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SECTION 1

INTRODUCTION
This report contains information regarding experiences with and
perceptions of the TCU Counseling and Mental Health Center (the
Counseling Center). Eight researchers collected findings via word-ofmouth while also emailing out a survey to all TCU students. Additionally,
three researchers used the application Yik Yak to find any anonymous
feedback about the Counseling Center. This report is a compilation of our
findings.
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SECTION 2

CLASS FINDINGS
During the first half of this semester, the researchers sought out primary
and secondary qualitative data. This included seeking out stories of people’s
experiences, as well as attending counseling sessions. There were both positive
and negative comments from both the researchers’ personal experiences and the
stories from other TCU students.
Negative responses were about experiences with the front desk, frustrations finding
a counselor, and an overall experience. On Yik Yak, there were 3 comment threads
that the researchers saw over the course of the semester that directly linked to the
Counseling Center. They were mostly negative comments about the lack of help and
having to find try several different counselors before being comfortable.
The most common negative response has been about the front desk staff.

ONE STUDENT WROTE ON YIK YAK THAT:
“[the counselors] looked at me like I was insane and then referred me
to campus life. I guess I don’t fit in their typical depression box.”

4

TCU COUNSELING AND MENTAL HEALTH CENTER

CREATIVE CROSSROADS

SECTION 2

CLASS FINDINGS

ONE OF THE RESEARCHERS SAID:
“Walking into the Counseling Center for the first time was an
intimidating experience. I remember feeling uncomfortable and
awkward.”

TWO RESEARCHERS BOTH HAD SIMILAR EXPERIENCES WHEN
TRYING TO FIGURE OUT WHAT TO DO UPON ARRIVAL.
One wrote that the “receptionist made me feel self
conscious, and I grew more uncomfortable and self
conscious the longer I stood at the window speaking to
her,” and the other researcher wrote that “when I walked
in, there was no direction and the secretary did not
acknowledge that I had entered.”

The survey results later repeated these comments.
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SECTION 2

CLASS FINDINGS

However, many students reported having very positive experiences. Students
reported having positive relationships with their counselors and feeling relieved
once they left the center.

ONE STUDENT SAID:
“I enjoyed it, it was a nice outlet, which allowed me to express
myself and speak openly without receiving any judgment.”

ANOTHER STUDENT STATED THAT
GOING TO THE COUNSELING CENTER
“has been really eye-opening. I feel like they have really
help me dive into the core of all my anxieties and fears so
that now it is much easier for me to live a much healthier
life” [sic].

The survey results later reiterated these same sentiments and gratitude for the
resources that the Counseling Center provides.
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SECTION 3

SURVEY
RESEARCH METHODS
This survey (see Appendix D) asks respondents about their experiences with,
perception of, and recommendations for the Counseling Center. The survey was a
combination of nominal, ordinal, interval, and ratio questions. The survey, emailed
to the entire TCU student body, received 350 total responses. Overall, the survey
respondents provided the researchers with a large amount of information.

SUMMARY OF FINDINGS
The first question of the survey asked whether or not the students have been to
counseling before attending TCU. Thirty-eight percent of students replied “yes”
while 62 percent responded “no.”

66% RESPONDED THAT THEY HAVE NOT ATTENDED THE COUNSELING CENTER
The second question asked whether or not the students have used counseling
services that are not affiliated with TCU while attending the school. Sixteen percent
of students replied “yes” while the majority, 84 percent, replied “no.” Next, the
survey showed that 28 percent responded that they seek outside counseling from
either a spiritual advisor, mentor, etc. while attending TCU. Seventy-two percent
replied that they do not. The final question in the first section asked whether or not
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SECTION 3

SURVEY

the students have attended the Counseling Center. Sixty-six percent responded that
they have not. If they answered yes, they continued on to a section asking about
their experience with the Counseling Center. If they answered no, they skipped
the experience section and answered a section regarding their perception of the
Counseling Center.
The second section of the survey was about the respondents’ experiences at the
Counseling Center, including their appointments, the services offered, and the
environment of the Counseling Center. Only people who answered that they had
been to the Counseling Center received these questions. Most of the respondents
were underclassmen when they attended the Counseling Center (64 percent).

MOST OF THE RESPONDENTS WERE UNDERCLASSMEN
WHEN THEY ATTENDED THE COUNSELING CENTER (64%)
This semester alone, 52 percent of respondents had been to the center. Most
respondents found the environment and process of counseling sessions to be
neutral to positive. On average, students were satisfied with the services they
received (m=6.67, 1-10 scale) and felt like their reasons for seeking counseling were
properly addressed (m=6.77, 1-10 scale).
The last question in this section was an open response for additional comments
about people’s experiences with the Counseling Center. The researchers broke
this section down into three topics: counselors, relatability, and office experience.
Responses tended to be negative, but that is to be expected in an open response
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section because people with negative experiences may be more willing to write
out comments. Some key insights were that staff, both at the front desk and
counselors, were not always welcoming and were not relatable.

SOME KEY INSIGHTS WERE THAT STAFF, BOTH AT
THE FRONT DESK AND COUNSELORS, WERE NOT ALWAYS
WELCOMING AND WERE NOT RELATABLE

ONE STUDENT WROTE:
“I felt like the counselor latched on to one thing I said, and that’s all
she wanted to address, when I had several other issues. [sic]”

ANOTHER WROTE THAT:
“They didn’t seem to relate. I wasn’t comfortable talking
with them [sic]”.
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SECTION 3

SURVEY

There were also positive comments from respondents, including
“I absolutely love my counselor and it has been so helpful to see her. [sic]”
The entire population of respondents had the opportunity to respond to this section
of the survey. According to the responses, the general perception of the Counseling
Center was neutral to positive with a mean score of 3.89 (1-5 scale). However, only
63 percent of students knew where the Counseling Center is, and 37 percent of
students did not know, or weren’t sure if they knew, where the Counseling Center
is. Additionally, 86 percent of the respondents stated that they would consider
visiting the Counseling Center themselves should the need arrive.
Ninety-six percent of the students who responded said that they would be
comfortable meeting with a counselor in an individual setting; 16 percent of them
also said that they would be comfortable in a small group meeting. Therefore, it is
not surprising that the individual counseling service was the highest ranked choice.
The 24/7 crisis hotline followed next, and group counseling was third. However, it
is important to note that only 18 percent of students said they had been to an on
campus event hosted by the Counseling Center, and 24 students did not know or
could not remember if they had attended one.

18% OF STUDENTS SAID THEY HAD ATTENDED AN
ON CAMPUS EVENT HOSTED BY THE COUNSELING CENTER
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In the subsequent section, the respondents offered recommendations and
answered questions based on how the Counseling Center could improve. Sixtyseven percent of students stated that they would benefit from an app that provides
tips, suggestions, and resources when the Counseling Center is not available.
Eighty percent of respondents stated that they would not be more likely to go to
the Counseling Center if it had another name, and 40 percent of students said that
they would be more likely to go if the Counseling Center offered services on the
academic/library side of University Drive.

40% OF STUDENTS SAID THAT THEY WOULD BE MORE LIKELY
TO GO IF THE COUNSELING CENTER OFFERED SERVICES ON THE
ACADEMIC/LIBRARY SIDE OF UNIVERSITY DRIVE
Seventy-six percent of respondents said they would like to receive information
for promotional events by email, and 41 percent said they would like to receive
information through social media. As for promotional materials, 49 percent
stated that they like stress balls, and 36 percent said they like cups. In the other
category, 17 percent of responders offered suggestions and remarks. Some of the
recommended materials were planners, shirts, and pens. However, 51 percent of
students responded that they did not think the current promotional materials for
the Counseling Center are effective.
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SECTION 3

SURVEY

51% OF STUDENTS RESPONDED THAT THEY DID NOT THINK
THE CURRENT PROMOTIONAL MATERIALS FOR THE
COUNSELING CENTER ARE EFFECTIVE.
When asked to add any additional comments on their perception of the Counseling
Center in an open answer format, 38 respondents elected to respond and had
varying answers. However, the most common responses highlighted a need for
more counseling options for graduate students and veterans.

THIS GRADUATE STUDENT’S COMMENT IS A GOOD
SUMMARY OF A FEW OTHERS’ COMMENTS AS WELL:
“I don’t know how much it costs or if it is available to grad students.
I also work 8-6 M-F, so I don’t know if there are actually times I could
even meet with someone. I think there is a lot of stigma attached
still to it, and what if I run into the students I teach when I go there. I
wish there were a different spot for access sometimes.”

In addition, many students expressed gratitude. In another open ended question
that followed those about the promotional materials, 20 students responded, and a
majority of them expressed a lack of or unfamiliarity with the promotional materials
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of the Counseling Center. The students also expressed that the Counseling Center
needs a stronger digital presence and suggested creating short videos of each of
the counselors and their specialties so that students would be more comfortable
coming to the Counseling Center.
The final section of the survey gathered demographic information about the
students. The section started by asking how long the students have attended
TCU. Fifty-five percent responded that they are underclassmen, and 45 percent
responded they have been attending for three or more years.

55% RESPONDED THAT THEY ARE LOWERCLASSMEN,
AND 45% RESPONDED THEY HAVE BEEN ATTENDING FOR
THREE OR MORE YEARS. THE RESPONDENTS REPRESENTED
EVERY SCHOOL AT TCU WITH THE MAJORITY COMING
FROM THE COLLEGE OF SCIENCE AND ENGINEERING.

The respondents represented every school at TCU with the majority coming from
the College of Science and Engineering. Seventy-five percent of the respondents
were female, and 55 percent were underclassmen in their first or second year at
TCU. Also, 4 veterans, 9 international students, and 25 transfer students responded
to the survey.

CREATIVE CROSSROADS

TCU COUNSELING AND MENTAL HEALTH CENTER

13

SECTION 4

CONCLUSION
Overall the research has provided insight into what works and what
does not work at the TCU Counseling and Mental Health Center. The
current staff has received mixed reviews, especially the front desk staff,
including that they are unhelpful and insensitive. Students are not wellinformed of the services available and thus do not go to the Counseling
Center when they need to. Student responses also revealed a disconnect
between promotional materials and events and students understanding
of the Counseling Center’s services. In addition, respondents asked for
more graduate student and veteran support groups and services. Both
the researchers and respondents agree that the Counseling Center is an
important part of keeping the students and campus healthy; however, the
research reveals that the Counseling Center can maximize its potential to
serve the campus.
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SECTION 5

RECOMMENDATIONS
The attached list of recommendations detail different ways that the counseling
center can grow into a place that will better serve the tcu community.

RECOMMENDATIONS
HIRE MORE PART TIME STAFF

• Part time staff is a less expensive option to expand your current
team’s capabilities. They do not require benefits like full time
employees, and grant money is available to pay for their salaries.
• Part time staff could work during times the counseling
center is usually closed, providing more opportunities for
busy students to have access to the help they need
• These new employees could be used strictly for first time
visits and walk-ins. This gives full time counselors time to
focus on scheduled meetings with repeat students.
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SECTION 5

RECOMMENDATIONS
RELOCATE DRUG AND ALCOHOL

• This program is taking up valuable office space
that should be utilized by counselors.
• Dealing with calls and appointments for both Drug and Alcohol and
the Counseling Center creates added stress for the front office staff.
• The students that are coming in for their drug and alcohol appointments
have a different attitude than the students coming in to see counselors.
This creates an uneasy, unbalanced, and uncomfortable mood in
the waiting area. Not what you want a safe place to feel like.

IMPROVE THE FRONT OFFICE STAFF ATTITUDE/AVAILABILITY
• First impressions are extremely important in a counseling center. You
want the students to feel welcome, comfortable, and safe. However, this
is not always the feeling generated by the front office staff currently.
• When people walk in for appointments during lunch hours
and no one is there to greet them, they feel uncomfortable,
unwelcome, and do not know what to do.
• In our survey, there were considerable mentions of
unsatisfactory interactions with the front office staff from
daily interactions. Many students cited the front office
staff as the reason they would not attend again.
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UTILIZE EMPTY OLD DRUG & ALCOHOL SPACE AS A NEW
SATELLITE OFFICE
• Providing another location for counseling services gives
students two different options of places to get help.
• The old Drug and Alcohol office spaces were located
in the Rec Center. This is a location with much higher
proximity to parking for off campus students.
• Part time staff can be utilized in these offices. As a
smaller office space, this would be an idea setting for
more casual meetings or walk-in appointments.

REDO THE WEBSITE AND BIOGRAPHIES OF COUNSELORS
• The website could be much more user friendly. Currently, the
website is confusing, busy, and hard to navigate. In an ideal
website, there should be a clear site map so that information
should be able to be found within 4 clicks, no more.

• Redoing the biographies of the counselors would make
students feel more comfortable. Providing a page on the website
where students can get to know the counselors before attending
would be a great way to become more approachable.
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SECTION 5

RECOMMENDATIONS
HIRE A FULL TIME PSYCHIATRIST

• There is an overwhelming need for a full time psychiatrist. Currently,
the part time psychiatrist is only able to write prescriptions for students
with depression and anxiety. Because there is just too high of a demand,
she is unable to see any students for other disorders, like ADD/ADHD.
• As of now, all psychiatrist appointments appear to be rushed because
there are too many students to see in the few days that she is here.

CREATE MORE LATER HOURS/WEEKEND HOUR WALK INS
• Having later hours would allow more students to utilize counseling
services. Many students have classes packed through 9:00am–
5:00pm with little or no opportunity to schedule an appointment.

• Weekend hours (even just a few hours on Saturday) would allow a
whole new range of students to use the services of the counseling center.

CREATE SERVICES FOR GRAD STUDENTS AND VETERANS
• Both grad students and veterans expressed that they felt overlooked
by the Counseling Center. Programs and services that meet the
unique needs of grad students and veterans should be established.
• These services need to be offered hours outside of the typical
8-5 work day for grad students and veterans that work, teach
and study full time. Incorporating a location specific to these
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two student populations would maximize the services offered
by the counseling center by decreasing the possibility of grad
students running into their students in the waiting room.

REBRAND RUOK?

• The RUOK? Campaign needs to be rebranded because it
does not connect very well with students. Both the website
and the phrase RUOK? need to be reevaluated.
• The website is complex and not user friendly. In addition,
RUOK? does not resonate with students like it once did
because students don’t use that text language anymore.

CONSOLIDATING THE PROGRAMS TO CREATE CONTINUITY
• The counseling center has a lot of partnerships and programs on
campus. Although it is great that so many groups want to work with
the counseling center, there is no continuity between everything that
is going on which is confusing and overwhelming for students.
• The counseling center needs to consolidate its programs
and create continuity with all of its programs and services so
that students will recognize when something is sponsored
by or in partnership with the counseling center.
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SECTION 5

RECOMMENDATIONS
WISH LIST
Once the recommendations listed in the previous section are met, the
counseling center could set a new standard of mental health care on a
college campus by incorporating some of the following “wish list” items
below. These items are derived from services offered at other universities
recognized for their high standard of mental health care, the responses
recorded in the research and the researcher’s personal observations.
The items listed below are not only designed to increase the comfort of
the waiting room of the counseling center, but also to engage student
groups on campus in making these changes with the hope that they take
ownership of rebranding the counseling center.
•

HAVE INTERIOR DESIGN STUDENTS EVALUATE AND MAKE
SUGGESTIONS FOR THE WAITING ROOM

•

ADD AQUARIUM IN THE WAITING ROOM

•

CREATE A FULL-TIME THERAPY DOG
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•

LETS TALK:
A casual meeting
somewhere neutral on
campus with a counselor
and as many students that
want to show up. Kind
of like an informal group
session. Could be held
in the Library café, or a
reserved room at Reese
Jones. Could be held a
couple times a week at
different locations, as to
give more students access
to these sessions.

•

STUDENT ARTIST
MURAL ON CAMPUS

•

PROVIDE SNACKS IN
THE WAITING ROOM
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