Executive Summary

Our original hypothesis was that most people were unaware of and had never used the Conferences and Institutes division of the Friday Center.  Because of this, we tailored our research with specific questions to address this concern.  We sent out an e-mail survey to university department managers and called those who did not respond in order to obtain a more representative sample.  Out of the 183 people we surveyed, we obtained 43 responses.

We discovered that our initial assumptions were incorrect.  Sixty-four percent of respondents had knowledge of the Friday Center and its services and had used them in the past.  Those who have not used it or will not use it in the future choose not to because: they have no need for its services, the Friday Center is too far from campus, they have used the facility but not conference services, they never looked into it, it is too expensive, and it has inadequate hotel accommodations.  The majority of the respondents hold one or two conferences per year.  We also found that out of the extra services that Conferences and Institutes provides, the respondents ranked program/event planning as their highest priority when organizing conferences.  Additionally, most respondents prefer to receive their information via e-mail.

Examining our findings, we discovered that our key opportunities for a Conferences and Institutes’ program lie in two areas: to persuade department managers that the Friday Center’s diverse services cater to their specific needs, and/or to demonstrate that the Friday Center’s offered services are the best value offered in the area for hosting and planning conferences.  To develop these opportunities, our future research would focus on comparing the area’s hotels’ conference facilities and services with the Friday Center’s.  Research could also focus on looking deeper into each UNC department’s conference needs and catering a public relations program to promote the services the Friday Center offers that will fulfill those needs.

Methodology

After meeting with Mary Morrison, we decided that an e-mail survey of university department managers would be the best way for us to conduct our research.  We obtained a list of the department managers from the University Managers’ Association website at http://uma.unc.edu.  We sent our survey (appendix A) as part of the body of an e-mail to the department managers on Monday March 3, 2003.  Because we had not received the number of responses we wanted, we followed up the survey with phone calls to those who had not responded on Tuesday, March 18, 2003 and Wednesday, March 19, 2003.  The follow up phone calls were worded exactly as the written survey, along with a brief introduction of the purpose of the call.

University department managers are part of the administration of the university, and they are involved with more of the technical aspects of running a department than the department heads.  For this reason, we thought that they would be a good population to sample.  It is more likely that the department manager rather than the department head would be the person responsible for planning and orchestrating conferences and meetings hosted by the department.  We surveyed all of the 183 people listed on University Managers’ Association website.  However, we received only 43 responses, as some chose not to respond, and we were unable to contact some people by phone.

Findings

Question 1: What do you know about the Friday Center?

The majority of those who replied to the survey knew something about the Friday Center.  The most well-known aspect of the Friday Center was that it is a university-owned conference center.  Some people went as far as to describe the facility as beautiful and a great place to hold meetings.  The Center for Continuing Education was another well-known aspect of the Friday Center.  Most people knew about the Continuing Education program if they did not know anything else about the Friday Center.

Along with these well-known aspects, there were several other aspects mentioned but not by a majority of the respondents.  Several responses included the location of the Friday Center and that there was plentiful parking available.

Also, a few other characteristics were mentioned by only some people in their responses.  One of these characteristics was the conference center's service, such as catering and equipment that was available.  This was not a well know aspect of the Friday Center.  Another respondent said the services offered by the Conference Center were too expensive
Question 3: Rank these conference services in order of importance to your department: program/event planning, financial management, logistics management, marketing and promotions, registration support, program wrap-up.


We averaged the rankings for each service.  In the bar chart on page 7, the average ranking for each service is at the bottom and on the chart.  Because the ranking of “1” was the most important and the ranking of “six” was the least important, the smallest bar on the chart shows the service ranked most important.  We discovered that department managers ranked the program/event planning service most important, while the program wrap-up service was ranked least important.

Question 4 (Part B): Have you ever used the Friday Center’s conference services? If not, why?


This survey question met with various responses, and some respondents had more than one reason for not using the Friday Center for conferences.  The most popular response was “no need.”  Six people who took the survey have no need for Conferences and Institutes’ services because they do not hold or plan their own conferences—they only attend conferences that have been planned by another department or organization.  The second-most popular response was that the Friday Center’s services are too expensive, and their department simply cannot afford them.  Three people who responded to the survey had used the conference facilities (the meeting rooms) but had never used Conferences and Institutes’ other services (such as logistics and financial management).  Another three people had simply never looked into using the Friday Center to hold conferences.  Two people have used the Friday Center for conferences in a previous position they held at UNC-CH, but have not used it in their current job.  Two people will not use it because they think it is too far away from campus, and one person does not use it because of its inadequate hotel accommodations.

Question 5: How do you prefer to get your information? Please rank: brochure, e-mail, mail, newsletter, phone, face-to-face.


We averaged the rankings for each service.  In the bar chart on page 12, the average ranking for each service is at the bottom and on the chart.  Because the ranking of  “1” was the most preferred and the ranking of “6” was the least preferred, the smallest bar on the chart shows the service ranked most important.  We discovered that e-mail was the most preferred method to receive information by department managers, while face-to-face was the least preferred.

Concluding Interpretations


After examining our research results we discovered that our initial assumptions were wrong.  University department managers do know about the Friday Center and have used it before.  Although not all respondents were aware of the full range of services offered, most respondents had at least attended a meeting or conference at the Friday Center.


 We found the respondents answers of why they had not used the Friday Center’s conferences and institutes division most useful in pinpointing a key problem or opportunity.  We found that most do not use it because they think they have no need for its services, think that it is too expensive, or that they had used the facilities but not the conference and institutes’ services.

Our key opportunity is to demonstrate to the university department managers that they have a need for the services of Friday Center, because the majority of the respondents said that they host at least one conference or meeting per year and ranked program/ event planning as the most important conference service.  Additionally, we must prove that the Friday Center’s services are worth the cost.

Although we are content with the accuracy and reliability of our findings, the number who actually responded to our survey was lower than we would have liked.  Also, in hindsight, we wish we had known that the majority of university department managers had used the Friday Center before, so that we could have asked more insightful questions in our survey about why they do not use the services now, or will not again. We see future research possibilities in examining the prices and services offered at similar conference venues, and taking a more in depth look at specific university departments and their conference needs.
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