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ENROLLMENT 
2014–2015
UWM students come 
from 48 states, DC, 
Puerto Rico, and 

overseas military bases.

FROM ARCETTA KNAUTZ

DIRECTOR OF UNIVERSITY HOUSING

Dear Stakeholder, 
University Housing is essential to the UWM collegiate experience. We create 
communities that transform residents’ lives, enhance community members’ life skills, 
and connect residents to friendships that will last a lifetime. 

As the institution continues to clarify resource allocations and budget strategies, it is 
important that University Housing, as an auxiliary organization, clarify our own unique 
contributions to the UWM experience and outline strategic goals on how to best utilize 
the monies our residents pay to live in well-maintained and developmental residential 
communities. Based on the work of the Campus Strategic Plan and the Division of 
Student Affairs Shared Learning Goals project, this plan aligns our departmental goals, 
initiatives, and assessment metrics with new institutional strategic directions at the 
University of Wisconsin-Milwaukee. 

This document is designed to give our stakeholders a greater understanding of our 
comprehensive housing operation, educate university staff about the services and 
functions of UWM’s University Housing, and guide departmental staff conversations 
about resident engagement, budget management, and facilities improvements. This 
document is the product of a long, introspective journey by departmental staff, our 
stakeholders, and housing’s leadership team to determine the future directions of our 
work with residential community members. 

I am proud of the work we have completed in defining priorities, adopting performance 
indicators, operationalizing existing assessment data, and creating a plan that 
reflects our values and enthusiasm. I look forward to sharing the stories 
of our success as we progress through the plan toward the 50th 
anniversary of University Housing in 2020. 
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UNIVERSITY OF WISCONSIN-MILWAUKEE

OUR PURPOSE
Great cities need and deserve great public universities to support their continuing 
development. Urban universities play a profound role in cultural enrichment, workforce 
development and regional prosperity. Indeed, there are no thriving cities in the United 
States without a strong major university or cluster of higher education institutions at 
their core. With this in mind, the Wisconsin State Legislature created the University of 
Wisconsin-Milwaukee in 1956 as part of the UW-System’s doctoral research university 
cluster. UWM’s mission is to serve Milwaukee and Southeastern Wisconsin through 
innovative and engaged research and educational programs. 

OUR HISTORY
In the 58 years since its founding, UWM has made great strides in establishing a 
reputation for research excellence, graduating high-quality students, and working with 
the Milwaukee community. The University’s 188 academic programs produce more 
than 5,300 graduates annually, and it offers more doctoral programs (33) than any other 
institution in southeastern Wisconsin. Our alumni reside in over 90 countries and 75% 
of those living in the USA reside in Wisconsin. UWM alumni have served as corporate 
leaders, teachers, government leaders and architects, and nurses and health care 
providers. Distinguished alumni include CEOs of Fortune 500 companies, ambassadors 
and Oscar Award winners. 

UWM’s ECONOMIC IMPACT
The state provides approximately 18 percent 
of UWM’s true operation budget, $546 million. 
The university delivers a powerful return on the 
investment—a $1.5+ billion annual impact on the 
state’s economy. Here’s the breakdown:

(Excerpted from UW-Milwaukee Strategic 
Plan 2020 Advancing UWM as a Top-Tier 
Research University: A Plan for Student 
Success, Research Growth, and Community 
Impact, November 2, 2014, Accessed online 
12/9/2015 at www4.uwm.edu/strategicplan/
customcf/strategic_planning/v1/docs/Strategic-
Plan-Draft_11-2-14.pdf )
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INSTITUTIONAL CHALLENGES & OPPORTUNITIES

Workforce Development & Sustainable Economic Prosperity
Southeastern Wisconsin faces major challenges that provide an opportunity for UWM 
to play a key role in transforming the region. In a broad context, Wisconsin faces the 
imperative of making the transition to the 21st century global knowledge economy 
that requires a constantly evolving knowledge base, intellectual skills and expertise. 
This transition has been difficult for a state that has relied on the manufacturing sector, 
particularly in Milwaukee, which has been Wisconsin’s manufacturing center. These 
needs position UWM, as the higher educational institution with the greatest number 
of Wisconsin students, as an economic driver for the region’s sustainable prosperity. 
UWM’s role is highlighted by workforce projections that indicate future jobs will 
increasingly require postsecondary education, with an estimated shortfall of 60,000 
college-educated Wisconsin employees by the end of the next decade.

State Assistance as a Public Good 
UWM is also challenged by a long-term pattern of declining state support for public 
higher education, changing demographics, and the seismic changes occurring in the 
higher education landscape with respect to technology, learning formats, financial 
capabilities and collegiate academic preparation in urban education. UWM has 
experience addressing some of these shifts because of its history of educating both 
traditional and non-traditional students and early adoption of alternatives (e.g., online 
instruction, flex credit options). In addition, the University’s growing engagement with 
community and corporate partners has increased support from non-traditional sources. 

BLURB HERE
The other infographics have a blurb 
that accompanies them. We could use 
one here for consistency across the 
graphics.
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THE DIVISION OF STUDENT AFFAIRS

The Department of University Housing is one of approximately 20 units within the 
UWM Division of Student Affairs. Student Affairs provides comprehensive student 
services, student engagement opportunities and centralized enrollment management 
functions for the university.

STUDENT SUCCESS AND 
WELL-BEING

We are committed to all of our students—
supporting, encouraging, guiding, and 
challenging their personal, educational, 

and professional development. We 
are dedicated to creating learning 

opportunities so that all our students may 
achieve success in an environment that 
cultivates tolerance, civility, and respect, 
and where students care about their well-

being and the well-being of others.

LEARNING
We partner with our academic colleagues 

to create a vibrant program of study 
which includes a co-curricular activities 
and on-campus employment. We strive 

to establish within our community 
a learner-focused, outcome-based 
environment. This setting includes 

experiential and work-based learning, 
civic engagement, and a connection to 
the campus community, reinforcing our 

capacity for and our commitment to 
lifelong learning.

PROFESSIONALISM
We encourage professional development and ethical behavior of our 
staff, and we conduct our programs and ourselves with the highest 
integrity. In keeping with best practices, we provide intentional and 
effective service to students and other stakeholders. We collaborate 

and consult with one another in an effort to achieve excellence. 
We are committed to treating one another with respect, making 
ethical decisions, and holding each other accountable. We model 

professionalism and encourage each other to develop expertise in our 
practice, engaging in professional development that is grounded in 

theory and focused on application.

LEADERSHIP
We make every effort to be leaders in our campus community through 
our actions, service delivery, and dedication to students. As educators 
and in partnership with students and colleagues, we provide quality 
leadership opportunities that are challenging and rewarding. We are 
intentional in the design and delivery of engaging and empowering 

experiences which foster the development of ethical, responsible, and 
collaborative leaders.

RELATIONSHIPS
We understand the intrinsic value 

of relationships. We develop strong, 
trusting relationships with students, 

co-workers, and others we encounter 
through our work. This leads to 
a caring campus, a supportive 
environment, and a welcoming 

community.

PERSONAL GROWTH AND DEVELOPMENT
We respect each individual’s journey toward greater personal growth and development. We understand the 

importance of meeting students where they are in order to be partners in this process. Furthermore, we 
approach education holistically, encouraging personal achievements as well as care for the mind, body, and 

spirit of each student, faculty, and staff member.

A SUPPORTIVE & INCLUSIVE COMMUNITY
We believe that differences in people and diverse points of view are valuable and that a truly caring 

community is one where each member feels welcomed, engaged, and celebrated. We embody 
this belief when we are inclusive of all people, we recognize our similarities, and we embrace 

our differences through mutual respect. We seek to cultivate an environment of awareness and 
understanding of diversity and multicultural issues through our programs, words, and behaviors. We 

will model advocacy and social justice in all our actions.

UWM DIVISION OF STUDENT AFFAIRS VISION STATEMENT
The Department of University Housing is one of approximately 20 units within the UWM 
Division of Student Affairs. Student Affairs provides comprehensive student services, 
student engagement opportunities, and centralized enrollment management functions for 
the university.
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RESIDENCE LIFE
The Residence Life unit helps residents with transitions into and through the collegiate experience, 
providing around-the-clock service and support to students. They are the most obvious area where 

residents and staff members gain tangible skills in the CLASS outcome areas outlined in our 
mission statement. They are responsible for community development, inclusion, the residence 
life curriculum (including supervision of all resident assistants and senior RAs), advising student 

organizations and leadership development, behavior/ student conduct adjudication, and assisting 
with occupancy management and facilities maintenance. Residence Life maintains service desks 

at each residential community, provides round-the-clock student security checkpoints, and operates 
the mail service for residents. A sub-unit of Residence Life, Residential Guest Services (RGS) also 
provides guest housing accommodations, an intern center, and conference services to university- 
affiliated community members. RGS also manages reservations for meeting rooms, classrooms, 

and theater spaces maintained by University Housing.

UNIVERSITY HOUSING: AN 
OPERATIONAL OVERVIEW 

University Housing at the University of 
Wisconsin Milwaukee is a $26 million 
auxiliary enterprise that provides housing 
and guest accommodations to 4,341 residents 
and approximately 5,000 guests annually. 

University Housing operates only suite-style 
residence halls or true apartment-living 
options, meaning residents share bathroom 
facilities with two-to-five other occupants. 
University Housing provides all account 
management and billing related to resident 
dining services. Meal service, convenience 
stores, coffee shops, and vending are 
provided by a self-operated Residential 
Dining unit that is under the administrative 
leadership of UWM Retail Services, another 
university auxiliary enterprise.

LEADERSHIP TEAM
The University Housing Leadership Team consists of the Director, Associate Director, Assistant Director for 

Facilities, Assistant Director for Business Administration, the departmental Human Resources and Financial 
Specialist staff members, along with an administrative support staff person. A comprehensive housing 
program, the department consists of the three industry-standard units for housing operations: business 

operations, facilities management, and residence life/education.

BUSINESS 
ADMINISTRATION

Business Administration is the unit which 
completes many of the behind-the-scenes tasks 
that keep our operations financially viable. This 

unit has responsibility for managing the occupancy 
process, including spearheading our Opening 

and Closing procedures. Staff manage contracts, 
resident billing, departmental purchasing, and 

additional miscellaneous charges. Finally, this unit 
also helps serves as our marketing and University 

Housing spokespeople, including attending 
Admissions events and New/Transfer Student 

Orientations. This team designs and publishes our 
print materials as well as managing our presence 

on the web and various forms of social media.

FACILITIES MANAGEMENT
Facilities is the unit in charge of the upkeep of 
1.2 million square feet of residential and retail 
space. This area is comprised of Maintenance 

(which takes mechanical infrastructure, electronics, 
paint, and elevators) and Custodial which keeps 
our buildings clean and in tip top condition. This 
unit also facilitates our capital improvements and 

long-term project planning.  
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Vision and Values Events (VV)

February 10 2015
Departmental “Hopes, Concerns, and Expectations” 
Activity
Vision & Values Subcommittee
The Vision and Values subcommittee facilitated a “Hopes, 
Concerns, and Expectations” activity for the larger department 
on 2/10/15 to gather the key data the committee used to 
craft a vision and values statement for University Housing. The 
subcommittee was assisted in its progress by the involvement 
of an external consultant, Dennis Sterling, who is the Director of 
Executive Programs in the Lubar School of Business. Mr. Sterling 
had assisted another department within the Division of Student 
Affairs as they developed their mission statement, vision, and 
values.

October 8 2015
Values & Departmental Vision Statement Drafts
Vision & Values Subcommittee
Vision & Values Subcommittee submitted its final draft 
of recommendations for a vision statement/motto and 
departmental values to the Director of University Housing.

1

2

UEM Campus Events (UWM)

November 2 2014
UW-Milwaukee Strategic Plan 2020 Draft 
Published
UWM Strategic Planning Committee
Interim Chancellor Mark Mone announced to campus that the 
multiple committees writing a university strategic plan have 
a final draft to share with campus shared governance groups. 
The plan included four areas for campus focus: 1) Student 
Success, 2) Research Excellence, 3) Community & Alumni 
Engagement, and 4) Innovative Campus Culture and Climate.

December 15 2014
Mark Mone Announced as UWM Chancellor
UW System Board of Regents
Interim Chancellor Mark Mone, who previously served as 
the Chancellor’s designee on campus strategic planning, was 
selected to lead the UWM campus permanently as its leader.

October 2 2015
“Strategic Directions”/Chancellor Mark Mone 
Inaugurated
UW System Regents
Chancellor Mone was officially inaugurated as Chancellor just 
prior to the start of UWM Homecoming Week. The Chancellor 
unveiled a new Chancellor website including five university 
“strategic directions”that follow from the areas of the 
unapproved strategic plan: 1) Student Success; 2) Research 
Excellence; 3) Community Engagement; 4) Visibility, Brand, 
and Image; 5) Culture and Climate. More information about 
these directions can be found at uwm.edu/chancellor/
strategic-directions/.

1

2

3

Facilities Planning Events (FAC)

November 14 2014
Facilities Master Plan Priorities List
Facilities Planning Subcommittee
The Facilities Planning subcommittee submitted a summary of 
their plan with draft materials of their planning priorities. The 
priorities this subcommittee identified were incorporated into 
the FY 16 budgets for all four buildings.

1

University Housing Events (UH)

May 6 2014
University Housing Strategic Planning Kick-Off
Quarterly Departmental Meeting
Director Kelly Haag kicked off the departmental strategic 
planning process, presenting three goals: 1) the development 
of departmental vision and values, 2) unit-specific goals, 
and 3) a plan to address short- and long-term facilities 
concerns. She provided some context, including 1) progress 
on the UWM Strategic Plan, 2) a recent SWOT analysis 
conducted by the Housing Leadership Team (HLT), and 
3) the preliminary list of facilities-related concerns. Most 
importantly, she explained that the process would only be 
successful if there was broad representation and buy-in from 
all the members of the department, and invited all full-time 
staff members to sign up for one of the three subcommittees 
(Vision/Values, Unit-Specific Goals, Facilities Planning). 
After the initial kickoff in May, the strategic planning process 
progressed slowly due to a very busy summer full of projects 
and some staff turnover, along with an unexpected need to 
prepare for overflow housing. 

December 8 2015
Strategic Planning Update
Quarterly Department Meeting
At the December Quarterly University Housing Department 
Meeting, Kelly Haag and the Housing Leadership Team 
presented a draft of the Strategic Goals and Departmental 
Values as part of the work of two strategic planning teams.

March 22 2016
Strategic Plan Draft & Formal Presentation
Quarterly Department Meeting
Director Haag and Assistant Director Crouse reported out 
a draft of the 2020 University Housing Strategic Plan. 
Attendees were led through a “World Cafe” style feedback 
session.

June 1 2016
Implementation of University Housing Strategic 
Plan
After feedback from internal and external stakeholders, 
University Housing formally published its 2020 University 
Housing Strategic Plan.

1

2

3

4

UNIVERSITY HOUSING STRATEGIC GOALS

OUR TIMELINE
Strategic Planning for University Housing did not follow a strictly linear progression. Throughout the process, the goal of the Director 
was to involve as many levels of department staff as possible to help promote greater buy-in for the implementation of strategic goals. 
Here is an outline of major dates in the process.

MAY 2014 2015 2016
1 1

1 2

1 2

1

1

3
4 5 6

2
3

3 42
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AS A RESULT OF THIS 
PROCESS, THREE 
PRODUCTS WERE CREATED:

1. Guiding Statements: 
• Revised Mission Statement, 
• New Vision Statement, and 
• New Departmental Values.

2. Residential Facilities 
Long-term Plans including 
budget estimates

3. Strategic Goals with 
tangible objectives

Unit-Specific Planning Events (US)

May 1 2015
Unit Specific Goals Committee recommends being 
dissolved
Unit Specific Goals Subcommittee
After two meetings, the Unit-Specific Goals subcommittee 
forwarded its work product and recommended that it be 
dissolved so that Housing Leadership Team can set goals for each 
of the units. Kelly Haag turned over materials gathered thus far 
to the unit-heads for reworking and assigning timelines/leaders, 
and intiated HLT Strategic Planning Goal Setting Sessions.

1

Housing Leadership Team Events (HLT)

June 22 2015
Strategic Plan All-Day Advance
Housing Leadership Team
With the three subcommittees complete, dissolved, or in the final phases of work product, the Housing Leadership Team met to discuss 
the second phase of a strategic plan—creation of strategic goals.

October 8 2015
2nd Strategic Planning Advance @ Meltwater House
Housing Leadership Team
The Housing Leadership Team discussed literature about Strategic Planning to verify the team was headed in the right direction and has 
consulted key staff. The team participated in an activity to determine the core function(s) of the department to make sure the strategic 
goals align. 

October 19 2015
3rd Strategic Planning Conversation
Housing Leadership Team
The Housing Leadership team agreed on a basic layout for the strategic goals including setting metrics from current assessments. 
Additional dates are set for leadership’s review of the vision statements and departmental values draft from a departmental 
subcommittee. Assistant Director Crouse set up meetings with individual members of HLT to review Strategic Goals.

December 3 2015
4th Strategic Planning Conversation
Housing Leadership Team
The Housing Leadership Team accepted the Departmental Values document created by the Vision/Values subcommittee with slight 
modifications. HLT continued to revisit and refine Strategic Goals. HLT participated in a brainstorm activity related to key components of a 
departmental vision stateme.

January 14 & February 16 2016
5th & 6th Strategic Planning Conversations
Housing Leadership Team
HLT continued to refine the Strategic Goals and edited a rough draft of the UWM University Housing Strategic Plan 2020. Graphic Artists 
began crafting the stylized version of the Strategic Plan. Four Strategic Goals, each with three objectives, are accepted by the leadership 
team. 

February 23 2016
7th Strategic Planning Conversation
Housing Leadership Team
Housing Leadership Team completed a departmental vision statement and refined a rough draft of the UWM University Housing Strategic 
Plan 2020.

1
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STRATEGIC PLANNING 
PROCESS PRODUCT #1: 

DEPARTMENTAL GUIDING 
STATEMENTS
Staff at various levels of the 
organization had the opportunity 
to provide input into the values and 
vision for University Housing. Based 
on the values and vision statement 
discussions, the mission statement 
was modified by the Housing 
Leadership Team. 

..................................................................

UNIVERSITY HOUSING  
MISSION STATEMENT
UWM University Housing is 
committed to enhancing community 
members’ cultural competence, 
leadership skills, academic success, 
social connections, and social 
responsibility by creating safe, 
comfortable, and well-maintained 
living learning environments that 
inspire growth and development. 
Community members—our 
residents, guests, and University 
Housing staff and affiliated campus 
stakeholders—are foundational to 
enacting our mission.

..................................................................

UNIVERSITY HOUSING  
VISION 
Creating communities that  
transform lives.

................................................................................

UNIVERSITY HOUSING VALUES 

Inclusivity 
We recognize that University Housing includes a diverse group of students, faculty, staff, 
and other stakeholders, an we encourage all community members to continually seek to 
understand and learn from each other. We believe all community members matter and 
provide opportunities for them to share their individual stories. When residents’ needs 
are not met, we listen to concerns in order to make changes to better UW-Milwaukee 
services.

We are committed to:

• Challenging ourselves to respect the free expression of all individuals.

• Affirming the dignity of each member in our community.

• Providing a bias-free environment and responding appropriately when an 
incident of hate/bias occurs.

• Continuously educating ourselves on important issues related to human 
difference.

• Recognizing the uniqueness of each student, staff, and faculty member.

• Enhancing our community by taking the time to appreciate different 
perspectives.

 

Community
Community is at the heart of the University Housing experience. We encourage all 
members of the University Housing community to share of themselves, their talents, and 
their experiences with the larger community. We value all of our members, and trust the 
community is enriched by the contributions of those individual members.

We are committed to:

• Building meaningful and authentic relationships by communicating regularly, 
honestly and openly.

• Volunteering our time and talent with community organizations both on-
campus and off-campus.

• Regularly searching for thoughtful feedback from all members of our 
community.

• Providing an array of activities for all members to actively engage with each 
other, whether it be on an academic, social, or professional scale.

10



Adaptability 
We recognize that continual improvement is the hallmark of a successful organization. 
We value the patience and insight of our community members, as we look to better their 
residential experience. We encourage all members of our community to keep an open 
mind when changes are required. 

We are committed to:

• Regularly obtaining feedback regarding our departmental practices.

• Examining available information on departmental practices to determine 
strengths, weaknesses and areas of improvement.

• Changing departmental practices to ensure the needs of the community are met 
in the best and most efficient manner.

• Providing flexibility and understanding, when issues arise due to lack of 
foresight or unavoidable circumstances, to ensure the best possible outcome for 
those involved.

• Acting quickly and proficiently to matters concerning stakeholders.

Responsibility 
We strive to inspire community members to hold themselves accountable for their 
work, actions, and words. Members of the community should take pride in their efforts, 
relationships, and facilities. We encourage community members to take responsibility for 
their decisions and learn to recognize negative consequences can be an opportunity for 
growth.

We are committed to:

• Supporting students as they navigate independence in a new environment.

• Regularly reviewing policies and procedures so they best fit the community need.

• Challenging community members to take ownership of their actions.

• Recognizing when community members go above and beyond to show 
exceptional care and compassion.

Excellence 
We value the continual pursuit of excellence in all areas of University Housing. Our 
motivation comes from a desire to provide the best resident experience possible. We will 
challenge our residents and ourselves to continually develop and grow. 

We are committed to:

• Contributing to the on-going development of best practices for residential 
campus housing.

• Investing the time and energy needed for our facilities to always be among the 
best in the University of Wisconsin System.

• Encouraging our students to hold themselves to a higher standard by 
strengthening their efforts both in and out of the classroom. 

• Recognizing the achievements of students and staff through both everyday 
conversations as well as appropriate and thoughtful forms of appreciation.

• Demonstrating pride in our department and campus through the quality of our 
work and commitment to the campus community.

11
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STRATEGIC PLANNING PROCESS PRODUCT #2: 
RESIDENTIAL FACILITIES LONG-TERM PLANS

CAMBRIDGE COMMONS
Facilities Long-Term Plan Estimates

S & E Equipment (Items < $5,000 each) Year Cost
Add privacy keys for the common lounge kitchens 2016 $1,500
Add more outlets inside of courtyard as identified by Residence Life staff 2016 $4,500
Add a pool table 2018 $3,000
Redesign path down to Oak Leaf Trail to reduce maintenance, wash-outs (If acquiring building, eliminate path) 2018 $3,000

Facility maintenance minor (Items from $5,000 - $150,000) Year Cost
Add air intakes to telecommunications room 2016 $5,000
Inject cracks along east hallway wall to fix water leaks 2016 $15,000
Dig out and re-install flower beds to prevent leaks into the garage 2017 $8,000
Add fall protection and tie-off points for parts of the roof 2017 $60,000
Add motion sensor lights in common areas to save energy 2018 $5,000
Add water softeners 2019 $65,000
Improve lighting in courtyard 2019 $15,000
Audit and replace camera system every five years 2019 $37,000
Complete overhaul of access control system 2024 $50,000
Replace elevator control, short life span projected (15-year) 2025 $100,000
Gradually eliminate fluorescent lights, go to LED 2018-2022 $20,000
Implement deep cleaning, assessment, and replacement rotation of student room carpet 2019-2023 $40,000

Reserve Funded (Project Cost >$150k) Year Cost
Implement electronic key system for student rooms 2022–2024 $850,000

RIVERVIEW HALL
Facilities Long-Term Plan Estimates

S & E Equipment (Items < $5,000 each) Year Cost
Add air intakes to telecommunications room 2016 $3,500
Improve the appearance and function of the computers in the lounge. 2016 $1,000
Improve student lounges to foster collective work - “27” and “29” lounges 2017 $1,000
Increase ventilation to exercise room 2017 $3,500
Replace carpet in exercise room with rubber matting 2018 $3,000
Add space for the garbage carts 2018 $4,000

Facility maintenance minor (Items from $5,000 - $150,000) Year Cost
Replace or add desk chairs for each student bedroom Annual $8,000
Reseal/repair patio 2016 $40,000
Conduct A/E assessment (after building is acquired) 2017 $30,000 
Finish recarpeting student suites 2017 $62,000
Improve patio lighting 2017 $8,000
Recaulk building exterior 2017 $75,000
Replace smoke alarms 2017 $18,000
Audit and replace camera system every five years 2018 $30,000
Overhaul access control system (Andover) 2018 $25,000
Gradually eliminate fluorescent lights, go to LED 2018 $10,000
Add water softeners 2019 $50,000
Replace fire sprinklers Jockey Pump 2019 $10,000
Install a fan coil unit in the parking garage elevator room 2019 $10,000
Recarpet lounges at the ends of the hallways 2019 $16,000
Repurpose, redesign false steps going up to the rear of the building from the terrace 2019 $12,000
Increase lighting in front of the building 2019 $20,000
Add motion sensor lights in common areas to save energy 2019 $7,000
Install IR sensor automatic faucets on common area bathrooms 2019 $1,800
Replace trash compactor 2020 $10,000

Reserve Funded (Project Cost >$150k) Year Cost
Add automated controls for student rooms (Metasys) to avoid Winterim freezes 2017-2018 $300,000
Implement electronic key system for student rooms 2020-2021 $500,000

12



Note: The Facilities Planning Subcommittee was instructed to exclude Kenilworth and Purin from their process and so information for 
those two facilities is not included here. There are unique circumstances at Purin and Kenilworth that necessitate specific approaches to 
addressing long-range facilities planning. University Housing is in the process of submitting a request through the State for a study to be done 
to determine the scope of renovations and updates required at Purin, as they are expected to be substantial. Kenilworth Square Apartments 
has shared infrastructure and mechanical systems with KSE/Peck School of the Arts, and discussions are currently occurring to ensure there is 
a comprehensive plan to address these. Smaller-scale projects are anticipated at KSA and Purin both from a project- and funding-perspective.

SANDBURG COMPLEX
Facilities Long-Term Plan Estimates

S & E Equipment Year Cost
Replace mattresses 2018-2021 $10K/yr
Replace lounge furniture 2017-2021 $25K/yr
Replace room furniture 2018-2021 $50K/yr
Replace computers (Administrative) 2016-2019 $36K/total
Replace security cameras and related hardware 2020-2021 $5K/yr
Replace cameras (phased process) 2016 $14K/yr

Facility maintenance minor (Items from $5,000 - $150,000) Year Cost
Replace trash chute doors Annual $10-14K/yr
Clean tower windows Annual $100K/yr
Replace trash compactors (N, S) 2016 $32,000
Recaulk patios 2016 $45,000
Insulate pipes in mechanical rooms 2016 $50,000
Cover emergency exit hallways flooring with expoxy 2016 $11,000
Replace skylights on emergency stairwells in Commons 2016 $25,000
Reroof emergency stairwells in Commons 2016 $7,500
Replace main water valves (N, S) 2016-17 $50,000
Recoat tower lobby ceilings (N, S, W) 2017 $30,000
Replace roof doors (N, S, W) 2017 $42,000
Replace trash compactors (E, W) 2017 $32,000
Replace exhaust fan in East Tower mechanical room 2017 $5,000
Create new lounge prototype 2017 $25,000
Install electronic lock down system for 1st floor common offices 2017 $15,000
Replace water heaters (2/year) 2017-21 $65K/yr
Treat windows 2018-20 $50k/yr
Long-term project management: Starting in 2017, University Housing has also set aside $250,000-300,000/annually for future unnamed projects.

Reserve Funded Building Commission* (Project Cost >$150k) Year Cost Bond Amt
N, S, W, Concrete Façade Repairs 2016 $500,000 $300,000
Replace Heating Riser Joints (N, S, W) 2016-17 $175,000
Bathroom Renovation (Sandburg S-Upper) 2017 $1.5 Mil
Elevator Replacement (N) 2017 Bonded $1.35 Mil
Bathroom Renovation (Sandburg S-Lower) 2018 $1.5 Mil
Lounge renovations (N, S, W) 2018 $250,000  
Elevator Replacement (W) 2018 Bonded $1.3 Mil
Commons Windows, Entry, Breezeways (part of project with Restaurant Operations) 2019 Bonded $2 Mil
Bathroom Renovation (Sandburg W-Upper) 2019 Bonded $1.4 Mil
Elevator Replacement (S) 2019 Bonded $1.5 Mil
Key/lock/access system 2020 Bonded $2 Mil
Bathroom Renovation (Sandburg W-Lower) 2020 Bonded $1.4 Mil
Honors House Renovation 2020 Bonded $1.2 Mil
Bathroom Renovation (Sandburg N-Upper) 2021 Bonded $1.5 Mil
Fire system (update panels and related devices; add more sprinkler heads) 2021 Bonded $1.5 Mil
Bathroom Renovation (Sandburg N-Middle) 2022 Bonded $1.5 Mil
Bathroom Renovation (Sandburg N-Lower) 2023 Bonded $1.5 Mil
Sandburg HVAC updates 2018-21 300K/yr
*State Approval: Timing (and costs) of projects are subject to change based on Board of Regents & state approval.

A subcommittee of departmental staff across the three units of University Housing created a set of long-term facilities plans 
for Sandburg Halls, RiverView Residence Hall, and Cambridge Commons Residence Hall. Residential Facilities staff added 
budget estimates for each of these projects.
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OBJECTIVE 1.1  Leader: Arcetta Knautz

Increase resident participation and satisfaction in high impact engagement strategies: staff conversations and events.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

ALL Q24 – RA Effectiveness Scale 5.61/7.00 
(n=1255) 4.84 (n=1534)

ALL – Hall Programming Satisfaction 4.703/7.00 (n-
1255) 4.84 (n=1534)

PANTHERSYNC – Number of RA Initiated Events 756 865

# of Logged In-Person Conversations 10,219

Residents reporting membership in community councils 56 106

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status

Final  
Status

a)  Redefine Resident Assistant primary role as connector during student staff 
member training and develop methods/metrics

Beth Lobner COMPLETE

b)  Increase the quality and quantity of intentional in-person interactions being 
logged by resident assistants and full-time professionals.

Beth Lobner More chats; Not 
talking more

c)  Increase resident participation in housing and campus events (choosing to 
opt-in) by adapting Residence Life event expectations. 

Beth Lobner
Zach in RVW; 

Friday program-
ming in Flicks

UWM PR IOR I TY:  
STUDENT SUCCESS

Residents report feeling highly connected in  
University Housing and at UWM.

Overall Performance Indicators 2015-16  
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

ALL—Social Integration
5.138/7.00 
(n=1100)

5.112 (n=1256)

BENCHWORKS—RES—FACTOR 12:  
Sense of Community

5.32/7.00 
(n=699) 5.29 (n=760)

BENCHWORKS—APT—FACTOR 12:  
Sense of Community

5.73/7.00 (n=77) 5.54 (n=54)

STRATEGIC PLANNING PROCESS PRODUCT #3: 
LONG-TERM STRATEGIC GOALS & OBJECTIVES

Using the foundation built from the institution’s 2020 UWM Strategic Directions, the Housing Leadership Team created 
departmental strategic goals. Based on a previous SWOT analysis, trend data from three important assessment tools (ALL, 
Benchworks and MAP-Works), and the work of department staff on the facilities long-term planning and new vision/
values discussions, the Housing Leadership Team crafted objectives and performance indicators to operationalize each 
departmental strategic goal.

University Housing is committed to ensuring that our strategic plan is a “living document,” not merely something that will 
sit on a shelf after publication. As such, we have purposely left blank the “17-18 Status” boxes empty as a way to prompt a 
check-in and status update midway through our four-year plan.

S T R A T E G I C

GOAL #1
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OBJECTIVE 1.2  Leader: Arcetta Knautz

Strengthen the partnership with academic departments through Living Learning Communities and other academically-focused 
collaborations.

Objective’s Performance Indicators 2015-16 
Baseline 2017-18 Status 2018-19 

Status
2019-20 

Target

Number of residents participating in Living Learning Communities 845

Number of South Campus students participating in LLCs 208

Percentage of South Campus residents participating in LLCs 20.9%

Number of residents on academic probation 361

Number of hours tutoring is offered in Residence Halls N/A 413 Hours

Strategies for Action Point Persons 2017-18 Status 2018-19 
Status

Final 
Status

a)  University Housing Leadership Team will establish new service level agreements 
(SLAs) and create a more consistent/common sets of expectations with each LLC 
stakeholder group by December 2016 through a performance review of existing 
relationships with all current LLC partners. 

Rachael Amick
New SLAs/contracts 

were enacted prior to 
17–18

Semesterly 
review

b)  University Housing will work with campus partners to establish greater LLC 
participation in South Campus facilities starting with Business Panthers in Fall ‘16.

Rachael Amick

New LLCs in CC 
Smart Panthers & 

Golden Ticket 
Have expanded opps

COMPLETE

c)  University Housing will create a faculty engagement program in all residential 
facilities.

Beth Lobner

d)  University Housing will enhance the instructional support services offered in 
17–18 and student usage of such services.

Beth Lobner Re-added Chemistry as 
a tutoring subject

Added 
Math for 
tutoring

e)  University Housing will launch an early-intervention conversation initiative aimed 
at increasing students’ basic academic skills (Mission Possible) and decreasing 
financial terminations.

Beth Lobner
Joel Bushman

OBJECTIVE 1.3  Leader: Beth Lobner

Systematically improve two key facilities—resident common area socializing space and studying/tutoring space.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18  
Status

2018-19 
Status

2019-20 
Target

BENCHWORKS RES FACTOR 4: Facilities 5.24/7.00 (n=741) 5.18 (n=760)

BENCHWORKS APT FACTOR 3: Apt. Condition 5.60/7.00 (n=81) 5.36 (n=56)

BENCHWORKS RES FACTOR 3: Hall Environment 5.22/7.00 (n=741) 5.18 (n=760)

BENCHWORKS APT FACTOR 4: Apt. Environment 5.50/7.00 (n=81) 5.54 (n=56)

Strategies for Action Point Persons 2017-18 Status 2018-19 
Status Final Status

a) Implement wireless internet to enhance socializing and studying. Kelly Haag COMPLETE

b)  Invest in furniture that causes hang-out spaces (design and implementation). 
Complete visualization survey of utilization rates.

Dave Fisher
Ajay Dorn

Aware of 
Renovation

c)  Invest in study and classroom spaces that create collaboration. Complete 
visualization survey of utilization rates.

Dave Fisher
Ajay Dorn

d)  Create an action report from an in-depth analysis of the qualitative feedback from 
housing assessments garnered from students about facilities spaces.

Dave Fisher
Ajay Dorn
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UWM PR IOR I TY:  
COMMUNITY ENGAGEMENT

University Housing will enhance our resident and 
employee engagement with community stakeholders.

Overall Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

Number of collaborative programs that 
involve outside orgs

103 events;  
34 orgs

Number of presentations/attendees at NSO/
Family Housing Session

14; 1048  
attendees

Revenue from external sources (conferences, 
RGS, non-resident contracts)

$948,987

S T R A T E G I C

GOAL #2

UN
I V

E R S I T Y  H O U S I N G

OBJECTIVE 2.1  Leader: Kari Dawson

Enhance opportunities for University Housing community members to get involved in community engagement, and better 
communicate University Housing’s contribution to these efforts.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

PANTHERSYNC – Number of events that are outside the UWM campus (or 
programming partners)

103

Number of alumni involved in the UWM University Housing chapter N/A

Number of University Housing community engagement stories generated on social 
media and websites

N/A

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status Final Status

a)  Increase resident participation in community service within the surrounding 
neighborhoods through partnership with CCBLLR volunteer programs.

Beth Lobner

b)  Develop and increase resident connections that extend beyond University Housing, 
strengthen Milwaukee/regional professional opportunities.

Beth Lobner Bucks 
initiative

c)   Work with UWM Alumni Relations to develop a housing leader alumni group and 
separate web landing page.

Kari Dawson
FB page 

created; No 
web page yet

d)  Enhance the marketing of University Housing’s presence in the community  
(Hunger Task Force, Move-Out Donations, Community Service Hours logged, etc.).

Kari Dawson
Hannah Pardee

Semi-Annual 
Stories—still 

no system 
for tracking 

beyond NRHH
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OBJECTIVE 2.2  Leaders: Kari Dawson & Arcetta Knautz

Increase the number of positive engagement opportunities for residents’ parents/family members have with University 
Housing.

Objective’s Performance Indicators 2015-16 
Baseline 2017-18 Status 2018-19 

Status
2019-20  

Target

Click rate for Panther Family News
9 articles; 1714 

clicks

Attendees at NSO/Family Brunch 14; 559 attendees 14: 690 attendees

Number of work orders/services submitted through Fix-it Booths 344

Number of job conversions from parent employment referrals N/A

Strategies for Action Point Persons 2017-18 Status 2018-19 
Status Final Status

a)  Enhance the number of in-person contacts through additional 
programming at Facilities Opening (August), Family Weekend/
Homecoming, break-period pick-ups, and facilities Move-out.

Arcetta Knautz
Beth Lobner

b)  Develop additional web and social media communication tools for family 
members to engage University Housing including an exclusive parent’s 
comment feedback housing form (calendars, newsletters, etc.).

Kari Dawson

Web page started 
but still filling 
content before 

publicizing

c) Enhance resident recognition information to family members Beth Lobner Fridge-worthy 
Honors

d) Create and distribute a parents/family members e-handbook. Kari Dawson

e)  Expand the use of and tracking of “Fix-It” Booths from Residential 
Facilities at move-in, transitions, and move-out periods.

Beth Lobner
Todd Luebstorf

f)  Develop recruitment tools to leverage family member’ opinions/influence 
on resident participation in University Housing employment opportunities.

Beth Lobner 
Amanda Eischen

OBJECTIVE 2.3  Leader: Arcetta Knautz

Enhance University Housing’s attraction for outside camps and conferences.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status 2019-20 Target

RGS Annual Revenue $850,000

Repeat business by participants & camps 14 camps

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status Final Status

a) Expand participation in the Intern Center. Josh Boehm 80%

b) Explore political parties host option. Josh Boehm

c)  Expand the participation of summer camps with current UWM stakeholders 
(athletics, academics).

Josh Boehm
ABS Conference 

in Sandburg/
RVW

d) Continue and expand community partnerships with non-UWM affiliated 
participants.

Josh Boehm
Kari Dawson

Rockwell in 
RVW; MATC

e)  Explore a summer alumni weekend (Class of 1970) concept with UWM 
Development and Alumni Relations.

Josh Boehm
Kari Dawson

Started Facebook 
group; Hosted 
even during 
Homecoming

Will book time 
for another 

event
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OBJECTIVE 3.1  Leaders: Arcetta Knautz

Enhance University Housing’s attraction for outside camps and conferences.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

Benchworks RES Factor 13: Diverse Interactions 4.75 (n=678) 4.60 (n=760)

BENCHWORKS APT FACTOR 16: Diversity & Social Justice 4.78/7.00 (n=68) 4.47 (N=52)

Document diversity training pre-test/post-test N/A

%/# of ethnically diverse student staff members 21% = 48 staff 21% = 51 staff

%/# of ethnically diverse full-time staff members 31% = 20 staff 31% = 20 staff

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status Final Status

a)  Provide new inclusion training and discussions for all levels of staff based 
partially on survey climate data.

Arcetta Knautz

b)  University Housing will expand its efforts to capture data on departures 
(resident vacates) and staff exit interviews. Capture reasons for leaving and 
not just quantitative numbers.

Joel Bushman
Adrienne Birkholz
Amanda Eischen

Presented Info 
Leaver Survey

c)  University Housing will partner with campus community to produce a 
bystander intervention program for all residential students.

Arcetta Knautz

d)  University Housing will add 4 new recruitment techniques each year of this 
4-year plan (with the goal of attracting and employing a workforce that is 
comprised of individuals who self-identify as ethnically-diverse).

Amanda Eischen

UWM PR IOR I TY:  
INCLUSIVE & INNOVATIVE 
CULTURE

University Housing will enhance the climate of inclusion 
within its residential communities and workforce.

Overall Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

Benchworks RES ISQ 17: Customer Service
4.97/7.00 
(n=639)

5.03 (n=518)

Benchworks RES Factor 13: Diverse 
Interactions

4.75/7.00 
(n=639) 4.60 (n=760)

BENCHWORKS APT FACTOR 16: Diversity & 
Social Justice

4.78/7.00 (n=68) 4.47 (N=52)

University Housing Employee Survey— 
Satisfaction Rate

N/A

S T R A T E G I C
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OBJECTIVE 3.2  Leader: Beth Lobner

University Housing will make new investments in employee skill development and training.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

Pre-test/Post-Test training on cross-training N/A

# of Conferences Attended/# of Sessions Presented 5 @ 5; 3 presented

UNIVERSITY HOUSING EMPLOYEE SURVEY—Efficacy Rate N/A

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status Final Status

a)  Develop a comprehensive on-boarding program for new employees that 
complements Student Affairs’ on-boarding process.

Amanda Eischen

b) Explore and implement an enhanced recognition program.
Adrienne Birkholz

Rachael Amick
Paul Dixon

COMPLETE

c)  Enhance supervision skills and focus on departmental consistency for staff 
supervisory expectations. 

Beth Lobner
Amanda Eischen

d)  Work with staff supervisors to develop cross-training and skills 
enhancement workshops, especially focused on greater technology skill 
competencies.

Beth Lobner
Amanda Eischen

e)  Support and encourage regional and national research and presentations  
by full-time employees, and bringing back innovative practices.

Arcetta Knautz Official plan 
rolled out, in use
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OBJECTIVE 4.1  Leader: Arcetta Knautz

Increase University Housing’s use of assessment data to enhance the University Housing community member experience.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

Quarterly presentations of Executive Summaries N/A

Student participation in quarterly feedback sessions 1 session;  
13 students

Use of assessment data in semester trainings N/A

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status Final Status

a)  Produce a new three-year assessment plan and produce a summary of the previous 
three-year assessment plan.

Kari Dawson COMPLETE

b)  Produce annual executive summaries of the ALL (January), Benchworks (June), and 
other relevant assessment tools to be shared with the Student Affairs Cabinet.

Kari Dawson ALL, Move-In, 
RVW COMPLETE

c)  The Director of University Housing (and HLT) will schedule quarterly listening sessions/
dinner with students. (Dinner with the Director).

COMPLETE

d)  The Director and Human Resources Representative will conduct semi-annual listening 
sessions with each unit’s full-time staff.

Amanda Eischen
Arcetta Knautz

e)  Each Assistant Director will attend a SHAC meeting once a semester to present updates 
on resident services and/or facilities. [Implement schedule for members of HLT to 
attend and present relevant updates to SHAC General Body Meetings (at least once per 
semester for each HLT member).]

Core HLT COMPLETE

UWM PR IOR I TY:  
ELEVATING OUR VISIBILITY  
& IMPACT

University Housing will demonstrate program 
excellence and adherence to national standards.

Overall Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status

2019-20 
Target

ALL—Overall Satisfaction
5.05/7.00 
(n=1255)

5.076 
(n=1534)

BENCHWORKS RES FACTOR 9: Dining Satisfaction 4.73/7.00 
(n=691) 4.77 (n=760)

BENCHWORKS RES Factor 18: Overall Satisfaction
4.78/7.00 
(n=684)

4.34 (n=760)

BENCHWORKS APT FACTOR 18: Overall 
Satisfaction

4.84/7.00 
(n=74) 4.46 (n=54)

Awards nominated/won for program excellence 3

Awards nominted/won for personal achievement 
(length of service, OTMs)
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OBJECTIVE 4.3  Leader: Beth Lobner

University Housing will work with SHAC and Residential Dining to enhance the residential dining experience.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status 2019-20 Target

Meal Plan Rates utilization (plans selected at time of contract completion) N/A

% of Residents who add $ to meal plan via CVC or GetFunds N/A 1,316

% of Residents who increase meal plan level during term of contract N/A

% of Meal Plan points used in “Cafe” locations N/A 50.90% ($3.2M)

BENCHWORKS RES FACTOR 9 – Dining Satisfaction 4.73/7.00 
(n=691) 4.77 (n=760)

Strategies for Action Point Persons 2017-18 
Status Final Status

a) Review satisfaction and service levels from residential students Beth Lobner
Joel Bushman

b)  Review residential dining meal plan viability using transaction and 
meal account history data.

Beth Lobner
Joel Bushman

c)  University Housing and Food Services will design a three-year facilities 
upgrade plan to enhance the residential dining experience in Sandburg 
Hall.

Kari Dawson
Beth Lobner
Dave Fisher

Todd Luebstorf

OBJECTIVE 4.2  Leaders: Kari Dawson & Beth Lobner

University Housing will implement new initiatives aimed at service excellence.

Objective’s Performance Indicators 2015-16 
Baseline

2017-18 
Status

2018-19 
Status 2019-20 Target

ALL Q23—Customer Service
5.17/7.00 
(n=1255)

5.394 (n=1534)

BENCHWORKS RES ISQ 17—Customer Service 4.97/7.00 (n=639) 5.03 (n=518)

Pre-test/Post-test results on Customer Service Training N/A

Unit participation in Departmental Training N/A

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status Final Status

a)  University Housing will research and implement a new customer 
service training.

Kari Dawson
Beth Lobner Research phase

b)  University Housing will increase its responsiveness to TMA Work Orders 
to a 24 hour (or less) response. 

Beth Lobner
Todd Luebstorf

c)  University Housing will adjust the space change process to allow for 
greater flexibility in resident moving, when space is available.

Kari Dawson
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OBJECTIVE 4.4  Leader: Arcetta Knautz

Conduct an external review in Fall 2018.

Objective’s Performance Indicators 2015-16  
Baseline

2017-18 
Status

2018-19 
Status 2019-20 Target

Completion of policies manual N/A

Completion of internal review N/A

Number of missing elements from internal review N/A

Strategies for Action Point Persons 2017-18 
Status

2018-19 
Status Final Status

a) Develop a departmental policy manual. Kelly Haag

b) Conduct an internal review in Fall 2017. Arcetta Knautz
Josh Boehm

c)  Conduct an external review of University Housing by Fall 2019 using 
consultants sourced from the ACUHO-I.

Arcetta Knautz
Kari Dawson
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