 2005 
 
Dr. Daniel: 
 
We have completed a risk-based core business process audit of the Registration 
process, and a detailed report is attached for your review.  
 
The objective of this audit was to provide assurance as to the effectiveness of the 
controls over the registration process that are relevant to ensuring compliance with 
policies and procedures and the economical and efficient use of resources. 
 
The audit resulted in no recommendations considered significant to University 
operations.  However, the audit report includes three recommendations to enhance 
efficiencies and consistency related to the advising and grade change functions.    
Management has reviewed the report and agreed to implement the recommendations.   
 
Please let me know if you have any questions or comments resulting from this audit. 
     

     
Toni Messer, CPA, CIA     Jennifer Rossberg 
Director of Internal Audits    In-Charge Auditor 
 
Distribution: 
The University of Texas at Dallas: 

Karen Jarrell, Registrar  
The University of Texas System:  

Pedro Reyes, Associate Vice Chancellor Planning and Assessment, Office of Academic Affairs  
Charles G. Chaffin, Director of Audits  
Eric Polonski, Audit Supervisor  

Members of the UTD Audit and Compliance Committee:  
Dr. Hobson Wildenthal, Executive Vice President and Provost  
Dr. Darrelene Rachavong, Vice President for Student Affairs  
Dr. Larry Terry, Interim Vice President for Business Affairs  
Dr. Hasan Pirkul, Dean of the School of Management  
Jody Nelsen, Associate Vice President for Administration and Compliance 
Lisa Choate, Director of Internal Audit, Southwest Airlines 

State of Texas Agencies: 
Legislative Budget Board 
Governor’s Office  
State Auditor’s Office 
Sunset Advisory Commission 
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EXECUTIVE SUMMARY 
        
 

 
Registration 

 
Audit Report  

#R6xx 

Responsible Party: 
• Registrar 

Auditors Assigned: 
• Jennifer Rossberg, 

Senior Auditor, In-
Charge 

• Graduate Students in 
the Endorsed Internal 
Audit Program 

 
Audit Objective: The objective of this audit was to provide assurance as to the 
effectiveness of the controls over the registration process that are relevant to 
ensuring compliance with policies and procedures and the economical and efficient 
use of resources. 
Overall Risk Exposure: 

  Low 
  Moderate 
  High 

Audit Conclusion : 
 Satisfactory  
 Needs improvement 
 Unsatisfactory 

Audit Results: The audit resulted in no recommendations considered significant to 
University operations and three recommendations specific to the Registration 
process: 
(1) Grade Change Policies Should Be Documented - We recommend that grade 

change procedures be documented to ensure all schools are following the same 
guidelines.  An allowable period of time to make grade changes should be 
outlined, and the appropriate approvals should be documented.  In addition, 
specific guidelines should be developed regarding acceptable reasons for grade 
changes.   A higher authority should approve grade changes outside the 
acceptable guidelines. 

(2) Enhance the Advising Structure - We recommend that a more centralized 
structure be established between the various advising offices and Student Affairs 
to ensure consistency of services and enhanced communication to students. 

(3) Update the Procedures for the Petition for Incomplete Form - The “Petition for 
Incomplete” form should be updated and distributed to those involved in the 
process. 

Conclusion:  Based on the results of the audit work performed, we conclude that 
controls over the Registration process are generally effective.  Implementation of the 
recommendations detailed in the report will enhance the efficiency of the advising 
process and the controls over grade changes. 
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BACKGROUND 

 
During Fall 2006 UTD registered approximately 14,000 students, and during fiscal year 
2005 processed over $76 million in tuition and fee payments.   

Registration at UTD is performed throughout the campus in various offices, including 
the Registrar, the Bursar, Financial Aid, and the advising offices in the various schools.  
The Registrar is responsible for registering students and maintaining their academic 
records.  The Bursar is responsible for overseeing financial transactions such as the 
assessment and collection of tuition and fees, distribution of financial aid and 
scholarship checks, refund checks, payroll checks, petty cash reimbursements and 
departmental deposits.   Financial Aid’s mission is to provide students with federal, state 
and institutional financial aid assistance.  Advisors are responsible for assisting students 
in designing an appropriate course of study that will satisfy requirements for graduation.  
Undergraduate advising is coordinated through the Dean of Undergraduate Studies, 
and graduate advising is handled via the Dean of Graduate Studies.  Registration is 
processed via the Student Information System (SIS). 

The impact of registering students at the University is significant.  Student enrollment 
continues to rise each year, adding to the workload of all departments involved in this 
process.  Therefore, it is imperative that the registration process is efficient and 
effective. 

UTD Enrollment

-
2,000
4,000
6,000
8,000

10,000
12,000
14,000
16,000

Fall '00 Fall '01 Fall '02 Fall '03 Fall '04 Fall '05*

Enrollment

 

* Unofficial, enrollment total not yet finalized at the time of this report. 

Following is an organization chart showing the reporting structure of the various offices 
involved in Registration. 
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AUDIT OBJECTIVE 
 
The objective of this audit was to provide assurance as to the effectiveness of the 
controls over the registration process that are relevant to ensuring compliance with 
policies and procedures and the economical and efficient use of resources. 
 

 

SCOPE AND METHODOLOGY 
 
As part of our Fiscal Year 2005 Audit Plan, Registration was selected as one of the core 
business process audits.  The audit focused on the reliability and integrity of financial 
information and the efficient and economical use of resources.  The scope of this audit 
was fiscal year 2005. 
 
Where applicable, our examination was conducted in accordance with guidelines set 
forth in The Institute of Internal Auditors’ International Standards for the Professional 
Practice of Internal Auditing. The Standards set criteria for internal audit departments in 
the areas of independence, professional proficiency, scope and performance of audit 
work, and management of the internal auditing department.  Our audit fieldwork 
concluded on December 14, 2005. 
 
Specific audit procedures included, but were not limited to, the following: 
 

• Interviewed personnel to gain an understanding of tuition calculations, advising, 
information system controls, and grade change procedures. 

• Discussed risks associated with the registration process with responsible 
persons, and facilitated the preparation of detailed risk assessment documents.   

 
President 

 VP Student  
Affairs 

 
 Registrar's Office 

 
Bursar's Office 

 Financial Aid 
Office

 Director of Student 
Systems 

 
EVP & Provost

 
Academic Deans

 Various Schools - 
Student Advisors 
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• Reviewed applicable policies and procedures related to student records privacy, 
grade changes, transfer credits, and incomplete grades. 

• Tested a sample of grade changes occurring during fiscal year 2005. 
• Tested and reviewed procedures for assignment of incomplete grades. 
• Created a survey regarding the registration process.  Distributed the online 

survey to 2000 students and evaluated the results. 
• Assessed the efficiencies of the registration process. 
• Tested automated tuition calculations to determine if tuition, fees, and refunds 

were accurately assessed in compliance with State and UTD policies, 
procedures, and regulations. 

 
 

  AUDIT RESULTS AND 
MANAGEMENT’S RESPONSES 

 
According to The U. T. System, a significant recommendation is one that may be 
material to operations, financial reporting, or legal compliance.  This would include an 
internal control weakness that does not reduce the risk of irregularities, illegal acts, 
errors, inefficiencies, waste, ineffectiveness, or conflicts of interest to a reasonable low 
level.  We noted no recommendations considered significant to University operations. 
 
Our evaluation of the Registration process indicated that the following efficiencies 
currently exist: 

 
 Online registration has improved the efficiency of the process. 
 The Registrar’s Office has documented detailed registration procedures. 
 Training for Advisors has been developed and implemented. 
 Tuition and fees calculations appear to be accurately assessed. 

 
Overall, the survey results were positive and constructive.  We shared the results of the 
survey with the Vice President for Student Affairs, the Registrar, the Director of Student 
Information Systems, and the Director of Financial Aid.   
 
Opportunities to enhance effectiveness and efficiency of the Registration process were 
noted, as described below:  
 
(1) Grade Change Policies Should Be Documented 
 
Currently, UTD does not have documented grade change procedures. Without 
documented and consistent procedures, methods of making changes to a student’s 
record could vary between schools and/or professors, providing inconsistent treatment 
to students and resulting in an increased risk of error or abuse. 
 



                         The University of Texas at Dallas Office of Internal Audits 
                           Audit Report:  Registration                           December 2005 
   
     

6 
D r a f t 

 

During our testing, we noted that one student record included grade changes for 
coursework performed 30 years ago. For unusual circumstances such as this, the 
documented procedure should consider additional procedures, such as requiring 
multiple approvals, including approvals from schools other than the one from which the 
grade was obtained. 
 
Our testing also resulted in nine of sixteen grade changes (56%) that were either 
supported by vague reasons or no reason at all.   
 
Recommendation:  We recommend that grade change procedures be documented to 
ensure all schools are following the same guidelines.  An allowable period of time to 
make grade changes should be outlined, and the appropriate approvals should be 
documented.  In addition, specific guidelines should be developed regarding acceptable 
reasons for grade changes.   A higher authority should approve grade changes outside 
the acceptable guidelines. 
 
Management’s Response and Action Plan:     
 
Estimated Date of Implementation:   
 
 
(2) Enhance the Advising Structure 
 
As part of our audit procedures, we interviewed advisors from six of the schools to 
determine their responsibilities and processes.  We also asked them for input on the 
advising function at UTD and opportunities to enhance the process.  In addition, we 
included questions relating to advising on the survey sent to students. 
 
Currently, the advising offices are decentralized, residing in each of the schools at UTD, 
and reporting up through the respective Deans.  There is not an established, indirect 
(dotted-line) reporting structure between the advising offices and the Student Affairs 
departments involved in the Registration Process. 
 
Due to this decentralized structure, the services provided by advisors are always not 
consistent.  While the Registrar has developed training for all advisors, not all schools 
require their advisors to attend. Therefore, students may receive inconsistent service or 
incorrect information.  The advisors we interviewed suggested that the communication 
process should be improved.  Each advisor interviewed stated that they are not always 
informed of registration and policy updates, and having a more centralized, coordinated 
process would help streamline the advising process. 
 
Recommendation:  We recommend that a more centralized structure be established 
between the various advising offices and Student Affairs to ensure consistency of 
services and enhanced communication to students. 
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Management’s Response and Action Plan:   
 
Estimated Date of Implementation:   
 
 
(3) Update the Procedures for the Petition for Incomplete Form  
 
The current procedure for incomplete grades requires that instructors assigning an 
incomplete must submit the petition/documentation form to the Academic Dean of 
Undergraduate Studies (ADU) of the school offering the course.  This procedure is not 
currently being followed consistently.  In addition, the procedure states that an 
incomplete grade must be completed within the time specified by the instructor, not to 
exceed eight weeks from the first day of the subsequent long semester. 
 
Only one of the twelve incompletes we tested had the full “Petition for Incomplete” form 
on file and was completed within the timeframe required.  Of the remaining eleven: 
 

• Five (42%) were not supported by an Incomplete Petition form.   
• Three (25%) had a completed Incomplete Petition form; however, the form was 

completed by the professor and not signed by the student as required by the 
form.   

• Two (17%) were assigned by the academic department rather than the professor. 
• One (8%) related to an incomplete assigned over thirty years prior. 

 
Reasons for not having completed forms on file included the relatively new online grade 
submission procedure as well as allowing online submissions by students. 
 
Recommendation:  The “Petition for Incomplete” form should be updated and 
distributed to those involved in the process. 
 
Management’s Response and Action Plan:   
 
Estimated Date of Implementation:   
 
 

CONCLUSION 

 
Based on the results of the audit work performed, we conclude that controls over the 
Registration process are generally effective.  Implementation of the recommendations 
detailed in the report will enhance the efficiency of the advising process and the controls 
over grade changes. 
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We appreciate the cooperation received from the management and staff in the Student 
Affairs Offices of the Registrar and Bursar, the many advising offices, and Information 
Resources. 
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