 STRUCTURE STANDARDS
Testing Services

UNIVERSITY OF WISCONSIN OSHKOSH 

GENERAL POLICIES

I.
DESCRIPTION:  Testing Services is an academic affairs support and outreach department located on the lower level of the Forrest R. Polk Library.    It consists of forty pencil and paper testing stations, thirteen computer testing workstations, three separate testing areas, three test administration and proctoring areas, and an electronic scanning and scoring area. 
II.
PURPOSE:  To provide high quality testing, test scoring and instructional assessment services which meet or exceed nationally recognized professional testing standards and governmental regulations that promote responsible fiscal, legal, ethical and equitable practices within an environment of continuous quality improvement, business innovation and technological advancement. The services provided for student, faculty, staff, campus, community and business partners will be consistently rendered with an attitude of service that demonstrates value in human relationships, personal excellence, human dignity, diversity and commitment to lifelong learning.

 III.
OBJECTIVES:  

A. To provide services that support the acquisition, preservation and dissemination of 

knowledge.

B. To provide high quality services in testing, test scoring and assessment.

C. To practice and promote standards of excellence that flow from recognized professional, legal and governmental standards.

D. To develop best standards of practice that will be grounded in quality outcomes including satisfaction of service.  

E. To incorporate standards into practices that will demonstrate respect for human dignity and diversity.

F. To support ongoing personal and professional development.

G. To support personal and professional excellence.

H. To support departmental activities that will enhance a sense of community.

I. To provide services that support lifelong learning.

J. To effectively plan for meeting current and evolving technological needs.

K. To provide services that support academic scholarship.

L. To provide a broad array of testing that meets a variety of assessment needs.

M. To provide high quality business and professional testing services.

N. To increase revenue generation through various revenue-producing streams.

O. To operate services in a fiscally responsible manner.

P. To develop and implement a model of cross-training and staffing that incorporates shared human resources across all departmental units.


Q.
To facilitate Saturday paper and pencil testing for all national testing programs that would

                        like to test at UW Oshkosh.

IV.
ADMINISTRATION AND ORGANIZATION OF DEPARTMENT:

A.
The department of Testing Services is organized as a non-instructional auxiliary enterprise under the supervision of the Provost’s Office in the Division of Academic Affairs.  Overall management of the Testing Services unit is the responsibility of the Director of Testing Services, herein referred to as the Director, who reports to the Associate Vice Chancellor of Faculty and Academic Staff Affairs. Collaboration with instructional academic, other non-instructional academic support, student services, student support services, financial and administrative personnel and groups takes place periodically through formal and informal meetings.  See the Department of Testing Services organization chart for a diagram of these relationships.  This is reviewed annually and updated as necessary to reflect the current organizational relationships.  

B.
A narrative exists to describe and explain the department organizational chart.  It is maintained concurrently as the organizational chart is revised.

C.
Direction of the Department of Testing Services.

1 Departmental Direction:

a. The Director is a Master’s prepared graduate with requisite testing and educational management experience. The Director assumes responsibility for the effective organization and management of Testing Services. The Director reports to the Associate Vice Chancellor, Faculty & Academic Staff Affairs.  Though this is a direct line relationship, the Director maintains authority in managing the Testing Services unit and links Testing Services to the university administrative hierarchy through the Associate Vice Chancellor. He/She has 24 hour responsibility for the effective functioning of the staff including their development and evaluation; the efficient functioning of the Testing Services subsystem; and the quality of testing and electronic test scanning/scoring that is provided by the department.  He/She is ultimately responsible for the growth of Testing Services as a whole in seeing that the department responds to the needs of the institution as well as the community within the boundary of department and university mission.

b. The Coordinator of Classroom Testing is a Wisconsin state Classified Staff

member at the University Service Associate I level who reports to the Director and is hired in accordance with the classified union regulations. The Coordinator has authority for day-to-day operations in the area that administers classroom, make-up, residual placement, correspondence and academic college and university assessments.  He/She has expertise in all aspects of test delivery in these examination areas including special accommodation testing.  The Coordinator is responsible for the hiring, training, supervision and evaluation of all student employees serving in this area of the department.  The Coordinator works closely with faculty in the reservation of testing dates and scheduling of test administration in this area.  He/She also works closely with the lead site supervisor of regional placement testing to ensure that annual exam form changes are synchronized with the residual placement exam forms, scoring and placement rubrics utilized in the test administration area.  The Coordinator is responsible for keeping accurate statistical records of examinations administered in the area throughout each year. 
c. The Coordinator of the Electronic Scanning and Scoring unit is also a Wisconsin state Classified Staff member at the University Service Associate II level who reports to the Director and is hired in accordance with the classified union regulations.  The Coordinator is responsible for the coordination of all day-to-day test scoring activities including those which result in processing of all test scoring under the 24 hour time limit set by the department.  The Coordinator selects, hires, trains, supervises, evaluates and schedules LTE’s and/or Test Scoring Student Assistant personnel who assist with the test scanning, scoring and processing of exams and other scanning projects.  He/She guides, directs, supervises and evaluates the work of LTE and/or student personnel and acts as a staff and faculty resource person.  He/she provides orientation and ongoing training for new and continuing faculty regarding test scoring access, the scoring system information, and general scanning/scoring issues. The Coordinator also works closely with faculty and departmental clients who submit work requests to the unit.  The Coordinator is responsible for keeping accurate statistical records of documents scanned throughout the year.
d. The Coordinator of Educational Testing Services (ETS) Computer-Based Testing is a Wisconsin state Classified Staff member at the University Service Associate II level who reports to the Director and is hired in accordance with the classified union regulations.  The Coordinator is responsible for delivery of ETS examinations in accordance with clearly defined ETS standards outlined in their procedure and policy manual. The Coordinator is responsible for oversight of the unit including the dissemination of changes in ETS standards, communiqués, problems experienced and solutions related to testing, etc. among all those who are certified Test Center Administrators (TCAs) of that testing area.  The Coordinator is also responsible for the  training, supervision and scheduling of LTE and student personnel for that area. In addition, the Coordinator is responsible for the monthly ETS billing of tests and the statistical tracking and reporting of the tests administered and revenue received each month.

e. The Office Manager is a Wisconsin state Classified Staff member at the University Service Associate II level who reports to the Director and is hired in accordance with the classified union regulations. The Office Manager is responsible for the public image of the main office.  He/she coordinates and directs the work flow of the office, manages the office income, makes deposits as needed, maintains financial records as needed, orders office supplies, maintains necessary department records and files, trains and supervises the Central Desk Receptionist and any student help needed to run the office as efficiently and effectively as possible.  He/She is the Coordinator for Weekend Regional Placement Testing for incoming freshmen and as such orders placement testing materials, hires students and LTE staff for testing, and supervises all test administrations.  The Office Manager is a resource person for faculty, students and the public regarding the services offered by Testing Services.  He/she maintains effective working relations with other offices on campus, as well as the community at large.

f. The position of Central Desk Receptionist is a Limited Term Employee (LTE) who reports to the Director.  The Central Desk Receptionist has responsibility for promoting exceptional public relations through excellent customer service and the maintenance of the front office esthetic image.  He/She maintains all front desk activities, which include answering phones and department web inquiry mail, screening and guiding visitors to appropriate areas, providing testing information to customers, and handling testing fees.  The receptionist coordinates the movement of incoming work for appropriate processing and manages the central desk in the absence of the Office Manager.   

g. The Certified Test Administrator in the ETS-CBT area is a Limited Term Employee (LTE) position who reports to the lead TCA.  This position serves as back-up and relief for the Lead ETS-CBT Administrator.  The Certified Test Administrator is responsible for preparing the center and candidate for testing, administering high stakes tests in accordance with ETS established standards, and maintains a high degree of security for the ETS Test Center, tests and the testing process. 

2.
Meeting Structure:

a. The Testing Services Staff Meeting is composed of all regular classified, 

                                                 academic and LTE staff employees in the department who meet to:

1 Build positive working relationships.
1 Receive and disseminate relevant departmental   information.

1 Facilitate quality improvement activities.

1 Assess, plan, implement and evaluate departmental programs.

1 Discuss and approve structure, process and outcome standards.

b.
The Testing Services Staff Meeting is chaired by the Director.

c.
The agenda will be drawn up and disseminated to members a minimum of 4 hours prior to the meeting.

d.
Meetings are scheduled as needed at a designated time.  Members are expected to attend each meeting in full without other work interruptions.  Every attempt is made to provide work coverage for the Lead ETS-CBT Administrator and Receptionist during these meetings.

e.
Minutes are taken at each meeting, typed, and disseminated along with the subsequent meeting agenda and placed on that agenda for final approval. The minutes are placed in the departmental Staff Meeting binder located in the Director’s office.

f.
Student Employee Staff Meetings are individual departmental unit meetings comprised of all the student employees who work in one or more particular area of the department i.e. ETS-CBT, classroom testing or test scoring. Students who work in more than one area will attend all unit meetings relevant to his/her work.  Meetings are held by unit to:

1.
Build positive working relationships between student workers and the classified and academic staff.





2.
Receive and disseminate relevant unit information.





3.
Facilitate and review quality improvement activities in the unit.





4.
Problem solve. 





5.
Assess, plan, implement and evaluate unit activities.

6.
Provide a forum for student worker input and discussion related to structure and process standards as well as outcome standard findings which affect the unit.




g.
The Student Employee Staff Meeting is chaired by each unit Coordinator.

h.
Formalized agendas are drawn up a minimum of 24 hours prior to each meeting.

i.
Meetings are scheduled a minimum of twice in the fall and twice in the spring semesters.  Student employees are expected to attend and every effort is made by the unit Coordinator to schedule when members can attend.

j.
Minutes are recorded by the unit Coordinator, typed, and placed in the Unit Student Employee Staff Meeting binder or file located in each unit Coordinator’s office.  A copy of minutes is also sent to the Director.






V.
HOURS OF OPERATION:


Testing Services provides central reception and information related to testing and electronic scanning and scoring eight and one half hours per day, Monday through Friday 8 a.m. to 4:30 p.m. CST.  

The department also provides classroom, make-up, correspondence, and placement testing coverage ten hours per day four days per week during the fall and spring semesters (excluding interim) Monday through Thursday from 8 a.m. to 6 p.m.  Friday coverage is provided eight and one-half hours per day 8 a.m. to 4:30 p.m. 

Educational Testing Service (ETS) computer based testing coverage is provided Monday through Friday 7:45a.m. to approximately 4 p.m., depending on last test scheduled. The ETS-CBT area is also open an additional four hours per day two evenings per week during the Fall and the Spring months, and approximately eight hours per day on selected Saturdays throughout the year to meet testing demand.  The Business and Professional Testing Services offers professional and certification testing through CastleWorldWide, Host Kryterion, ISO Quality Testing, Lasergrade, PearsonVue, Prometric, Silvercats and the Transportation Security Administration (TSA).  Registration and scheduling for these exams is handled by the testing companies.  CLEP, Dantes (DSST), and Millers Analogies Test (MAT) is offered on an appointment basis and registration and scheduling is through Testing Services.
VI.
UTILIZATION OF THE UNIT
A.
All members of the faculty (including ad hoc faculty) and academic staff may access Testing Services for general testing information, paper/pencil and computer-based testing, and test scoring.
B. Faculty and Academic Staff access to services may be gained in any of the following ways:

5. Phone Contact: Unit services may be explained and arrangements made for specific assistance either through the Testing Services central desk receptionist or a specific departmental unit coordinator, or a combination of both.

5. Personal Contact: Faculty or academic staff may arrive at the Testing Services central desk or a departmental staff office and request information on how to access specific services.  They may be directed to the appropriate Coordinator’s office handling that service, or given a service request form (Test Reservation or Test Scoring Work Request) to complete. This is then passed on to the unit Coordinator for action.

3.
E-mail: Faculty and academic staff may electronically request information regarding services through the Director, Classroom Testing Coordinator or other staff members.  Information and/or arrangements for services may be made with staff member completing a service request form for the faculty or academic staff member with information received via e-mail.



4.
Self-Help Access: Faculty and Academic Staff may access departmental services by completing an appropriate service request form and dropping it into the drop box outside Polk Library 4.  The request form is then given directly to the departmental unit coordinator whose service is requested via drop box or delivered in person to the coordinator depending on priority of work and time frame when service is requested.  In the absence of the specific unit coordinator, work request forms may be routed via mail or directly to a coordinator’s program or student assistant depending on priority.  

C. UW Oshkosh students may access Testing Services in any of the following ways:

1.
Phone Contact: Students may call the Central Testing Services desk to inquire about accessing testing services.  Students may be given information and/or schedule for testing if appropriate.  Tests requiring registrations for paper/pencil testing are mailed to the student for completion.  Students requesting special testing accommodations are directed to the appropriate testing coordinator.  ETS-CBT registration requests are routed to the CBT area for assistance or to the 800 number if CBT area is closed and the caller is planning to charge the testing by major credit card. Professional and Business testing requests are directed to the appropriate test company. Confirmation of testing scheduled by the department is mailed to the candidate along with any necessary additional information i.e. campus map, local hotel/motel accommodations, parking permit.
2.
Personal Contact: Students making personal on-site contact are normally given needed information by the Receptionist or other staff members and then directed as necessary to the appropriate unit staff member or area for assistance.  

5. Response to Information: Students receiving testing materials in the mail or from literature racks on campus may initiate contact for additional information, or may be returning test registration material.  These are disseminated to the appropriate staff member or unit area for processing including test registration and/or further communication.

5. E-Mail: E-mail regarding testing may come directly from students or be forwarded from Admissions or Academic Advisors from students seeking testing information. Appropriate information is returned directly to the student.  If the student is seeking information on special accommodation testing, the e-mail is forwarded to the Testing Coordinator who electronically communicates directly with the student.

5. Scheduled Course Exam:   A student may access testing services when his/her  classroom or make-up exam is scheduled in the department by the course instructor(s).

5. External Exam Administration: Students taking correspondence courses at other institutions may access proctoring services by arranging for exam administration and proctoring by making request at the Central Desk or asking the Testing Coordinator to act as proctor.  Students are referred to the Testing Coordinator if the request is made at the Central Desk.

5. Referral for Services:  Students may be referred for information or to access testing services by several on-campus departments including, but not limited to, the Graduate School, Evening-Weekend Degree Program, Academic Support and Student Support departments.   The Project Success Program and the Dean of Student Services office may also refer a student for special accommodation testing information or testing registration.  Students are referred to the Testing Coordinator for information and arrangements.

5. Testing Company Exam Registration: A student may access testing services as a direct result of making formal application to take a testing company examination that is scheduled for administration on the UW Oshkosh campus.  These are normally national, academic-related paper/pencil exams, ETS-CBT, or business and professional certification examinations. 

5. University WEB site access: Students may gain access to testing by accessing information on the Departmental WEB site: www.uwosh.edu/testing. Contact with department members can be made through the listed e-mail addresses in the staff directory. 
D.
Community access may be gained in all of the following ways:

1.
Phone Contact: Community members may call the Central Desk in Testing Services for testing information.  General testing information including test registration is given by the Receptionist.  If the caller needs in-depth information or special accommodation testing information/registration, he/she is directed to the classroom testing coordinator or the Director.  Callers needing information about ETS-CBT or Prometric scheduling, registration and appointments are referred directly to the ETS-CBT Coordinator or the Director.  Toll free numbers of appropriate test companies, online registration options (if appropriate), or phone transfer to area back-up personnel who can perform registration/scheduling take place in the absence of area Coordinator or the Director. Confirmation of testing scheduled in the department is mailed to the caller along with any necessary additional information i.e. campus map, local hotel/motel accommodations, parking permit, etc. 

2.
Personal Contact: Community members may arrive on campus at the Central Desk seeking testing information.  Beyond general information given by the Receptionist, the person is directed to the appropriate unit or individual for further assistance. Persons seeking information on special accommodation testing are referred to the Testing Coordinator.

3.
Referral for Testing: The Project Success Program and Dean of Students Office may refer new students and their parents to Testing Services for special accommodation testing information.  These students are referred directly to the Testing Coordinator. Companies may also refer clients to Testing Services for industrial testing.  These people are also referred to the Testing Coordinator for test scheduling. 

4.        Testing Company Exam Registration: Community members access Testing Services by virtue of registering for a testing company exam which is scheduled to be held on the UW Oshkosh campus. 

E.
Routine Access for Faculty, Academic Staff, Other Staff, Students and Community Members:

1.
Faculty and Academic Staff routinely access Testing Services to gain information regarding services provided for testing and electronic scanning and scoring, to reserve testing space or schedule classroom exams, submit tests for test administration, pick up administered exams, make arrangements for make-up testing, or arrange special accommodation’s testing, drop off scanable sheets for exam scoring or pick up reports after tests have been scanned and scored. Students and community members routinely access Testing Services to seek information about  exams for academic credit, test registration process, testing schedules,  testing fees, special accommodation testing, and test preparation. This population also accesses Testing Services to take a variety of paper/pencil and computer examinations.  
F.
Emergent Access for Students

1.
Students may arrive at the university Admissions or Registration offices for the purpose of being admitted/registered for classes after the normal university calendar dates for these events.  In order to facilitate rapid entrance and registration for these students, advisors may accompany or send these students to Testing Services for immediate placement testing.  Testing Services makes every effort to accommodate exam proctoring upon arrival.

G.
Staff responsibilities with regard to requests for services provided by a specific unit:

1.
Staff will be responsible for:

a.
Thoroughly reviewing the service requested orally or on a service request form (Testing Reservation/Test Administration form, Test Scoring Services form, etc.)

b.
Gathering all needed info. If info is not clear or if any portion is missing on the request form, staff will call and verify needed information with faculty or academic staff member.

c.
Logging in work if required, in unit.

d.
Prioritizing service request with other work requests received in the unit.

e.
Completing work in a timely manner according to standards of unit.  If the work cannot be completed as requested or is delayed in process, it is the unit Coordinator’s responsibility to immediately contact the person requesting service.  If the unit Coordinator is not available, the Office Manager may handle this in collaboration with the Director.

H.
Criteria For Accessing Testing Services: 

6. Any UW Oshkosh instructional faculty or academic staff member needing provided services in testing or electronic scanning or scoring may access services. Similarly, any UW Oshkosh students, potential students, community members, businesses, or others who need provided services may access departmental services.

I.
Criteria For Admission to Testing Sessions:

8. Testing Company examinations:  Admission to testing sessions is clearly specified by each testing company.   This always includes some type of personal identification which may consist of personal ID, professional ID number, fingerprint, passport or other form of identification.  Candidates are not admitted without proper form(s) of ID or without meeting any other admission requirement specified by the testing company.  Parents or children of testing candidates are not admitted to testing sessions. Additional restrictions for persons wishing to enter testing sessions (i.e. testing company person, news media, etc.) are regulated by each testing company.  

8. Classroom/Make Up/Correspondence examinations: Students are not admitted to testing sessions without proper ID.  In addition, students are not admitted with food or drink (with the exception of water in clear containers), hats, caps, or hoods on their heads (with the exception of religious headwear), scratch paper, notes (unless allowed by instructor), backpacks or personal items which can be accessed during the testing period.  Students taking residual Placement or correspondence tests are not admitted without a proctoring fee payment receipt in hand at the time of testing (or a Placement testing voucher for deferred payment).  Children of students who are testing are not admitted to any testing areas under any circumstance, and any persons accompanying the testing candidates of ETS-CBT testing are not allowed into the testing or waiting areas under any circumstance.  Students testing with special accommodations which include a second person (i.e. reader, recorder, deaf signer, etc.) are required to have written notice of needed accommodation on file in the Testing Services department prior to testing.  In addition, the second person must be approved by the Dean of Students Office or the Project Success program to provide the accommodation listed on the notice of needed accommodation.  The name of the second person is recorded on the master testing form (Test Reservation/Administration Request Form) and the ID of that person is also checked prior to the start of test administration.

J.
Limitations:

1. Testing Services has only 40 paper/pencil testing stations for classroom, make-up, correspondence, and placement examinations provided on weekdays. This area of Testing Services is normally staffed by 1-2 student employee proctors and the on-site Classroom Testing Coordinator overseeing the area.

2. This area of testing is also utilized for ACT-Residual on specified testing dates.  The number of proctors working with the Test Administrator/Testing Supervisor for the day varies with the numbers of candidates scheduled for testing.

3. In addition, a portion of this area is utilized for computerized classroom

testing, and various campus College and University assessment exams.

4. This larger area of Testing Services is designed for the student who does not require special accommodation testing. (There are designated quiet

rooms for special testing accommodation needs).

K.
Demand for Testing Beyond Capacity:

1.
When the demand for paper/pencil classroom testing exceeds 350 seat hours on Monday – Thursday and 300 hours on Friday, the Testing Coordinator will ordinarily not take or make any additional classroom testing reservations.   

1 The Classroom Testing Coordinator reviews test reservations on a daily basis and updates information as needed.  He/She may also consult with the Director as the situation warrants collaboration and reevaluation of capacity and testing area usage if an emergent situation arises regarding request for additional paper/pencil testing.

VII.     GOVERNING RULES OF THE DEPARTMENT:

A.
General Safety Standards:

1.
Annual Safety Training:

a.
It is recommended that all department employees (including students) are required to successfully complete annual training in hazard communication and other safety issues. This is normally completed as part of the employee orientation program and ongoing inservice education.  Testing and certification records, as appropriate, are filed in the employee department personnel file. The Director keeps all staff employee records in his/her office.  Each unit coordinator maintains student employee records which are filed in his/her unit office. All employee personnel records are kept in locked files.

2.
Electrical Safety and Maintenance:

a.
As part of the departmental Risk Management program, employees perform basic cleaning and maintenance of personal desktop-type equipment.

b.
If safety hazards are noticed in the department or immediate work area, i.e. fraying of wires, sparking, overheating odors, etc. problems are to be reported immediately to Facilities Management and the Director for resolution.   Equipment is to be labeled “Out of Order.”

c.
Unit Coordinators will work with the Director to arrange for replacement of malfunctioning equipment.

3.
Emergency Equipment and Supplies:

a.
Emergency equipment and supplies are available and include four fire extinguishers (central office, classroom testing area, business and professional testing area, Polk 33 storage room), battery-powered remote-controlled lighting in the event of power outage (classroom testing and central office areas), multiple flashlights, three first aid kits with antiseptic and various bandages (conference/workroom, business and professional testing area, and classroom testing area.) The department has two fire alarm pulls in close proximity, overhead building emergency speakers, and a central department emergency fire alarm. A general fire alarm is installed in the central portion of the department.  Department exit doors are clearly marked as such. Additional emergency equipment and water is kept in the conference/workroom area and is clearly marked as such.

4.
Emergency Support Service:

a.
Each phone face in Testing Services is clearly labeled with the campus police extension for rapid access to emergency services if needed.  This 1212 direct-dial phone extension is to be the primary phone contact in any emergency.

b.
For immediate non-life threatening care, UW Oshkosh students are referred to the campus Health Center located in Radford Hall.  

5.         Employee Valuables:

a.
Staff are to keep personal items such as purses, bookbags, and keys out of sight and locked up in their office when not in use.

b.
Personal items should be appropriately labeled with name.

6. Fire and Disaster Plans:

a.  
All staff will complete fire and emergency training as part of departmental orientation in relation to personal safety as well as the safety of persons utilizing departmental services.  

b.
Testing staff each have written emergency protocols at their workstation which guide their actions when an emergency occurs during testing.  In addition, testing company regulations also guide testing staff actions should an emergency occur during test company testing sessions.  

7. Injury Reporting:

a.
All injuries are reported immediately to the injured person’s immediate supervisor and/or the Director.  The employee is to complete a Wisconsin State Employee Work Illness and Injury Report within 24 hours and submit it to the immediate supervisor or Director.  Forms are available in the employee conference room or the Director’s office. Failing to file a timely employee report may result in a university fine levied by the UW System Administration.

8. Risk Management:

a.         The Testing Services Department completes an annual comprehensive Risk Management assessment.  It assesses departmental safety systems, department equipment and maintenance schedules, floor and wall/ceiling conditions, room layouts, safety signage, accessibility and safety of cleaning supplies, safety communication (employees, campus staff, students, clients), and basic building and parking lot evaluation of the area which adjoins the Testing Services. Risk management goals are developed, planned, implemented and evaluated on an annual basis.  Staff members are expected to actively participate in the departmental risk management program.  Records related to the risk management program are filed in the Director’s office.  Risk management activity is recorded in the minutes of departmental staff meetings which are kept in the Staff Meeting binder in the Director’s office. When potential or actual risk is assessed, goals are immediately put into place by the Director for resolution and follow-up.



9.
Smoking

a.
No smoking is permitted in the Polk Library building including Testing Services.  Smoking is allowed outside of the building only.
b.
There are “No Smoking”signs appropriately placed throughout the

building.



10.
Student Confidentiality:

a.
In accordance with the Family Educational Rights and Privacy Act of 1974 (“Buckley Amendment”) private student information may not be divulged to parents or any other person without written permission of the student.  This includes student ID number, test scores, grades, any student education record with student’s name and any document or material in whatever medium which contain information directly related to the student and from which the student can be individually identified.  

b.
Testing scores, grades and course placement levels are not given over the phone under any circumstance.

c.
Test scores that are posted must be devoid of identifying student information including name, social security number, and student ID number. 

d.
Information regarding students may be shared within the University on the basis of a legitimate educational “need to know.” Questions which arise that need an interpretation of the “need to know” are to be directed to the Assistant Chancellor of Student Affairs.


B.
General Work-Related Standards:


2. Breaks (Rest)

a.
Employees/students working 8 hours per day are allowed two 15 minute work breaks, one in the a.m. and the other in the p.m.

b.
Employees/students working 8 hours per day entirely on computer are allowed to take 10 minute breaks from computer work every two hours.

1 Computer and Network System Access

a.
Individuals may request computer and University Network Access if they have accepted an offer of employment and have approval of their supervisor.

b.
All staff who are on the current payroll are eligible to set up user accounts to access the University Novell Network as well as the current e-mail system.




c.
In keeping with UW System Policy on Use of University Information Technology Resources (1997), use of non-university sources of e-mail, Internet access for activities of an extensive or recurring nature not related to University purposes is not tolerated.

d. During work hours, students may access their e-mail accounts while on break, and only on designated computers.

1 Evaluation of Performance

a.
In keeping with the University policy, all department employees (Academic Staff, Classified and student employees) participate in an annual performance evaluation.   Additionally, in the first year of employment, new employees are evaluated more frequently. Annual evaluation for staff members in the second year of employment and beyond normally are scheduled during the spring of each year.

1. 
Initial evaluations of new Academic Staff members should take             

place at least once in the first six months following date of hire.

            This may be formal or informal in nature.


2.
Probationary evaluations of new Classified Staff members should take place one to two times in the first six months following date of hire. These may be formal or informal in nature.

3. Supervisors may opt to initially evaluate student employees more frequently in the first six months of hire.

b.
Supervisors who have performance evaluation responsibilities will schedule evaluation(s) with those they supervise so that completion of performance evaluation is completed in a timely manner according to University schedule.

c.
All non-student employees are expected to write and submit annual professional and personal goals related to University employment as part of the annual employee performance evaluation.

3. Two weeks prior to the scheduled performance evaluation, employees are to submit a brief report of prior year goal completion and new goals for the evaluating supervisor’s review.

d.
Performance evaluations are based on the employee’s specific Job Description and its performance indicators and, to a degree, upon completion of employee goals set for the previous year.

          4.
Hours of Work

a.
Hours of work in the department are generally set at the time of hire or may be formally changed, in writing, as needed or agreed upon by all parties involved. Work hours may allow certain unit classified employee(s) to flex time to best meet the normal ebb and flow of departmental work that primarily coincides with the midterm and final exam periods of the semester. The work schedule of classified employees can be changed at the discretion of the Director at any time based on overall departmental needs.  Work schedule changes may also be requested by the employee.  In granting work schedule changes, the needs of the department in meeting its mission will serve as primary determinant over personal desire. Requests must be made in writing and no assumption of approval should be made until a written approval letter is in receipt of requestor from the Director. 




b.
Part time classified staff who are granted flexible scheduling are not allowed to work beyond their total FTE annual hours (January to January) unless approved by the Director.




c.
Employees with set working hours are to be punctual in attendance.  If a short delay is anticipated, employees are to call the Receptionist or Office Manager and direct supervisor.  If a delay is over 30 minutes, the employee is to call their direct supervisor. If the supervisor cannot be reached, the employee should call the Director.



d.
Students with set working hours are to be punctual in attendance.  If a short delay is anticipated, students are to call their supervisor.  If the supervisor is not available, the student should contact the Receptionist or Office Manager.

5.
Illness (See Sick Leave, #12)

6.
Keys (Office)

a.
Keys are authorized in writing by the Director.  Online key requests can only be made by Director-authorized personnel. All key requests are submitted to the Facilities Management key office.

b.
Authorized keys are picked up by the person for whom the key(s) is (are) requested.  Picture identification is checked by Facilities Management at the time of pickup.  

c.
Student employees are authorized to hold keys by the semester only.  Extensions or renewals are made with Facilities Management by the Director. 

d.
Keys are not shared with any other party than the one to whom they are issued.

e.
Keys are to be kept in a secure place when not in use.  Missing keys are to be reported immediately to Facilities Management.

f.
Upon leaving the employ of the University, all keys are to be delivered to Facilities Management by the person to whom they were issued.

7.
Neatness of the Work Area

a.
Employees are to keep their immediate areas neat in such a manner that maintains employee and client safety and projects an image of professionalism. 

b.
Aisles and walkways are to be kept free and clear for safe access.

8.
Overtime

a.
Hourly employees are paid overtime when they are required to work in excess of 40 total hours per week.

b.
All overtime must be approved by the Director prior to exceeding 40 hours of work per week.




c.
Students are not allowed to work in excess of 30 hours/week during the academic year.

9.
Property - University Owned

a.
University purchased equipment and supplies are intended for employee work related usage on site at the department.  Equipment is not to be taken to employee residences or off-site without written permission of the Director.

b.
Equipment is to be maintained through proper usage, prompt reporting of functional, mechanical or technical problems to the immediate supervisor or the Director, appropriate maintenance cleaning or servicing, and proper storage.

c.
Equipment that is replaced will be disposed according to current university 
            policy.

10.
Phone Usage

a.
Consistent with the UW System Policy on Use of University Information Technology Resources (June 1997), phone usage is primarily for University purposes and university-related activities with incidental personal use tolerated.

11.
Security

a.
Personal identification is to be worn during working hours.  

b.
Employees are to carry personal and university identification when working before 8 a.m. and after 4:30 p.m., weekends or holidays when the main building is locked.

c.
Employees leaving the building after dark may opt to call campus security to see if an escort can be provided to their car.

d.
For all medical emergencies, employees are to dial Campus Security (1212).  The phone extension is printed on the face of every office phone.


In the case of criminal acts (intrusion, theft, acts of violence, threats) call 911 and give them as complete information as possible.  Remember that to get off campus you need to dial 9 first, so you would actually dial 9911. 

e.
Due to the nature of departmental responsibilities related to high stakes testing, general testing, scores and grades: 

1. 
The Key Policy is strictly enforced (see Keys, #6).

2.
File cabinets, storage cabinets and areas containing tests or testing material are to be locked at all times when not in use.  Limited key access to this area is strictly enforced.

3.
The ETS and Business and Professional Testing Center computer- based test servers, and testing areas are to be locked at all times when not in use.  Limited key access to this area is strictly enforced.

4.
Tests are only stored in locked containers, cabinets, files or rooms to which there is limited key access.

5.
Tests and testing material are monitored closely during transport to and from testing areas as well as at the testing site in accordance with testing company regulations.

6.
Traffic in, and around, each testing area is closely monitored by staff and proctors. This is especially true in the classroom test administration, ETS-CBT, and Business and Professional Testing Center administration areas.  Staff will not congregate in any of these test administration area for the purposes of socialization.  Voices will be kept low and to a minimum when testing is in progress.

12.
Sick Leave/Illness

a.       Employees with communicable symptoms are encouraged to take paid sick       leave, if available, in order to limit the spread of illness in the office. It is

            suggested that if it is necessary for personnel to be at work when ill,                      
especially with respiratory symptoms, that the ill person wear a protective             
mask to responsibly avoid further spread of the illness.

b.
Employees too ill to work are to call their immediate supervisor as soon as a work absence is anticipated.

10. Supervisors are to report work absences immediately to the Director.

c.
Extended illness with absence may require a physician’s work release note prior to returning to work.

d.
Over-the-counter or prescription medications are not to be given to any student or client for use under any circumstance.

e.
Students should contact their supervisor as soon as work absence is anticipated.  If unable to reach supervisor, the Receptionist or Office Manager should be contacted.

13.
Time Sheets

a.
Classified and Limited Term Employees (LTE) are to manually complete time cards on a daily basis.  

b.
Classified and LTE time cards are collected by the Director, reviewed for accuracy and submitted no later than Friday afternoon, every other week, to Human Resources.  Holiday schedules may, to a minor degree, alter time card due dates. 

c.
Student employee time card information is entered on-line.  Every other Friday (or the following Monday morning), the supervisor will review for accuracy, approve and submit via the on-line student payroll system (KRONOS).  Holiday schedules may somewhat alter time card due dates. 

14.
Travel and Travel Reimbursement

a.
All work related travel arrangements are to be approved in advance by the Director.

b.
The use of a University fleet vehicle for approved travel requires the employee to make arrangements with the campus fleet vehicle office in Facilities Management.

c.
Approved travel expenses are reported in a timely manner on the appropriate University form for reimbursement.

d.
Reimbursement rates are set by the UW System as stated in the University Pocket Travel Guide available at the department Receptionist desk or by calling campus Financial Services.

1 Employees are to exercise good judgement when incurring travel costs.

15.
Vacation Requests

a.
All vacation requests are to be submitted in writing to the Director.

b.
Student requests for time off are to be made to supervisor, either in writing or verbally (see exception below).  Student is encouraged to request time off at least two weeks prior to first requested day off and discouraged from requesting time during busy periods (including midterm and final’s week).




c.
Vacations in excess of one week are to be submitted one month

prior to the first requested vacation date.

d.        Vacation requests are granted on a first-come basis or in relation to the      following general policy:

1 The Classroom Testing Coordinator will not generally be granted vacation time during peak testing times during the semester including the mid-term period and final exam week except in emergency.  Also, he/she will not generally be granted vacation time concurrently with the Director unless a Director’s designee is available to fill in.

1 The Electronic Scanning/Scoring Coordinator will generally not be granted vacation time during the midterm period and final exam week and the week after final exams in any semester (fall, spring, summer) except in emergency.

1 The ETS-CBT Coordinator and staff will generally not be granted

vacation time during the fall academic period unless arrangements can be made for coverage with a certified TCA or unless there is an emergency.  Also, he/she will generally not be granted vacation time concurrently with the Director unless the CBT area is closed at this time or except in emergency.

                                             
4.        
Vacation planning should be made in advance. Requests will be                                                             
reviewed and approved only if there is adequate and appropriate                                                               
substitute coverage available in the work area as needed.

e.
The Director confers with other immediate supervisors as needed prior to approving vacation time in order to assess overall impact on departmental coverage in all areas.




f.
Approved vacation time is confirmed in writing by the Director.



g.
Approved vacation time is recorded by the Office Manager or

Receptionist on the front office board (or other appropriate

mechanism for communicating this information to staff.)

VIII.     STAFFING



A.
Quantity

1 Testing Services is staffed, or has the ability to sufficiently staff all units and areas to meet the dynamics of meeting client needs which fluctuate according  to the academic calendar, examination schedules, national testing dates, and other key factors. 

a.
A pool of trained student employees allows flexible staffing for test

proctoring as needed.

b.
Part-time classified staff in specific departmental areas are able to be flexibly scheduled as needed.

c.
Employee cross-training in functional tasks as well as the work of certain departmental units contributes additional unit assistance as needed.




d.
Employee back-up personnel provide additional staff coverage as needed.

e.
A limited-term employee provides additional staffing for the computer- based testing area, and is flexibly scheduled as needed.

1 Unit Coordinators are responsible for scheduling adequate staff coverage to meet their unit needs.  Unit Coordinators may confer with the Director to determine staff quantity needed and/or budgetary considerations.

1 The Classroom Testing Coordinator reviews the Test Reservation Log on a frequent basis in order to prepare for staffing needs in advance.  

1 The Test Scoring Unit Coordinator works closely with the Classroom Testing Coordinator to review anticipated volumes of incoming work from the testing area in order to assist in staff scheduling.  Staff scheduling is increased during finals exam periods on campus and as needed.

1 Employees who serve as Site Coordinators for national exam testing will review schedules and rosters in preparation of staffing needs.

B.
Levels

1.
Client needs are met by the following Testing Services staff:

a.
Academic Staff employees

b.       Classified Staff employees

c.      
Limited Term Employees

d.
Student employees

2.
Staff members are assigned only duties and responsibilities for which they are trained to provide.  

C.
Preparation

1.
Selection

a.
Staff will be hired for Testing Services based on current vacancies, education, experience, and the interview process or by civil service seniority, civil service test scores and job eligibility.

b.
Student staff will be hired by individual unit Coordinators.

2.
Orientation

a.
All new staff, including student employees will complete a unit orientation which is structured, formalized and individualized.

b.
Orientation for students in the Testing Unit is both theoretical and practical. At the end of the practical training, the Testing Coordinator reviews the student’s progress in terms of meeting testing quality standards, responsibilities and identified learning needs of the student employee.

3.
Continuing Education 

a.
Informal continued staff education occurs through staff meeting participation, as staff voluntarily access various educational offerings on campus i.e. IDEA lab computer classes, the faculty/academic staff development programs, individual faculty or staff offerings on campus, multi-cultural events, and various departmental programs, performances and concerts.

b.
Formal continued education is encouraged on campus.

1 Academic Staff with half-time or greater appointment may be eligible for tuition reimbursement while under the employ of state service and if proposed coursework or training provides knowledge that will improve an employee’s job performance.  A coursework/training form must be completed and approved by the chancellor or his/her designee in advance of the commencement of such coursework or training.  

1 Classified Staff may also be eligible for tuition reimbursement.   Human Resources can be contacted for details. A coursework/training form must be completed and approved by the  Director in advance of the commencement of such coursework. Coursework must be relevant to current employment. Courses requiring attendance during the work day between 8 a.m. and 4:30 p.m. will not be approved unless: Coverage is acceptable and is worked out at least one month in advance of the start of class, coursework does not meet for longer than 1.5 hours at one time, and does not pose undue workload increases and work interruption among other covering staff. Attendance at two courses will not be approved during the hours of 8 a.m. to 4:30 p.m. even if meeting on alternate days. Due to budget constraints, a total semester hour limit on tuition funding may be imposed. No more than the maximum of 6 semester hours may be approved. 

4.
Orientation and Training Records

a.
All departmental orientation and training records for Classified and Academic Staff are kept in locked files in the Director’s Office.

b.
Departmental orientation and training records for student employees are kept and maintained by each unit supervisor and filed in his/her locked files.

5.
Credentialing

a.
All ETS and Professional Certification Computer-Based Testing Test Center Administrators (TCAs) must be currently certified as such based on successful completion of the Test Center Administrator examination provided by each company.

1.
Under no circumstance is a TCA to administer CBT examinations for these testing companies without a current TCA certificate.

2.
Certification must be renewed annually (ETS and Prometric), and is the responsibility of the TCA to complete prior to date of expiration.

3.
Back-up TCAs must keep their TCA certifications active during the full employment period and avoid lapses in certification in order to remain as viable backup personnel.

IX.
CONTINUOUS QUALITY IMPROVEMENT ACTIVITIES WITHIN THE DEPARTMENT

A.
Continuous quality improvement activities are encouraged in the department.



1.
Staff will be assigned specific responsibilities related to implementing their unit program evaluation tool, collecting data, analyzing it and reporting outcomes and trends at staff meetings.

a.
Other activities include audits of processing logs and tracking frequency and number of irregularity reports submitted.
b.
The Director uses this, as well as other data, to create and submit an annual departmental program evaluation report to the Associate Vice Chancellor of Academic & Staff Affairs. 

X
STAFF RESPONSIBILITIES


A.        The Director of Testing Services has these main areas of responsibility:
















1.
General administrative and financial oversight of the department.
                        2.
General administrative academic and business/professional testing resource for 

                                    the university and business community.

                       
3.         Administrative liaison between Testing Services and university administration.

                       
4.         General public relations of Testing Services at the university and community                                             level.

           
5.
Advocate for Testing Services and its mission-related needs at the university                     level.

B.
The Director has these general areas of responsibility at the departmental level:

1 Quality standards program development and maintenance. 

1 Overall departmental program assessment, planning, implementation, evaluation.
1 Budget planning and administration.
1 Risk management.
1 Program revenue generation.
1 Funding of programs and equipment.
1 Space planning and utilization.
1 Staff development.


1 Program marketing and development of new programs.
1 Program evaluation master plan including outcome measurements.
1 Collaborative educational research and projects.
1 Outreach testing services.
1 Strategic planning.
1 Supervision and job performance evaluation of Unit Coordinators and Office Manager.
1 Chairs departmental staff meetings.
1 Serves on various university committees and is an active member of the National College Testing Association (NCTA). 

C.
The Classroom Testing Coordinator has these general areas of responsibility:

2. Day to day management and coordination of all classroom, make-up, placement, correspondence and campus college/university assessment operations. 

2. Participation in continuous quality improvement activities.
2. Program evaluation.
2. Orientation and ongoing training - testing employees.
2. Testing program assessment, planning, implementation and evaluation.
2. Test administration, proctoring, supervision.
2. Student employee hiring and supervision.
2. Job performance evaluation of all student testing employees in this area.
2. Coordination of special accommodation testing.
2. Chairing Classroom Testing Unit staff meetings.
2. Maintaining membership in the national testing organization.
 D.        The Electronic Scanning and Scoring Coordinator has these general areas of                                    responsibility:

3. Coordination of electronic test scoring and scanning activities.
3. Orientation (new faculty, LTE/Student employee staff) and ongoing faculty training.
3. Participation in continuous quality improvement activities.
3. Program evaluation.
3. Management of LTE and student employees (hiring, training, monitoring, supervising, and evaluation of LTE/student employee assistants).
3. Chairing Test Scoring Unit staff meetings.
3. Maintaining membership in the national testing organization.


E.
The Coordinator of ETS-CBT testing has these general areas of responsibility:



1.         Providing accurate test and testing information to test candidates.
2.         Handling various aspects of registration and scheduling of testing. 

                       
3.         Providing test administration in accordance with testing company regulations.
                        4.         Providing secure test administration and secure testing environment.
  

5.         Keeping accurate records and statistics related to test administration.
1 Keeping testing supplies at optimal level.
1 Completing and keeping testing records according to testing company

regulations.

8.
Participating in continuous quality improvement/program evaluation.

9.         Maintaining membership in the national testing association.

F.
The Office Manager has these general areas of responsibility:

5. Meeting, greeting and providing customer service to people at the Central Desk. 

5. Answering the telephone and routing calls as necessary.
5. Answering questions and disseminating information about testing and test scoring.
5. Referral and direction of individuals to campus and other contact for additional information.
5. Provision of communication between department units and departmental employees.
5. Trains front desk program assistants and LTE’s.
5. Participation in continuous quality improvement activities.
5. Program/unit evaluation.
5. Purchase of departmental supplies and equipment.

5. Assistance in the preparation of printed material.
5. Registration of test candidates for specific tests.
12.
Collection of monies, dissemination of receipts, preparation of deposits, rectification of cash register log.

13.
Ordering of specific tests as needed.

14.
Stocking of supplies including testing information/registration material.

15.
Sorting of mail.

16.
Development of office forms as needed.

17.
Provision of program support to the Director.

18.
Preparing financial reports for the Director as requested.

19.
Administration of weekend Regional Placement Tests.

G. The Departmental Receptionist has these general areas of responsibilities:

1.
Meeting, greeting and providing customer service to people at the Central Desk.

2.
Answering the telephone and routing calls as necessary.

3.
Answering questions and disseminating information about testing and test scoring.

4.
Referral and direction of individuals to campus and other contact for additional information.
5.
Provision of communication between department units and departmental                            

employees.


6.
Purchase of departmental supplies and equipment.

7.
Assistance in the preparation of printed material.
1 Registration of test candidates for specific tests.
9          Collection of monies, dissemination of receipts, preparation of deposits, rectification of cash register log.

10.       Stocking of supplies including testing information/registration material.

11.       Sorting of mail.

12.       Development of office forms as needed.
H. The LTE Certified Test Administrator for ETS-CBT has these general areas of responsibility:

1.
Prepare center and candidate for testing.
2.
Administer high stakes testing in accordance with ETS established standards.
3.
Maintain a high degree of security for ETS Test Center, test and testing process through frequent assessment of potential breeches in security via various electronic and other means of surveillance.
4.
Troubleshoot and resolve problems involving testing hardware and software, with technical support.
I. Student Employees have these general areas of responsibilities:

1 Student Test Administrators - Classroom, Paper/Pencil, non ETS-CBT testing area

a.
Test administration and proctoring.
1 Student Assistant - ETS-CBT area

a.
Assisting with candidate check in, check out, and proctoring assistance.
1 Student Assistants - Test Scoring

a.
Scanning of various campus surveys.
b.
Scanning assessments (pretests and posttests) for instructors and Institutional


Research.
c.
Scanning and scoring of exams.
d.
Preparation of printed exam scoring statistical reports.
e.
Maintenance of processing log. 

XI. 
DEPARTMENTAL ORGANIZATION


See next page…
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