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To Dan Barker and any other manager interested in reading this:

I have long since felt a moral objection to working for the University of Phoenix.  It is not an ethical institution, and it is driven by the acquisition of money, rather than the pursuit of higher learning.  The lack of positive ethical values has caused me to want to put as much distance between myself and this university as possible.  

Day after day enrollment counselors tout the benefit of a higher education.  They promise their students financial gain, and the university as a whole professes that a degree is worth something in terms of material gain.  And yet while the university does profess that a degree is worth something, it is obvious when one looks at the pay for the different jobs, that this is a lie.  

Academic counselors are the only counselors who are required to have a bachelor’s degree, and yet they start out making less than enrollment counselors, and only two thousand more than finance counselors.  Neither enrollment nor finance counselors are required to have a bachelor’s degree.  This is completely hypocritical and means that the school is lying to students.  A bachelor’s degree is worthless to this institution, and the pay proves it.  To put it in perspective, a student starting at Axia College and getting a bachelor’s degree with University of Phoenix would accrue 42,000 dollars in student loans.  If I had to pay that much back on my salary, I would never be able to do it.  This university has made it an obvious fact that the ability to sell an education is much more valuable than having an education.  That is simply not an ethical way to run a school.  

This school also does not follow its own policy.  According to company policy, a person cannot transfer out of a position until that person has been in his or her current position for six months.  One of my former colleagues, however, Bill Hunter, was hired to a new department after being an academic counselor for only 4 months, because his wife works in that department.  I have nothing against Billy, but it was not ethical for him to get a job offer when other of my colleagues have had their resumes sent back because they have not been here for the full six months.  This university is simply not built on any kind of moral code.  

In addition to not following its own policies, other established policies demonstrate the lack of ethics at the school.  Every day since I have been at University of Phoenix, I have been bombarded with e-mail messages: many of them useless.  Helen Bleach and Jennifer Girl send out e-mail about oil changes, windshield replacements, visiting banks, and whatever else they see fit.  The Online Café is allowed to send e-mail messages to every employee about the daily specials or smoothies at a discounted price.  With all of these trivial e-mail messages being sent, the university refused to send something of importance.  

My colleague, Ann Rahenkamp is legally blind.  She cannot drive, and without a carpool ride, she would not be able to come to work.  She had trouble with carpool rides dumping her because dumb reasons.  Ann desperately needed a ride to work, and I even volunteered to pick her up and bring her to work, despite the fact that it added 20 miles a day to my own travel.  We asked Helen Bleach to send an e-mail to all the employees asking if anyone would be willing to give a blind woman a ride to work.  She refused to send anything out.  How is that ethical?  How can this company let the Online Café owner send out e-mails about his specials, and not send something out to help Ann get to work?  It is not ethical, but instead, driven by the desire to acquire more profits.  

Other policies are completely out of line too.  The standards of the measure of an Academic Counselor’s success are not ethical.  They are not based on what academic counselors do or do not do.  Those measures are affected by so many other factors, over which they have no control.  It is counted against academic counselors if a student fails, and cannot pay to come back to school.  It is counted against them, if their enrollment counselors manipulate students into enrolling in a program that is not right for them, and then they find the right program weeks later.  It is counted against academic counselors when students are not prepared to go to college, when they think that the work will be easy.  

One of my former colleagues, Clay Mayhew, enrolled a student who had a brain injury as a child.  He had been in special education classes his whole life.  Clay showed me a sample of this student’s writing and I said that this student should not be enrolled.  I was adamant that this student would not succeed, and yet Clay enrolled him anyway, because he needed the “reg” for the month.  This student (Leslie Berrang) failed and turned into one of the biggest nightmares that this school has ever seen.  I did not have a say in his enrollment, and yet his continues, even today to count as one of my “outs”.  That is ridiculous.  It is not ethical base my performance on what other people do, when I do not have a say in those actions.  Does this school expect me to do my students’ homework for them?  Am I supposed to go hold a gun to their heads to force them to get back in class?  How can my performance be measured on what other people choose to do?

Recently, I heard an enrollment manager say to one of her counselors, “shoot for ten and if you retain six, that is better than enrolling 5 and keeping 4.”  Who is that better for?  Not academic counselors.  Their measures of success cause Academic Counselors to be unsuccessful.  That happens across all departments.  The measures that the qualifying center representatives are judged on cause them to transfer students who do not qualify.  Thus enrollment counselors get a “QC call” that they should not have gotten.  The enrollment counselors miss opportunities to enroll students, because the qualifying center only has to get a live voice transferred.  There is no accountability on the quality of student that they transfer.  One measure of success automatically sets up another department for failure.  It is a system set up to cause cataclysmic failure which all piles up on the Academic Counselors and Finance Counselors in the end.  We look bad because the system is set up to make us look bad.  


There are other measures that are inaccurate and make academic counselors look bad as well.  At some point, this institution decided that it would not have any permanently dropped students.  So, all the students who had told me that they were attending other institutions or that hell would freeze over before they returned to Axia College or WIU Online were put back in a temporary drop status.  This created a whole slew of meaningless tasks that I generally have to waste my time acknowledging with “N.A.”  It also affected my re-entry goal.  Suddenly I was expected bring back more students.  My active percentage suddenly dropped too.  Why?


These students, who have said that Axia College and WIU Online are not right for them, will never be coming back.  Yet my performance is based on the fact that they are not in school.  Many of them are already attending other schools.  It is not my fault that the curriculum, the instructors, and the lies that their enrollment counselors told them, gave them a negative impression of this school.  It is not right that my performance should be measured against those students.  

There is also a 4 hour talk time goal.  I can honestly say that the only time I was consistently meeting that goal, was when I had too much to do.  I had three teams of students, my phone rang almost non-stop.  I would have to stay after to get all my calls made, and if I did not stay, my students did not get the service they deserved.  I was overloaded and not doing a good job.  No one has ever been able to show definitively that four hours of talk time equals good customer service, and yet for some reason it is a goal.  

I do not chit chat with my students.  I help them when they need it.  I give them the information that they need to be successful in our program.  Then I hang up.  I take good care of my students, and as I have been giving them the news that I am leaving, it is obvious from their responses that I have been giving them great service and that they are going to miss me.  Yet I rarely now make the four hour talk time goal.  I have never even made that a focus.  My focus was on taking care of my students: making sure that their needs were met.  A four hour talk time goal encourages people to waste time and ultimately the company’s money on insignificant conversations.  


WIU Online was set up as a school for students who had little college experience. It was supposed to offer them greater support as they attended classes.  Instructors have 20 office hours per week, or so it is touted.  Does anyone actually ever verify this?  I have students who call me all the time, because their instructors are not answering the phone during office hours.  They call me because their instructors will not just answer a question, but always refer them back to the syllabus or the reading.  One instructor gave the students a disconnected phone number.  The instructors want to do as little as possible and be bothered as little as possible.  When my students see that they cannot get help from the instructors, they either come to me (and I have been told again and again that it is not my job to tutor students) or the drop out of the program because they need more help then they are getting.  Then, of course, my numbers look bad because lazy instructors do not take the time to do their job.  


Again, it goes back to ethics.  If this school is going to sell itself based on the instructor availability, then instructors need to be available during the times when they say they will be.  Anything else is a lie.  The academic affairs department says consistently that they cannot verify phone calls.  So students can claim that they called, but instructors can claim that they never got a call. That is ridiculous.  There needs to be a way to keep instructors accountable for their duties.  But, as this school is more interested in generating a profit, than being a great school, this will never happen.  It would cost too much money to keep instructors accountable.  That is an unethical way to do business.  

Because of these inaccurate measures, good, solid, hard-working people are ignored when it comes time to be promoted.  My colleague Julie Flores has applied again and again for management.  She works hard and is extremely knowledgeable about her job.  She would make an outstanding manager and everyone that works with her knows it.  Yet she is passed over again and again by people who work less, and are not nearly as professional as she is.  That is wrong.  

I see more hypocrisy when I get e-mails from managers and senior managers with bad grammar and spelling.  For future reference “myself” is a reflexive pronoun.  One should never say, “Please see myself.”  It should be, “Please see me.”  Reflexive should only be used when the subject and the direct object in a sentence are the same.  (Not that any of the managers will understand that last sentence.)  Yet the managers at this place do not know that.  I sent an e-mail to Jennifer Knispel letting her know that she made that mistake.  I thought she would be grateful and appreciative that I took the time to explain it to her.  Instead, she jumped down my back and told me that it was not my job to correct her grammar.  I saw that day how petty she is, and lost all respect for her.  I was extremely happy when I was no longer under her supervision.  This is a university.  We should all strive to use proper grammar and spelling, and yet no one cares.  That is so hypocritical.  

I thought that starting a degree program might make me feel better about this school.  I was wrong.  I was placed in classes with people who could not spell or use proper grammar, and even got offended when I pointed out those flaws.  I could see how not having an admission requirement, affected the quality of students.  According to this learning model, I should be challenged and learn from my peers.  That was just not the case.  I was afraid that I would start using the word, “allot” in place of the words, “a lot”.  I was afraid that interaction with my peers would make me dumber rather than smarter.  Additionally, the assignments were not nearly at a Master’s level.  It cemented in my mind the fact that students are being charged a huge amount of money for a lousy education, and I decided that I would rather pay out of my pocket to go to a school that offers a quality program and know that I am getting a good education, than get a poor education for free.  

I am excited to be putting this part of my life behind me.  I am a moral person, and my moral obligations to be a decent human being were constantly and consistently challenged by this unethical institution.  I went home most days loathing to even look at myself in the mirror, because of what I was doing to people.  Had it not been for the recent circumstances in my life, I would have taken this step a long time ago.  Even though, with my new position, I am taking a reduction in pay, it is worth it, so that I can feel like an ethical and moral person: so that I can look at myself in the mirror.  

